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Remarks

Application.

Acknowledgement letter.

No deficiencies letter

Order entered setting procedural schedule; hearing set for 8/24.

PETITION FOR LEAVE TO INTERVENE (WILLIAM ATKINSON SPRINT)

Letter granting joint pet. for conf. filed 7/9/99 by GTE Corp. and Bel Atlantic.

Order granting Sprint intervention

MOTION TO INTERVENE (ANN LOUISE CHEUVRONT AG)

Data Request Order, response due 8/9/99.

FIRST DATA REQ & INTERROGATORIES (SPRINT WILLIAM ATKINSON)

Order granting Attorney General intervention

LETTER TO INFORM OF JEFFERY KISSELL TO REPLACE MR GRISWOLD (LARRY CALLISON GTE)
JOINT RESPONSE TO SPRINTS FIRST DATA REQ & INTERROGATORIES & PETITION (LARRY
CALLISON GTE)

RESPONSE OF JOINT APPLICANTS TO PSC ORDER OF JULY 26,99 (LARRY CALLISON GTE)
DIRECT TESTIMONY OF DAVID REARDEN (WILLIAM ATKINSON SPRINTQ)

REBUTTAL TESTIMONY OF JOINT APPLICANTS (GTE LARRY CALLISON)

Letter granting joint pet. for conf. filed 8/9/99 by GTE Corp. and Bell Atlantic

Letter granting joint pet. for conf. filed 8/9/99 by GTE Corp. & Bell Atlantic.

BRIEF OF SPRINT COMMUNICATIONS (WILLIAM ATKINSON SPRINT)

POST HEARING BRIEF OF JOINT APPLICANTS (GTE LARRY CALLISON)

REPLY BRIEF OF SPRINT (WILLIAM ATKINSON SPRINT)

REPLY BRIEF OF JOINT APPLICANTS BELL ATLANTIC & GTE (LARRY CALLISON GTE)

FINAL ORDER APPROVING MERGER OF GTE AND BELL ATLANTIC; SUBJECT TO TERMS & COND.
MOTION FOR MODIFICATION OF ORDERING PARAGRAPH 10 OF SEPT 7,99 MERGER (LARRY
CALLISON GTE)

NOTIFICATION OF MEETING SCHEDULED FOR OCT 7,99 (LARRY CALLISON GTE)

Order granting motion for modification

PETITION TO INTERVENE (EDWARD BUSCH/AT&T)

BELL ATLANTIC/GTE RESPONSE TO OPPOSITION TO AT&T INTERVENTION REQUEST (LARRY D.
CALLISON/GTE SERVICE CORP)

Letter denying AT&T's petition for leave to intervene.

QUALITY PERFORMANCE REPORTS USING THE TWO PRIOR YRS AS A BENCHMARK (GTE LARRY
CALLISON)

THREE REPORTS RESPONSIVE TO ORDERING PROVISION 3,4,& 8 OF PSC ORDER (GTE LARRY
CALLISON)

RESPONSE TO ORDER OF SEPT 7,99 (GTE LARRY CALLISON)

RESPONSE TO COMMISSION'S ORDER OF OCTOBER 6, 1999 (LARRY CALLISON/GTE)
ADOPTION NOTICE, TARIFF (GTE LARRY CALLISON)

TARIFF FILING (PHYLLIS MASTERS/GTE)

REVISED TARIFF SHEET (PHYLLIS MASTERS/GTE)

SECOND SiIX-MONTH REPORT ON BEST PRACTICES (LARRY CALLISON/VERIZON)

RESULTS FROM FCC CARRIER-TO-CARRIER PERFORMANCE PLAN (LARRY D. CALLISON/VERIZON)
THIRD SIX-MONTH REPORT ON BEST PRACTICES (LARRY CALLISON/VERIZON)

Larry D Callison - Verizon South, Inc. - Response to Commission's Order of September 7, 1999

Larry D Callison - Verizon South, Inc. - Response to Order of September 7,99 - Fifth six-month report
Larry D Callison - Verizon South, Inc. - Notification that Verizon has met the Promotional Resale discount
maximum allowable quantity in the state

Larry D Callison - Verizon South, Inc. - Response to Order of September 7,99
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Larry D. Callison

State Manager er , Z on
Regulatory Affairs & Tariffs

P.O. Box 1650
Lexington, KY 40588-1650

Phone 859 245-1389

Fax 859 245-1721
larry.callison @verizon.com

March 6, 2002 RECEIVED

Mr. Thomas M. Dorman MAR 1 5 2002
Executive Director PUBL

. .. |
Public Service Commission COM%A%ESF;}/)’IS:E

211 Sower Boulevard
Frankfort, Kentucky 40602-0615

Re: In the Matter of: Joint Application of Bell Atlantic Corporation and GTE Corporation\
for Order Authorizing Transfer of Utility Control — Case No. 99-296

Dear Mr. Dorman:

The Kentucky Public Service Commission (“Commission”), in its order dated September 7, 1999
(“Order”) in which it approved the Joint Application in the above-referenced matter, imposed certain terms
and conditions upon the Joint Applicants, Bell Atlantic Corporation and GTE South Incorporated
(“GTE”), collectively now doing business as Verizon Communications (“Verizon™).

Enclosed for filing with the Commission are an original and ten copies of Verizon’s fifth six-month report
on “Best Practices”, responsive to ordering provision #3 of the Commission’s Order. Verizon filed

previous “Best Practices” reports in March and September of 2000, and in March and September 2001.

Please bring this filing to the attention of the Commission. Should you have any questions, please do not
hesitate to contact me.

Larry D. Callison

Enclosure
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Regulatory Affairs & Tariffs
P.O. Box 1650
Lexington, KY 40588-1650
Phone 859 245-1389
Fax 859 245-1721
March 13, 2002 larry.callison @verizon.com

Mr. Thomas M. Dorman RE@EH VED

Executive Director

Public Service Commission MAR 1

211 Sower Boulevard b g 2002

Frankfort, Kentucky 40602-0615 UBLIC SER
COMMISS IO =

Re: In the Matter of: Joint Application of Bell Atlantic Corporation and GTE Corporation
for Order Authorizing Transfer of Utility Control — Case No. 99-296

Dear Mr. Dorman:

I am writing to notify you pursuant to Condition XII paragraph 38 of the FCC’s Bell Atlantic/GTE merger
conditions that Verizon has met the Promotional Resale Discount maximum allowable quantity in the state
of Kentucky as set forth in Attachment E of the Merger Conditions. Attachment E states that the
maximum number of resold residential lines for the resale promotion is 15,000. As of December 2001,
Verizon South Inc. (“Verizon”) has provided 15,146 discounted resold promotional services. Therefore,
Verizon plans to end the Offering Window period for the resale promotional discount on or about March
19, 2002.

Under the Merger Conditions, the Offering Window for the Promotional Resale discount in each state ends
at the earlier of the following: (i) 36 months after commencement of the Offering Window period; or (ii)
the month following the date when the maximum number of resold lines has been reached in that state.
Verizon has now satisfied the second criterion. In order to provide CLECs with advance planning
information, Verizon provided written notification to CLECs operating in Kentucky when 50 percent and
80 percent of those termination numbers were reached.

As required, Verizon now gives notification to the Kentucky Public Service Commission and has also filed
this notice with the Secretary of the Federal Communications Commission and CLECs operating in
Kentucky that it will close the Offering Window on or about March 19, 2002.

Please bring this filing to the attention of the Commission. Should you have any questions, please do not
hesitate to contact me.

Yours truly,

T T

Larry D. Callison
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State Manager ven

Regulatory Affairs & Tariffs
P.O. Box 1650
Lexington, KY 40588-1650
Phone 859.245.1389
Fax 859.245.1721
larry.callison @verizon.com
September 7, 2001

RECEIVED

Mr. Thomas M. Dorman

Executive Director SEP 0 7 2001
Public Service Commission

211 Sower Boulevard ‘ PUBLIC SERVICE
Frankfort, Kentucky 40602-0615 COMMISSION

Re: In the Matter of: Joint Application of Bell Atlantic Corporation and GTE Corporation
for Order Authorizing Transfer of Utility Control — Case No. 99-296

Dear Mr. Dorman:

The Kentucky Public Service Commission (“Commission”), in its order dated September 7, 1999 (“Order”)
in which it approved the Joint Application in the above-referenced matter, imposed certain terms and
conditions upon the Joint Applicants, Bell Atlantic Corporation and GTE South Incorporated (“GTE”),
collectively now doing business as Verizon Communications (“Verizon™).

Enclosed for filing with the Commission are an original and ten copies of Verizon’s fourth six-month report
on Best Practices, responsive to ordering provision #3 of the Commission’s Order. Verizon filed previous
“Best Practices” reports in March and September of 2000, and in March 2001.

Please bring this filing to the attention of the Commission. Should you have any questions, please do not
hesitate to contact me.

Yours truly,
Founy D, ClL..
Larry D. Callison

Enclosure
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Kentucky Best Practices Compliance Report

Pursuant to the Kentucky Public Utility Commission Order issued September 7, 1999,
Verizon Communications is providing a report on Best Practice initiatives being
implemented. This report covers the period through August 31, 2001.

These Best Practice initiatives impact several business units and functions within
Verizon: Consumer, Business, Carrier and Network Operations and General &
Administrative functions. Best Practices being implemented are primarily national in
scope and impact, although some may have a more regional application and focus. All
the Best Practice initiatives reviewed below are currently being implemented or in
implementation planning; most will be completed by mid-year 2002. Additional
implementation details will be provided as they are available.

Organizational Steps —

Verizon Communications has deepened and broadened the identification and
implementation of Best Practices since submitting the last Best Practice Compliance
Report in March 2001. Additional functions are included in this report, as are new
initiatives being implemented in the lines of business.

For the purpose of compliance reporting, Best Practices are broadly defined as the most
effective strategies, policies, processes and procedures appropriate for implementation
in Verizon. Best Practices can: '

a Enhance the delivery of customer o Enhance product quality
service

O Enhance the ability to compete a Improve responsiveness to
effectively in the marketplace customers and service reliability

g Increase overall value for customers

Efficiencies are gained by adopting one company’s process or practice for use in
operations of both companies. These may result in three types of opportunities:

Elimination of redundant functions
Increased economies of scale

3. Adoption of the most efficient business practices or processes followed by
both companies

There are several criteria used to evaluate and select Best Practices, the most important
being the potential for improvements in customer service.

Implementing Best Practices is controlled by such factors as:

e The need to make changes o Personnel issues
to systems
¢ Training requirements ¢ Resource prioritization
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Using this definition and approach, the Verizon business units and functions identified a
number of areas where merger synergies or integration result in Best Practices benefits.
These are listed below. All of these initiatives were identified using selection criteria
focused on, improved customer service impacts, including enhanced efficiency,
responsiveness and product quality. Best Practice implementations enable Verizon to
compete more effectively, providing quality service and increased value to customers in
its service areas.

Financial information for specifically identified merger related Best Practice initiatives will
be provided when available. In some instances, merger transition program financial data
is still being analyzed, while in other, more general cases, Best Practice programs are
part of continuing business as usual operations and are not separately identified.
Verizon is committed to implementing and reporting its Best Practices, and will provide
financial detail when it is available. All Best Practices are expected to positively impact
the value customers receive and the provision of adequate service at just and
reasonable rates.

Business units and functions reviewing and implementing Best Practice initiatives
include:

Live Service (Operator Services)

Public Communications

Brand Management & Marketing Communications
Retail Marketing and Sales

Operations and Technology

Carrier Marketing

Network Operations

Public Affairs & Communications

Human Resources

0O 0 0D DD O O O O

National Operations




Best Practice Initiatives —

a Single Directory Assistance Database, involving the consolidation of multiple
databases maintained by the former Bell Atlantic and GTE companies. This
initiative provides cost efficiencies in maintenance and capital upgrades of
databases physically located in different geographical locations;
Implementation began 1Q 2001.

o New Line Segment is an ongoing marketing initiative targeted at new
customer lines via a call-back program to verify line quality and ensure
customer requirements are met. This initiative is expected to improve overall
customer satisfaction and enhance revenue growth.

o WorkFlow Manager is an automated tool providing on-line monitoring and
aging of service order error queues, the ability to measure employee
performance and allocate the distribution of work. Currently, it is being
implemented in former GTE and is under review for former Bell Atlantic,
WorkFlow Manger automates the distribution of work, improves quality and
increases productivity.

o Marketing Data Warehouse, establishes an integrated data warehouse
enabling marketing groups across the Lines of Business to deliver
personalized service options that meet customer needs, as well as support
FCC requirements for Do Not Solicit, Privacy and Consent needs of the
customer. implementation of a Pilot of this former GTE best practice is in
development prior to being extended to Verizon East.

o Single Workforce Management Platform provides a standardized platform for
scheduling and reports, including an automated payroll interface,
consolidating multiple tools and systems. This system was used by the
former GTE and the Operator Services Group in the former Bell Atlantic. The
project focus is on converting other areas of the former Bell Atlantic.

o Telephone Account Management (TAM), is a proactive account management
channel for High Value customers designed to enhance customer satisfaction
and retention. This initiative is a former Bell Atlantic Best Practice being
extended to former GTE. Three TAM centers became operational in 2001,
located in Massachusetts, Pennsylvania and Indiana.

o Employee Recognition —- WOW Factor is an initiative designed to sharpen the
focus on customer service and key drivers of customer delight by engaging
the workforce in spirited competition and recognizing outstanding
performances in employee development, customer satisfaction and
operations performance. Based on former Bell Atlantic and GTE experiences
the new program was implemented for selected National applications in
1Q2001.

o Coin Refund System standardizes coin refund processes. A former Bell
Atlantic Best Practice, former GTE has implemented and now processes coin
refund requests using an interactive voice response system. Fraud detection,
also a Best Practice in the former Bell Atlantic, was implemented for former
GTE customer refund requests in 2Q2001.
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Third Party Verification (TPV) Mechanization reduces handling time and
operating expense by mechanizing the process for obtaining a third party
verification code. TPV mechanization is a former GTE Best Practice
implemented in former Bell Atlantic in December, 2000.

List Management is a Marketing Campaign System implemented in 2Q2001
in former Bell Atlantic that provides a common list generation/campaign
analysis tool for direct mail and telephone marketing campaigns. The
initiative improves time to market, enables business units to coordinate lead
lists and ensures that business rules are being followed.

Validation Module is a Quality Assurance/Quality Control process used in
Database Marketing that maintains the integrity of data for direct mail. The
process is applied to all Verizon customer lead requests. A former GTE Best
Practice, the process was extended to former Bell Atlantic in 2Q2001.

Quality Assurance Operational Reviews are annual reviews conducted in
each Verizon business sales center, evaluating performance levels for
quality, revenue, cost, employee development and recognition. This initiative
standardizes processes and enhances customer satisfaction. A former GTE
Best Practice being implemented in former Bell Atlantic, Operations Reviews
were conducted during 1Q2001 in all mass markets districts in Verizon.
There are no incremental expenses to date.

Automated Contract Administration provides a faster, simplified and
standardized approach to contract management. A database is being
deployed across the Verizon service area to track contract provision,
compliance and issue resolution, develop reports and assist during
arbitration. This is a former GTE Best Practice being implemented
throughout former Bell Atlantic.

Automated Contract Production provides a system-generated template to
create a simple, standard approach for customizing individual CLEC and

state provisions to the specific contract negotiation. This is a former GTE

Best Practice being implemented throughout former Bell Atlantic.

TAC Focus is a Service Assurance program designed to provide funding for
targeted reductions of OSP network trouble. Implementing this process will
improve the reliability of the outside plant (‘OSP’) network, facilitating reduced
customer trouble reports and improving customer satisfaction. This process
will also reduce operating expenses by reducing the number of dispatches.
TAC Focus is on-going in former GTE service areas and being extended to
all Verizon operating areas beginning in 2001.

Cable College — Quality Review and Accurate Time Reporting is a
provisioning training package designed as a refresher course for all
Construction Mangers and Line and Splice technicians. Applicable to the
Verizon National footprint, the training package is being updated to include
feedback from the completed pilot programs and recent requirement
changes.

Standardized Dispatch Priority Matrix has been implemented throughout
Verizon. The Matrix provides a consistent and standard framework to identify
customer priority and job dispatch priority for each customer. This enables
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consistent weighting of job priorities for uniform delivery of customer service
to all, and within all, Verizon lines of business. The Priority Matrix is a former
GTE Best Practice that has been fully implemented in all Verizon regions as
of February, 2001.

Customer Contact, Closeout and Follow-up Practice is an initiative combining
the best attributes of both former Bell Atlantic’s practices for Customer
Contact and former GTE’s related practice entitled Customer Notification.
The merged practice is expected to improve customer satisfaction through
increased and enhanced communication with the customer. Key changes
involve new and improved Premise Collateral material left behind by
technicians, as well as follow-up contacts to ensure complete satisfaction.

Witness Call Monitoring Program is used in Repair Centers to monitor the
quality of customer contacts. Witness records the movements of the
advocate within the systems simultaneously with the dialogue between the
advocate and the customer. The session is reviewed at a later time and the
advocate can be coached on tone of service and other quality attributes. The
benefits include improved customer satisfaction, less rework, reduction of
unnecessary dispatches and fewer customer complaints. Currently used in
former GTE repair centers, implementation is planned for all Verizon repair
centers.

Scrubber (Testing and Trouble Management) is a system developed to retest
the pending basic voice service trouble load for the purpose of identifying
physical trouble conditions that are no longer present. Using an automated
system, Scrubber calls the customer to verify customer’s consent that the
condition is either no longer present or is a CPE trouble. Scrubber is a
former Bell Atlantic system being extended to former GTE, where no similar
system with the level of detail provided by Scrubber is available. System
requirements meetings are underway, to be followed by the development of a
deployment schedule.

National Operations Work Center Strategy is a work standardization initiative
implementing a standard operating environment for each of the major
functions performed within the organization. Implementing standard
processes and systems will enable the delivery of improved customer service
while reducing costs through consolidating locations. This is a former Bell
Atlantic Best Practice being extended to former GTE. There are no impacts
on Kentucky at this time.

Public Affairs & Communication (PA&C) Strategic Planning process is an
initiative combining the planning processes of the two former companies.
The process links the PA&C department plans to the various business units
being supported, enabling more proactive communication, improved
allocation of resources, and the ability to communicate more effectively with
customers. The consolidated planning process has been implemented
throughout Verizon.

(PA&C) employee communications initiative, VZ, an employee newsletter
consolidating the former Bell Atlantic weekly and former GTE semi-monthly
publications into a bi-weekly publication delivering important and timely
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company information and news to employees and providing a better
understanding of the company’s operations.

Business Partners is a structural model assigning PA&C executives
responsibility for the internal and external communications of specific
business units and aligning the PA&C organization to more effectively
communicate messages and coordinate activities across the corporation.
This initiative, intended to improve the delivery of PA&C service and enable
the operating units to enhance customer service, has been implemented.
This initiative is a former GTE Best Practice extended to former Bell Atlantic.

Verizon Code of Business Conduct consolidating and replacing the former
GTE and Bell Atlantic Codes of Conduct, outlines the standards for Verizon
employees, including ‘privacy principles’, which define the requirements for all
Verizon employees to ensure that customer information is kept private in all
respects, thereby providing direct benefit to Verizon customers. The new
Verizon Business Code of Conduct was implemented in May, 2001.

Employee Data Warehouse (EDW) is an initiative to implement an integrated,
on-line tool to access data, perform employee analysis and identify strategies
to increase performance. The EDW provides a single repository for
workforce transactions and data, integrating employee data from several
platforms. EDW enables Verizon to proactively and strategically address the
changing needs and requirements of the organization.

Operations Support Systems(OSS) - The FCC's approval of the Bell
Atlantic/GTE merger required Verizon to develop a plan to implement
uniform, electronic OSS interfaces and business rules within the Bell Atlantic
Service Areas and separately within the GTE Service Areas.

Verizon's Best Practices review of OSS interfaces and business rules
identified improvements that are being separately proposed for both the
former GTE and Bell Atlantic service areas, and are summarized in the
following table. The table below summarizes the improvements planned for
former GTE service areas

Improvement
Category GTE Service Areas
Pre-Ordering Parsed customer service record

(CSR) Completed 10/2000
Loop Qualification — xDSL
Completed 12/2000

Ordering - Products Electronic ordering of IDSL
February 2002

Maintenance & Repair Premise Access Hours Completed
2/2001

Maintenance & Repair
Electronic Bonding Interface
(EBI)

EBI interface to match Bell Atlantic
capability available 2/2001

Change Management
Process (CMP)

Adopt the Bell Atlantic New York
Change Management Process.
completed 7/2/01

Transport & Security
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Improvement
Category GTE Service Areas
Protocols

¢ Implement Digital
Certificates for transport
encryption and client
authentication access

o Expand Dial up
Authentication access
to GTE Service Areas

e To be complete by 9/28/2001

e To be complete by 9/28/2001
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Regulatory Affairs & Tariffs
P.O. Box 1650
Lexington, KY 40588-1650
Phone 859.245.1389
Fax 859.245.1721
larry.callison @ verizon.com
March 6, 2001

Mr. Thomas M. Dorman

Executive Director F ,H/j"““ “‘\,
Public Service Commission B
211 Sower Boulevard LA ¢ 207
Frankfort, Kentucky 40602-0615 - '
LB s
SN

Re: In the Matter of: Joint Application of Bell Atlantic Corporation and GTE Corporation
for Order Authorizing Transfer of Utility Control — Case No. 99-296

Dear Mr. Dorman:

The Kentucky Public Service Commission (“Commission™), in its order dated September 7,
1999 (“Order”) in which it approved the Joint Application in the above-referenced matter,
imposed certain terms and conditions upon the Joint Applicants, Bell Atlantic Corporation and
GTE South Incorporated (“GTE”), collectively now doing business as Verizon
Communications (“Verizon™).

Enclosed for filing with the Commission are an original and ten copies of Verizon’s third six-
month report on Best Practices, responsive to ordering provision #3 of the Commission’s
Order. The initial “Best Practices” report was filed in this case on March 7, 2000, and the
second report was filed on September 6, 2000.

Please bring this filing to the attention of the Commission. Should you have any questions,
please do not hesitate to contact me.

Yours truly,

e CaQ0on

Larry D. Callison

Enclosure
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Kentucky Best Practices Compliance Report

Pursuant to the Kentucky Public Service Commission Order issued September 7, 1999
in Case No. 99-296, Verizon South Inc. provides this report on Best Practice initiatives
being implemented as a result of the GTE/Bell Atlantic merger.

These Best Practice initiatives affect several Verizon business units and functions. The
Best Practices are primarily national in scope and impact, although some may have a
more regional application and focus. All the Best Practice initiatives reviewed below are
currently being implemented or in implementation planning; most will be completed by
mid-year 2002. Additional implementation details will be provided as they are available.

Organizational Steps —

The merger of the companies creating Verizon Communications closed on June 30,
2000. In the months following, Verizon management established the executive
accountability, processes and procedures for identifying, evaluating and implementing
Best Practices within the new organization.

Accountability for Best Practices planning and compliance reporting was assigned to the
Senior Vice President, Performance Assurance. A planning and reporting process
spanning the organization was developed and accountabilities assigned for each
business unit and function, where applicable. Communication mechanisms were
established to educate the organization on Best Practice compliance requirements and
popularize the importance of identifying and implementing Best Practice opportunities.

Best Practices are broadly defined as the most effective strategies, policies, processes
and procedures appropriate for implementation in Verizon. Best Practices can:

o Enhance the delivery of customer o Enhance product quality
service

o Enhance the ability to compete o Improve responsiveness to
effectively in the marketplace customers and service reliability

o Increase overall value for customers

Efficiencies can be gained by adopting one company’s process or practice for use in
both the former Bell Atlantic and GTE operations. These may result in three types of
opportunities:

1. Elimination of redundant functions
2. Increased economies of scale

3. Adoption of the most efficient business practices or processes followed by
both companies




There are several criteria used to evaluate and select Best Practices, the most
important being the potential for improvements in customer service.

Implementing Best Practices is controlled by such factors as:

The need to make changes to systems
Personnel issues
Training requirements

0O 0 0 o

Resource prioritization

Using this definition and approach, the Verizon business units and functions identified a
number of areas where merger synergies or integration result in Best Practices benefits.
These are listed below. All of these initiatives were identified using selection criteria
focused on improved customer service impacts, including enhanced efficiency,
responsiveness and product quality. Best Practice implementations enable Verizon to
compete more effectively; providing quality service and increased value to customers in
its service areas.

The corporate wide costs and savings of the Best Practice initiatives, including the
amount allocable to Kentucky operations, is currently being analyzed. At this time we
are not able to break down the exact figures for Kentucky. Verizon is committed to
implementing and reporting its Best Practices, and will provide financial detail when it is
available.

Business units and functions reviewing and implementing Best Practice initiatives
include:

Operator Services

Public Communications

Consumer Brand Management & Marketing
Consumer Sales

Consumer Marketing

Business Solutions Group

Carrier Marketing

Network Operations

Public Affairs & Communications

0 0O 0 00D 0o oo o

National Operations




Best Practice Initiatives —

Single Directory Assistance Database, involves the consolidation of multiple
databases maintained by the former Beli Atlantic and GTE companies. This
initiative provides cost efficiencies in maintenance and capital upgrades of
databases physically located in different geographical locations;

Marketing Data Warehouse, establishes an integrated data warehouse
enabling marketing groups across lines of Business to deliver personalized
service options that meet customer needs, as well as support FCC
requirements for Do Not Solicit, Privacy and Consent needs of the customer.

a Single Workforce Management Platform provides a
standardized platform for scheduling and reports, including an
automated payroll interface, consolidating multiple tools and
systems.

Telephone Account Management, a proactive account management channel
for ‘High Value’ (revenue)customers designed to enhance customer
satisfaction and retention;

Pell City Customer Feedback Process, a procedure where calls are randomly
selected for customer satisfaction surveys immediately following the
customer contact. These brief surveys are used as part of the
representative’s performance appraisal and intended to improve customer
satisfaction and employee development;

Quality Assurance Operational Reviews are annual reviews conducted in
each Verizon business sales center, evaluating performance levels for
quality, revenue, cost, employee development and recognition. This initiative
standardizes processes and enhances customer satisfaction;

Automated Contract Administration provides a faster, simplified and
standardized approach to contract management. A database is being
deployed across Verizon to track contract provision, compliance and issue
resolution, develop reports and assist during arbitration
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Automated Contract Production provides a system-generated template to
create a simple, standard approach for customizing individual CLEC and
state provisions specific to the contract negotiation

TAC Focus, a Service Assurance program designed to provide funding for
targeted reductions of outside plant (‘OSP’) network trouble. Implementing
this process will improve the reliability of the OSP network, facilitating
reduced customer trouble reports and improving customer satisfaction. This
process will also reduce operating expenses by reducing the number of
dispatches. TAC Focus is on-going in former GTE service areas and will be
extended to all Verizon operating areas beginning in 2001;

Cable College — Quality Review and Accurate Time Reporting is a
provisioning training package designed as a refresher course for all
Construction mangers and Line and Splice technicians. Two pilot courses
have been conducted, with regular classes scheduled to begin in 1Q, 2001 at
the request of the areas;

Standardized Dispatch Priority Matrix is being implemented throughout
Verizon. The Matrix provides a consistent and standard framework to identify
customer priority and job dispatch priority for each customer. This enables
consistent weighting of job priorities for uniform delivery of customer service
to all, and within all, Verizon lines of business;

Public Affairs & Communication (PA&C) Strategic Planning process is an
initiative combining the planning processes of the two former companies.
The process links the PA&C department plans to the various business units
being supported, enabling more proactive communication, improved
allocation of resources, and the ability to communicate more effectively with
customers. The consolidated planning process has been implemented
throughout Verizon;

Business Partners is a structural model assigning PA&C executives
responsibility for the internal and external communications of specific
business units and aligning the PA&C organization to more effectively
communicate messages and coordinate activities across the corporation.
This initiative, intended to improve the delivery of PA&C service and enable
the operating units to enhance customer service, has been implemented;
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0 Operations Support Systems (OSS) - The FCC's approval of the Bell
Atlantic/GTE merger required Verizon to develop a plan to implement
uniform, electronic OSS interfaces and business rules within the Bell Atlantic
Service Areas and separately within the GTE Service Areas;

Verizon's Best Practices review of OSS interfaces and business rules
identified improvements that are being proposed for both the former GTE and
Bell Atlantic service areas, and are summarized in the following table:

Category GTE Service Areas
Pre-Ordering Parsed customer service record (CSR) Completed
10/2000
Loop Qualification — xDSL Completed 12/2000
Ordering - Products Electronic ordering of IDSL February 2002
Maintenance & Repair Premise Access Hours Completed 2/2001
Maintenance & Repair Electronic Bonding EBI Interface to match Bell Atlantic capability
Interface (EBI) available 2/2001
Billing
Billing, cont.
Change Management Process (CMP) Adopt the Bell Atlantic New York Change

Management Process by 7/1/2001

Transport & Security Protocols

* Access provided through Dialup, Dedicated
and Internet

+ Implement Digital Certificates for transport
encryption and client authentication access

e Modify Dialup Authentication access e To be complete by 9/28/2001
procedure

s Expand Dial up Authentication access to
GTE Service Areas

o To be complete by 9/28/2001

System Availability Regional Uniformity and
Other Interfaces
¢ Uniform System Availability Operating
Hours
- Pre Order
- Order
- Maintenance
e Uniform E-911 ALI Database Interfaces
- Potomac Region
- VA WVA Wash.DC
- Maryland
e Uniform LIDB Process
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Regulatory Affairs & Tariffs

P.O. Box 1650
Lexington, KY 40588-1650

Phone 859.245.1389
Fax 859.245.1721
larry.callison @ verizon.com

October 25, 2000

Mr. Thomas M. Dorman
Executive Director RE@E%VE@

Public Service Commission

211 Sower Boulevard C , m@ . 99- 9‘7(0 OCT 2 5 2000

Frankfort, Kentucky 40601
PUBLIC SERVICE

RE: Results from the FCC Carrier-to-Carrier Performance Plan COMMISSION

Dear Mr. Dorman:

This letter is to make available the results from the Carrier-to-Carrier Performance
Assurance Plan as described in the FCC'’s Order approving the Bell Atlantic/GTE merger
(Memorandum Opinion and Order, CC Docket No. 98-184, released June 16, 2000).

These performance results will be made available on a monthly basis by the 25" day of the
month following the completion of a calendar month until the relevant FCC merger condition
sunsets. Data for the GTE Service Areas are being provided via Internet website access.
September data results will be available on the WISE web site on October 25, 2000.

Instructions for obtaining website access to the performance results are contained in
Attachment A. A timeline of relevant events that will occur over the coming months
regarding the Federal Carrier-to-Carrier Performance Assurance Plan is also attached.

Please bring this filing to the attention of the Commission, and if there are any questions,
please contact me at your convenience.

Yours truly,
ﬂq/ L) Neses
Larry D. Callison
Enclosures:
Timeline of relevant dates

Instruction for obtaining website access
~ Data results



mailto:verizon.com

. ‘ ATTACHMENT A

ACCESS TO CLEC PERFORMANCE MEASURES - FCC

Getting access to WISE: WISE (Wholesale Internet Service Engine) ID and Password
request form.

Go to: www.gte.com/wise on the Worldwide WEB in Netscape version 4.5

Select any state on the map and click it

Once on the page titled Verizon Communications CLEC Support Web Site, select CLEC
Performance Measures from the WISE drop box located under OSS Internet Gateways.

Once on the page titled Welcome to CLEC Performance Measures Support, scroll down
to the screen titled Where to Begin. Select FCC Employee. This choice will take you to
CLEC PERFORMANCE MEASURES ID/PASSWORD REQUEST FORM - FCC

Once on that page review the steps for submitting a request, complete the request
template, and click submit.

If you have any problems or questions, please contact Diane Ottinger at 972/718-8784 or
Leola Kemp at 972/718-3133



Timeline for Federal Carfier—to-Carrier Performance Assurance Plan
Applicable to Verizon States and Jurisdictions

Initial Reporting of C2C Results (Prior to Voluntary Payments)

October 25, 2000 Reports (Sept. data) made available to FCC, state PUCs, CLECs

November 25, 2000 GTE reports (Oct. data) made available to FCC, state PUCs and CLECs via web access
November 27, 2000 BA reports (Oct. data) made available to 13 state PUCs via letter filing

December 25, 2000 Both BA and GTE reports (Nov. data) made available to FCC, PUCs, CLECs via web

BA reports will no longer provided by letter

Collocation Performance and Payments — Relevant GTE Service Areas

January 1, 2001 Performance results for two collocation provisioning submeasures (NP-2-01 and
NP-2-05) in relevant GTE Service Areas begin counting toward potential voluntary
Payments to the U.S. Treasury under the Federal Carrier-to-Carrier Performance
Assurance Plan, depending on actual performance

April 25, 2001 File first monthly report from which any voluntary payments would be computed based
on three months of collocation provisioning performance (NP-2-01 and NP-2-05)

May 25, 2001 Make first voluntary payment to U.S. Treasury associated with the two collocation
submeasures for GTE Service Areas (if required by actual collocation provisioning
performance)

Overall C2C Performance and Payments — Relevant BA and GTE Service Areas

April 1, 2001 Performance results for all other performance metrics in plan in relevant BA and GTE

Service Areas begin counting toward potential voluntary payments to the U.S. Treasury

under the Federal Carrier-to-carrier Performance Plans, depending on actual
performance

July 25, 2001 File first monthly report from which any voluntary payments would be computed based
on three months of actual performance results --- BA and GTE Service Areas.

August 24, 2001 First voluntary payments made to U.S. Treasury associated with the all other metrics for
BA and GTE Service Areas (if required by actual performance)
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VERIZON - Former GTE States
FCC Performance Measures
CLEC and Regulatory Monthly Report
State: KENTUCKY
. |
Period: September 2000 |
CLECj| CLEC| CLEC ILEC:| ILEC ILEC ILE
AGG|l AGG| AGG|BENCH| AGG|| AGG| AGG smpL || LEC
DESCRIPTION NUM {IDENOM|RESULT{|-MARKj] NUM |DENOM|RESULT}|7Z-SCORE|{[ERROR DEV ‘
| |
‘ BI-2-01 Timeliness of Carrier Bill ‘
‘ I L4l 4j|_100.00]] 98.00] | | | ] |
MR-2-01 Network Trouble Report Rate
[icN [ L L2 25 | [
[Resale POTS 115 83856 1.30] [10,679[354,379| 193] 422 001 .14
[Spe C 9L a7 g2 |
[UNE Loop Des o 25 00| I~ 24 7340 33 | g |
[ONELoop NonDes || 2|| 552 36| [~ 920[ 144,600] 64| | I |
UNE Loop xDSL
Capeble I 0} 1671 .ooI } 150 2,466 6.08} 1
|UNE Transport Des || Ojf 122} .00}| | 23] 6,083) 38} I | |
MR-3-01 % Missed Repair Commitment
[Resale POTS [ 10] 115]| 8.70] |[ 700 10,679 6.55)| -.92]| 023 25)
|UNE Loop NonDes ~|f o]l i 00| il 63| 920j| 6.85)| i | |
MR-4-01 Mean Time to Repair
[Resale POTS 2,006 115 17.44] 162337 10679 1520 -1.47| 1.525[ 16.26]
[UNE Loop NonDes || 41]| 2 20.63 [T0,182 920 11.07 -1.05[ 9.105 12.86]
MR-4-08 % Out of Service > 24 Hours
[Resale POTS 8 115 6.9 [ %51 10679 422 -L.19| | ;
[UNE Loop NonDes || Ul 2] 00} I 22} 920]| 2.39] I I |
MR-5-01 % Repeat Reports within 30 Days
[Resale POTS [ 12 113 1043 [ 1.223][ 10,679 11.43) 34 030 37
[UNE Loop NonDes || 0] 2| 00| [ 103 920 11.20]] I I |
OR-1-02 % On Time LSC-Flow Through

[ of6 10/25/00 10:58 AM
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Individual metrics may not match other state reports as definitions may vary.
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VERIZON - Former GTE States

FCC Performance Measures

CLEC and Regulatory Monthly Report

State: KENTUCKY
Period: September 2000
CLEC|| CLEC|| CLEC ILEC|| ILEC|| ILEC
AGG| AGG|| AGG|BENCH| AGG|| AGG| AGG SMPL ILSET%
DESCRIPTION NUM ||DENOM|RESULT||-MARK]|| NUM |DENOMIRESULT}|z.SCORE![ERROR DEV
, , .
[Resale POTS [ T8T[ 18T 100.00)] 95.00] I I 1 | | g
[Spe 79 81]| 97.53)| 95.00] I I I I I |

OR-1-04 % On Time LSC < 10 Lines (No Flow Through)

Resale POTS w/ <10

Lines 692 703 98.44|| 95.00
UNE Loop Des w/ <10

Lines 16 16i| 100.00if 95.00
UNE Loop xDSL

Capable w/ < 10 Lines 33 33| 100.00)  95.00

OR-1-05 % On Time LSC < 10 Lines (Specials-No Flow Through)

[Spc w/ <10 Lines

[ 173 174]

99.43]|

95.00]|

|

OR-1-06 % On Time LSC >= 10 Lines (No Flow Through)

Resale POTS w/ 10+

Lines 13 13i| 100.00if 95.00 ‘

OR-1-12 % On Time FOC

ICN [ 5||__100.00]| 95.00]| i i I I I

OR-2-02 % On Time LSR Reject-Flow Through

[Resale POTS (246271 9077 95.00] I I I I I |
[Spe L 42)  90.48)] 95.00 I I I I I |
{UNE Loop Des 3l S| 60.00]  95.00] I I I I I |
UNE Loop xDSL ]

Copable 4 4 10000 95.00} g I ] 1

OR-2-04 % On Time LSR Reject < 10 Lines (No Flow Through)

Resale POTS w/ < 10
Lines

151 156

96.79

95.00

10/25/00 10:58 AM
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UNE Loop Des w/ <10

e 11 12| 9167 95.00 t g
UNE Loop xDSL

Capable w/ < 10 Lines 6 8 75.001  95.00 } I

OR-2-05 % On Time LSR Reject < 10 Lines (Specials-No Flow Through)

Individual metrics may not match other state reports as definitions may vary.

VERIZON - Former GTE States
FCC Performance Measures

CLEC and Regulatory Monthly Report

State: KENTUCKY
Period: September 2000
CLEC| CLEC| CLEC ILEC| ILEC| ILEC
AGG|| AGG| AGG|BENCH| AGG| AGG| AGG smpL || LEC
DESCRIPTION NUM |DENOM RESULT|-MARK|| NUM |DENOM|IRESULT||7.SCORE/|[ERROR|| ~ S1T
| .
[Spcw/<T0Lines ][ 64| 66 9697 95.00 I I I I I ;

OR-2-06 % On Time LSR Reject >= 10 Lines (No Flow Through)

Resale POTS w/ 10+
Lines 20 20i 100.00if 95.00

OR-5-01 % Flow Through-Total
[Resale |261)] 1279 2041] I | | I | ’ }
[UNE Lo 49  00] I I | I | I l

OR-5-03 % Flow Through-Achieved
[Resale 262 >14] 3097) | | | | ] | l

PO-1-02 Avg Response Time-Service Appointment Scheduling
I L4783 72 657 | | ] | | |

PO-1-03 Avg Response Time-Address Verification
I jLe,363]l 934|681 | | | | | )

PO-1-05 Avg Response Time-Request for Telephone Number

l 4 168f 00 | | | ] I |

PO-1-06 Avg Response Time-Facility Availability
l IL_149] 1)[__140.00] | | I | | |

30f6 10/25/00 10:58 AM



file:///CI/PROGRAM

FOCUS Report file:///C|//PROGRAM WS/BMAIL/INBOX/OWNER/temp/KYO9.htm

PO-1-07 % CSR Queries On Time-Manual

| 22| 22| 100.00][ 95.00]] I | I N il ]

PO-1-08 % CSR Queries On Time-WISE

Individual metrics may not match other state reports as definitions may vary.

VERIZON - Former GTE States
FCC Performance Measures

CLEC and Regulatory Monthly Report

State: KENTUCKY
Period: September 2000
|
CLEC CLEC! CLEC ILEC!| ILEC|| ILEC ILE
AGG|| AGG| AGG|BENCH| AGG| AGG| AGG SMPL ST%
DESCRIPTION NUM DENOM; RESULT}|-MARK|{] NUM ||[DENOM{|RESULT Z-SCORE* ERROR DEV
l [ 327) 328 99.70] 95.00] I I I I I |

PO-2-02 OSS Interface Availability - Scheduled Hours

[WISECSR Requests |[ SIO|| 510} 99.97| 99.50|| I | I I i ]
[WISE Ordering [ 510] ST0I99.97I1 99.50] I I I I I ]
[WISE Pre-Ordering || 509]] S10][ 99.74]  99.50)) i i Il | | ]
|WISE Repair [ 623 624)  99.82)| 99.50] i Il i i I }
PR-3-08 % Completed in 5 Days - No Dispatch
[Resale POTS NonDisp || 456|571 79.36]| 32279 33425 9657 21.76] 008 .18
PR-3-09 % Completed in 5 Days - Dispatch
[Resale POTS Disp [ 177 3 41T | 2911 5,968]  48.78|| 401 .027)| 50|
UNE Loop NonDes } 21 4 so.oo; z 522l 925 56.43 .22 |

isp |
PR-4-01 % Missed Due Dates - Designed Services
ICN L9l ol 00| 4 69 530) I | |
[Spe L9l N 0] [ 30 23| 1271 | I |
[UNE Loop Des I 2|l 6 3333 I 1 6 16.67| 00| 1} |
PR-4-02 Average Delay Days - Total I
[Resale POTS [ 60 a5 133 3486 1022 341 261 .97 3523
[UNE Loop Des 24 2| 10.50)] I 7| 1| 7.00]| Il I |

40f6 10/25/00 10:58 AM
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UNE Loop xDSL
Capabie H 4“ 3” 1.33“ ” 71” 15“ 4.73” 1.15” 2.952“ 4.67
PR-4-04 % Missed Due Dates - Dispatch
[Resale POTS Disp || 44| 371 11.86]| [~ 888 5968 1488 150 019 3¢
ggg Loop NonDes 0 4 00 g2 925 8.6
&Eblfg‘gi;;DSL 3 21| 1429 4 28 1429
Individual metrics may not match other state reports as definitions may vary.
VERIZON - Former GTE States
FCC Performance Measures
CLEC and Regulatory Monthly Report
State: KENTUCKY
Period: September 2000
CLEC|| CLEC CLEC ILEC} ILEC ILEC ILEC
AGG| AGG AGG ||BENCH|| AGG| AGG AGG SMPL STD
DESCRIPTION NUM ||DENOM|[RESULT}{-MARK|| NUM |[DENOM{RESULT}|Z-SCORE ERRORl DEV
PR-4-05 % Missed Due Dates - No Dispatch
[Resale POTS NonDisp || 1 STH| 18| [ T34]] 33,425| 401 I i
PR-5-03 % Orders Held for Facilities > 60 Days
ICN Lo 6 00| I of e 00 I I l
[Resale POTS Il 0] 942 .00]] I 0][ 39,393 00| I I |
|Spe L9 99 | o 23] 00| ) | |
ONEDoopDes I O 6 oo L O & oo | ]
[ONE Loop NonDes || 0ff 4] 00] I 0if 925 .00]( 1 1 ]
UNE Loop xDSL
Comiie o{ 21} .00) ; ot 368} .oo} 1 g
PR-6-01 % Installation Troubles reported within 30 Days
ICN 9l 31 00| [ of  e0f 00 | | |
[UNE Loop Des O 4l 00 9 2 00 ] I |
PR-6-02 % Installation Troubles reported within 7 Days
[Resale POTS “ 30” 942“ 3.18” ” 1,344” 39,393” 3.41” .3811] .006” m
[UNE Loop NonDes || 0| A 00| o[ %5 00| I | ]
UNE Loop xDSL
Capable 0 21 .00 31 368 8.42
50f6 10/25/00 10:58 AM
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LARRY D. CALLISON 2
STATE MANAGER ver 'Zzo-n
Regulatory Affairs & Tariffs
Verizon Communications
P.0. Box 1650
Lexington, KY. 40588-1650
September 6, 2000 (859)245-1389

(859)245-1721 (Fax)

Mr. Thomas M. Dorman RECE“V ED

Executive Director

Public Service Commission sep 6 2000
211 Sower Boulevard

Frankfort, Kentucky 40602-0615 PUBLIC SERVICE

COMMISSION

Re: In the Matter of: Joint Application of Bell Atlantic Corporation and GTE Corporation
for Order Authorizing Transfer of Utility Control — Case No. 99-296

Dear Mr. Dorman:

The Kentucky Public Service Commission (“Commission”), in its order dated September 7,
1999 (“Order”) in which it approved the Joint Application in the above-referenced matter,
imposed certain terms and conditions upon the Joint Applicants, Bell Atlantic Corporation
and GTE South Incorporated (“GTE”), collectlvely now doing business as Verizon
Communications (“Verizon™).

Enclosed for filing with the Commission are an original and ten copies of Verizon’s second
six-month report on Best Practices, responsive to ordering provision #3 of the Commission’s
Order. The initial “Best Practices” report was filed on March 7, 2000.

Please bring this filing to the attention of the Commission. Should you have any questions,
please do not hesitate to contact me.

Yours truly,
a@wa D. Calox.
Larry D. Callison

Enclosure




" \/ . VERIZON ‘

veryon Best Practice Report
September 7, 2000

\ In the Order Approving the Joint Application of Bell Atlantic Corporation
and GTE Corporation, for Order Authorizing Transfer of Utility Control, Case No.
99-296 (September 7, 1999), the Kentucky Public Service Commission required
Verizon Communications (formerly Bell Atlantic Corporation) and Verizon South
Inc., (formerly GTE South Incorporated) to file a report every six months
regarding "Best Practices" the companies have decided to adopt from one
another. (Order, p.9). The initial report was filed March 7, 2000.
A longer than anticipated regulatory approval process delayed consummation of
the merger, further delaying the naming of an executive management team and
the identification of Best Practice initiatives among the merged companies.
The merger of the parent companies was completed June 30, 2000. The
Verizon senior executive management team has now been named, and a Senior
Vice President - Performance Assurance, now has accountability for the Verizon
wireline ILEC best practices reporting process. However, as was the case in the
initial report, no Best Practices have been approved as of this time. Once more

| extensive personnel and organizational decisions have been made, it will be
possible to fully implement the Best Practice process to complete the side-by-
side comparison of the companies' operations and for the companies to make
decisions as to what constitutes a "Best Practice" that should be implemented in

Kentucky. We look forward to providing that information to the Commission in

the future.




Larry D. Callison

GTE Service
State Manager . . Corporation
Regulatory Affairs & Tariffs
P.O. Box 1650
Lexington, KY. 40588-1650
859 245-1389
Fax: 859 245-1721
July 28, 2000 T L e Ty
L w.o. N [ V,x..' ‘\l/, e * 4
JUL 2 8 2000
Mr. Martin J. Huelsmann B YR ONGE
Executive Director CCuiiUCITN

Public Service Commission
211 Sower Blvd.
Frankfort, KY. 40602

Re: Inthe Matter of: Joint Application of Bell Atlantic Corporation and GTE
Communications Corporation for Order Authorizing Transfer of Utility Control
{Case No. 99-296/

In the above referenced case, the Kentucky Public Service Commission
(“Commission”) approved the merger of GTE Corporation (“GTE”") and Bell Atlantic
Corporation, and the transfer of control of GTE’s utility subsidiaries to Bell Atlantic.
On June 16, 2000, the Federal Communications Commission approved the GTE-
Bell Atlantic merger. Pursuant to these decisions, GTE Communications
Corporation (GTECC) hereby transmits this filing to notify the Commission of (1)
GTECC's name change to Verizon Select Services, Inc, and (2) the transfer of all of
GTECC'’s operating authority under certificate number 0337159.09. Documentation
from the Secretary of State evidencing the change in corporate name is attached.

GTECC respectfully requests that this filing be approved with an effective date of
August 1, 2000. GTE further requests that this approval take place automatically
on the requested effective date, unless suspended by the Commission upon
complaint or by its own motion.

This schedule is requested to achieve consistent timing for implementation of the
name change across all of the states in which the merged entity operates, and to aid
administrative efficiency in accomplishing the internal rebranding efforts required to
accomplish the name change.

This letter includes the following revised tariff sheet, which is submitted for approval:




Mr. Martin J. Huelsmann
July 28, 2000
Page 2

Verizon Select Services, Inc.
P.S.C. Tariff No. 2
Local Telecommunications Service Tariff
- 2" Revised Page 1

This filing will not increase any rate or charge, cause the withdrawal of service, or
conflict with other schedules or rules. The sole purpose of this filing is to change the
corporate name as indicated above.

It is requested that a stamped copy be mailed to the undersigned utility on the same
date it is delivered to the Commission,

Please bring this filing to the attention of the Commission. Should you have any
questions pertaining to this advice letter, please contact me at your earliest
convenience.
Very truly yours,

/0 hy 1) MSie L5

f 0~ Larry D. Callison

Attachments
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COMMONWEALTH OF KENTUCKY
JOHN Y, BROWN (il 0337159.09

SECRETARY OF STATE John Y. Brown Il

Secretary of Siate
Received and Filed
07/20/2000 02:14 PM
Fae Receipt: $40.00
Feraing - P172

APPLICATION FOR AMENDED CERTIFICATE OF AUTHORITY

Pursuant 10 the provisions of KRS Chaptars 2718. 273 or 274, the undersigned hereby applies for an amended
certificate of authority on behalf of the corporation named below and for that purpose gubmits the following
statements.

1. The corporation is (XD 2 businass corporation (KRS 271B).
D a nonprofit corporation (KRS 273).
O aprofessional service corporation (KRS 274).

2. GTE Comumunications Corporation

e T eveva SN rine S155A0 o7 ver 7 Komeey)
i @ corporetion organized and existing under the laws of the state or country of Delawese

and recelved authority to transact business in Kentucky on Qcieber 14, 1994

3. The corporation's name in the state or country of incorporation has been changed to
Verizon Select Services Ing.

The name of the corporation to be used in Kentucky is
Verizon Select Services Inc.

(11”8 nemw” & ynavelubie for ves]

4. The corparation’s period of duration has been changed to No change
5. The corporation's stale or county of incorporation has been changed to _No change
8. A certificate of existence duly authenlicated by the Secretary of State accompanies this application.
7. This application will be effective upon filing, uniess a delayed effective date and/or time is specified:
~“Deuysa sUecive §3is Braior tvm) j
n—
R
Patricia Heise de Barros, Assistant Secretagy
po Or PA0I Name B Thle

Date: y 2 19 2000

§6C-102 (3R0) (Soo Btached nega for abucions)

KVeD) - € T Syusm Ouiine




VERIZON SELECT SERVIC'. .ntucky P.S.C. Tariff No. 2
2nd Revised Page 1

Cancels 1st Revised Page 1

VERIZON SELECT SERVICES INC. (M
of
6665 NORTH MACARTHUR BOULEVARD, 2ND FLOOR
IRVING, TX 75039

LOCAL TELECOMMUNICATIONS SERVICE TARIFF
for

THE COMMONWEALTH OF KENTUCKY

Issued: Effective: August 1, 2000

by: Donald R. Fowler, Director - Tariffs
Verizon Select Services Inc.
6665 North MacArthur Boulevard, 2nd Floor
Irving, TX 75039




Larry D. Callison GTE Service
State Manager Corporation

Regulatory Affairs & Tariffs
150 Rojay Drive

KY10HQ72
Lexington, KY 40503
606 245-1389

Fax: 606 245-1721

July 11, 2000

Mr. Martin J. Huelsmann

Executive Director JUL11
Kentucky Public Service Commission 2000
211 Sower Boulevard boe s o0 L8
P.0O.Box 615 CCruuii s3iI0N

Frankfort, Kentucky 40602

Subject: GTE/BELL ATLANTIC MERGER CLOSURE NOTIFICATION - Case No.
99-296

Dear Mr. Huelsmann:

This letter is to advise that on June 30, 2000, GTE Corporation and Bell Atlantic Corporation
consummated their parent company merger by filing the requisite Certificate of Merger with the
Secretary of State of the State of New York as required by Article I, Section 1.2 of the Agreement
and Plan of Merger. The new name for the combined company will be Verizon
Communications. This notice is hereby being provided to the Kentucky Public Service

Commission pursuant to the Commission’s Order dated October 6, 1999 in Case Number 99-296
(ordering paragraph 3).

Please bring this filing to the attention of the Commission. Should you have any
questions, please do not hesitate to contact me.

Very truly yours,

{WD. Clllon

Larry D. Callison

A part of GTE Corporation




Larry D. Callison GTE Service
State Manager Corporation

Regulatory Affairs & Tariffs
KY10H072

150 Rojay Drive
Lexington, KY 40503
606 245-1389

Fax: 606 245-1721

March 29, 2000 RE@EHVE

MAR 2 9 2000

Mr. Martin J. Huelsmann PUBLIC SERVICE
Executive Director : COMMISSION
Public Service Commission

211 Sower Boulevard

Post Office Box 615

Frankfort, Kentucky 40602

Re: Joint Application of Bell Atlantic Corporation and GTE
Corporation for Order Authorizing Transfer of Utility
Control - Case No. 99-296

Dear Mr. Huelsmann:

The Kentucky Public Service Commission (“Commission”), in its order
dated September 7, 1999 in which it approved the Joint Application
in the above-referenced matter, imposed certain terms and conditions
upon the Joint Applicants, Bell Atlantic Corporation and GTE South
Incorporated (“GTE”).

Ordering provision #2 required that “GTE shall continue to file on a
monthly basis service quality performance reports using the two
prior years as a benchmark for performance standards. These reports
will be carefully examined to ensure that current standards are
maintained or exceeded.”

In my December 6, 1999 letter to Ms. Helen C. Helton in this
proceeding, GTE provided a proposed methodology for calculating
GTE’s “new” service standard, by which GTE would be monitored going
forward. Subsequently, I have had discussions with your staff to
resolve differences in our calculations, and to determine how
service results will be monitored in the future in light of the
Commission’s order.

We propose that GTE's service results be monitored at a statewide
level, using the average of 1997 and 1998 total state results as
shown on the attachment. If the Company failed to meet the new
objective two months in a row at a district level, a report of
corrective action would be provided, as now required under the
Administrative Regulations.

A part of GTE Corporation




Mr. Martin J. Huelsmann
March 23, 2000
Page Two

GTE currently reports three objectives at a Dispatch Assignment
Center (DAC)level in its normal reporting process: Percent Out of
Service Troubles Cleared in 24 Hours, Percent Regular Service
Installations in 5 Days, and Network Trouble Reports/100 Lines. GTE
proposes that the DAC level reporting continue as it is today; that
is, any time the existing Commission standard is missed at a DAC
level two consecutive months, a report of corrective action is
required.

As established in the PSC Management Audit of GTE, GTE will continue
to file a report of corrective action when a Commission service
standard is missed at the exchange level for four consecutive
months.

As can be seen from the attachment, GTE’s results from 1997 and 1998
are exemplary, and results from 1999 and thus far in 2000 show a
continuation of that trend. GTE will thus be monitored at a much
higher standard in those categories than those established under the
Administrative Regulations. GTE proposes that a sunset provision be
established by the Commission, such that GTE would revert to the
standards contained in the Regulations after an appropriate period
of time after merger closure. GTE is willing to discuss this issue
at the convenience of your staff.

Please bring this filing to the attention of the Commission, and
should you have any questions, please to not hesitate to contact me
at your convenience.

Yours truly,

g D Clio

Larry D. Callison

Enclosure

c: Mr. Wayne Bates - PSC
Mr. Aaron Greenwell - PSC



PERCENT OUT OF SERVICE TROUBLES CLEARED IN 24 HRS

COMMISION OBJECTIVE:

KY CENTRAL DISTRICT:

KY EASTERN DISTRICT:

KY WESTERN DISTRICT:

KY TOTAL STATE:

85.0

PSC DAC 3100
PSC DAC 3103
PSC DAC 3104
PSC DAC 3105

PSC DAC 3200
PSC DAC 3300
PSC DAC 3400
PSC DAC 3500

PSC DAC 3600
PSC DAC 3700
PSC DAC 3800
PSC DAC 3900
PSC DAC 3901

1997YE  1998YE AVG
90.9 90.6 90.7
90.8 89.6 90.2
87.7 81.4 84.6
90.6 86.7 88.7
90.5 89.2 89.9
88.7 88.1 88.4
93.5 85.1 89.3
89.1 92.8 90.9
96.1 92.7 94.4
90.8 88.4 89.6
93.3 95.0 94.1
94.8 * 795 87.1
97.8 92.3 95.0
94.0 97.0 95.5
94.4 97.5 96.0
94.7 91.4 93.1
91.7 89.5 90.6



PERCENT REGULAR SERVICE INSTALLATIONS IN § DAYS

COMMISION OBJECTIVE:

KY CENTRAL DISTRICT:

KY EASTERN DISTRICT:

KY WESTERN DISTRICT:

KY TOTAL STATE:

90.0

PSC DAC 3100
PSC DAC 3103
PSC DAC 3104
PSC DAC 3105

PSC DAC 3200
PSC DAC 3300
PSC DAC 3400
PSC DAC 3500

PSC DAC 3600
PSC DAC 3700
PSC DAC 3800
PSC DAC 3300
PSC DAC 3901

1997YE 1998YE AVG
95.5 93.5 94.5
95.7 94.3 95.0
92.9 92.5 92.7
95.4 96.6 96.0
94.8 93.7 94.2
96.5 95.4 95.9
95.9 95.3 95.6
95.9 94.8 95.4
96.5 96.5 96.5
96.2 95.3 95.8
97.3 96.6 96.9
96.9 96.4 96.6
97.7 95.0 96.4
97.1 96.7 96.9
95.9 98.1 97.0
97.4 97.3 97.3
96.0 95.2 95.6




NETWORK TROUBLE REPORTS/100 LINES

COMMISION OBJECTIVE:

KY CENTRAL DISTRICT:

KY EASTERN DISTRICT:

KY WESTERN DISTRICT:

KY TOTAL STATE:

8.0

PSC DAC 3100
PSC DAC 3103
PSC DAC 3104
PSC DAC 3105

PSC DAC 3200
PSC DAC 3300
PSC DAC 3400
PSC DAC 3500

PSC DAC 3600
PSC DAC 3700
PSC DAC 3800
PSC DAC 3900
PSC DAC 3901

1997YE 1998YE AVG
1.4 16 15
1.8 2.0 19
27 32 2.9
2.1 2.0 2.0
1.6 1.8 1.7
24 2.8 26
20 26 23
22 2.4 23
26 32 2.9
23 27 25
17 1.7 1.7
2.1 2.8 24
1.5 2.1 1.8
1.9 23 2.1
22 15 1.8
1.8 2.0 1.9
18 2.1 2.0




Larry D. Callison GTE Service
State Manager Corporation
Regulatory Affairs & Tariffs

KY10H072

150 Rojay Drive

Lexington, KY 40503

606 245-1389
Fax: 606 245-1721

March 7, 2000 RECE“VED

, 7 2000
Mr. Martin J. Huelsmann MAR 012
Executive Director PUBLIC SERVICE
Public Service Commission COMMISSION

211 Sower Boulevard
Post Office Box 615
Frankfort, Kentucky 40602

Re: Joint Application of Bell Atlantic Corporation and GTE
Corporation for Order Authorizing Transfer of Utility
Control - Case No. 99-296

Dear Mr. Huelsmann:

The Kentucky Public Service Commission (“Commission”), in its order
dated September 7, 1999 (“Order”) in which it approved the Joint
Application in the above-referenced matter, imposed certain terms
and conditions upon the Joint Applicants, Bell Atlantic Corporation
and GTE South Incorporated (“GTE”).

Enclosed for filing with the Commission are an original and ten
copies of three reports responsive to ordering provisions #3, #4 and
#8 of the Commission’s Order. These ordering provisions required
reports within six months on “Best Practices”, changes in employee
levels, and “advanced services” plans, respectively.

You will note that GTE’s report on its advanced services deployment
in Kentucky provides a schedule of advanced services available by
office in 2000. The services delineated on the report include
Asynchronous Transfer Mode (ATM), Frame Relay and Asynchronous
Digital Loop Subscriber (ADSL). GTE, as noted on page 4 of the
report, also expects to tariff a new advanced data solution in its
ATM locations in 2000, Transport Lan Connect (TLC). 1In addition, Tl
service is available in all GTE central offices, which provides the
necessary bandwidth for many high-speed data applications.

The notes contained on page 4 of the report describe the criteria

considered by GTE in planning further deployment of such advanced
services.

A part of GTE Corporation




Mr. Martin J. Huelsmann
March 7, 2000
Page Two

Please bring this filing to the attention of the Commission, and

should you have any questions, please to not hesitate to contact me
at your convenience.

Yours truly,

P bl

Larry D. Callison

Enclosures
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Bell Atlantic/GTE Merger RECEBV ED

Best Practice Report
March 2000 . MAR 07 2000
SERVICE
Plg(l)'gfwssm

In the Order approving the Joint Application of Bell Atlantic Corporation
and GTE Corporation for Order Authprizing Transfer of Utility Control, Case No.
99-296 (September 7, 1999), the Kentucky Public Service Commission required
Bell Atlantic and GTE South Incorporated to file a report every six months
regarding “Best Practices” (Order, p. 9). The merger of the parent companies
will take place as soon as remaining regulatory approvals are obtained,' and it is
impossible to precisely predict the date for merger consummation. We currently
anticipate that the merger may close by the end of the first quarter or early
second quarter 2000.

As explained below, no Best Practices have been adopted as of this time.
The companies recognize their on-going obligation to provide the Commission
with a semi-annual best practices report that will identify the best practices they
have adopted and “includes actual and updated costs and saving achieved”. We
look forward to providing that information to the Commission in the future, once
the merger closes and such decisions are made.

The term "Best Practice” has been used throughout the merger approval
process to generally refer to the ability of the two companies, as a result of their

merger, to identify and implement the better policy or procedure for conducting

! Required regulatory approvals have now been obtained from all state commissions, and the FCC will be
in a position to rule following the receipt of final comments due March 16, 2000.




Bell Atlantic/GTE Merger
Best Practice Report
March 2000

business and serving customers. This process entails a detailed analysis of how
each company currently conducts its operations, the results and costs
associated with such operations, and the feasibility and advisability of changing
one company's method of operations to that used by the other.

The companies, however, are still in the process of selecting the senior
management team for the combined company, and those senior managers who
have been selected are at the early stages of making critical staffing decisions
for their organizations. Moreover, until the merger'actually closes, the
companies are limited in their ability to completely share the conﬂde_ntial and
proprietary information that would be required to perform a thorough analysis of
the benefits to be expected from potential changes. Once more extensive.
personnel and organizational decisions have been made and the merger closes,
it will be possible to complete the detailed, side-by-side comparison of the
companies' operations and for the companies to make decisions as to what
constitutes a "Best Practice" that should be implemented in Kentucky. Our future

“Best Practices” reports required by the Commission’s Order will report on those

decisions.




Bell Atlantic/GTE Merger
Kentucky Headcount Report
March 2000

Pursuant to the September 7, 1999 order of the Kentucky Public Service
Commission (“Commission”) in Case No. 99-296, GTE South Incorporated is required to
“report on a six-month basis the changes in the number of hourly employees, as well as

management-level personnel, in Kentucky (ordering provision #6, p. 9). GTE’s initial

report to the Commission is as follows:

Period Mgmt  Houly  Total
September 1999 182 1,426 1,608
February 2000 180 1413 1,593
Change -2 -13 -15

! GTE’s September headcount data was split between management and hourly employees based upon the

current split between hourly and management employees, as the September data split was not readily
available.
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GTE/BA BIG 3 FACTOR

KY BIG 3 FACTOR
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4 Bell Atlantic
5

7 Combined

8 % GTE

GTE and Bell Atlantic
Operating Expense & Tax Factor

Operating Exp & Tax
less Depreciation exp

(tine 1 - line 2)
Operating Exp & Tax
less Depreciation exp
(tline 4 - line 5)
(line 3 + line 6)

(line 3Aine 7)

17,648.0
3,886.0

13,763.0

24,8524
5,864.0

18,988.4

32,7514

42.0%

wp 4-2.1
wp 4-2.1

wp &1
wp 41

To Schedule B.1 col (g) line 8
and line 13
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-

Y

- (2,922.9)

Cumulative effect of change in
accounting principle

Directory publishing, net of tax - 273.1 -
Net income (loss) $2,4549 $3,4020 $(96.8)
Basic Earnings Per Common
Share:
Income before extraordinary items
and cumulative effect of change in
accounting principle $3.16 $4.05 $3.70
Extraordinary items - - $(3.83)
Cumulative effect of change in
accounting principle - 0.35 -
Net income (l0ss) $316  $440 $(0.13)
Weighted-average shares outstanding
(in millions) 775.9 773.3 764.3
Ditluted Earnings Per Common
Share:
Income before extraordinary items
and cumulative effect of change in .
accounting principle $3.13 $4.01 $3.68
Extraordinary items - - $(3.81)
Cumulative effect of change in
accounting principle - 0.35 -
Net incore (loss) $3.13 $436 $(0.13)
Weighted-average shares - diluted
(in millions) 7855 780.1 768.2
| Abov: Seli Atiantic | 1997 Hightights | Letter to Shareowners |
Tei’ Alantic al 3 Glance | Selected Finangal Daia
| Marace ~ant's Discussion and Analysis | | He_'m‘—%noanagementl
| Zepers ¢t “=edendent accountants | Consolidat inancial Statements |

|

ir3cicrs and Executive Offi

cers | Investor Informaton

Zoovnght @ 1998 Bell Attantic Corporation

9/28/98 7:24 ¢
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Selected Financial Data

GTE Corporation and Subsidiaries

] Frve-Yoar Arvnat
(Mittiors of Doars. Except Per-Share Amounts) 1997 1996 1995 1994 1993 Growan Rew*
Resuits of Operations
Revenuss and sales
Locat services $ 6,607 $ 6.060 $ 5.743 $ 5.137 $ 5,062 6.5%
Network sccess services 4,923 4,618 4,363 4,348 4,398 1.8
Toll services 2,429 2.500 2.548 3,285 .31 (7.6)
Cellutar services 2,817 2.562 219 1,666 1178 26.2
Directory services 1,507 1.527 1,383 1,372 1,438 1.6
Orther services and ssles 4,977 4,072 3,729 3,720 3,935 18
Totat revenues and sales 23,260 21,339 19,957 19,528 19,332 35
Cont of services and ssies 9,203 8.0M 1,537 1.677 7,848 1.8
Selling. general and sdministrative U"q 4,560 4,010 3.689 3.667 3.817 24
Depreciation and amortization \67") 3,888 3770 3,675 3432 3419 15
Restructuring costs - - - - 1,840% -
Operatireg income 12163 +fo Toor, 5611 5,488 5,056 4,752 2,408% 12.7
Net income (loss) ) .
Income befors extrscrdinary cherges 02,794% 2,798 2,538 2,44 972 174
Consolidatea® 2,794 2,798 (2.144)W 2.40 8ga» -
Eamings (loss) per common share
Income before extraordinary charges™ 2.92" 2.89 2.62 2.55 1.03 . 158
Consolidatec™ 2.92 2.89 (2.2« 2.55 .93 -
Ditueed samings (1oss) per common share
Income before exwraordinary charged” 2.90 2.88 2.61 2.54 1.03 15.8
Consotidated® 2.90 2.88 (2.20) 2.54 .93 -
Common dividends deciared per share 1.88 1.88 1.88 1.88 1.85 11
Book veius per share 8.39 1.62 7.05% 10.85 9.96 (6.6)
Aversge common sheres
autstanding (in mittions) 958 969 970 958 945 1.1
Assets and Capital
Consolidated assets 42,142 38.422 37.019% 42,500 41,575 (1.1)
Long-tarm detit and redeemabie
preferred stock 14,494 13,210 12,744 12,236 13,103 4
Sharenciders’ equity 8.038 1.336 6.871% 10,483 9.593 (6.5)
Net cash from operstions 6,244 5,899 5,033 4,740 5,373 4.7
Capital axpenditures 5,128 4,088 4,034 4,192 3,893 43
Consolidated Ratios and Other Infarmation
Reusn on common equity® 37.6% 40.2% (20.3)% 24.8% 8.8% -
Returm on Investment? 14.5% 15.6% (4.2)% 13.1% 6.9% -
Average common equity 7,433 6.960 10.539 9,838 10.030 (5.3)
Equity ratio 36.5% 38.1% 37.9%" 46.2% 42.6% -
Average investment 26,857 24,395 27.150 25,647 27.322 (1.4)
Raessarch and development 122 122 137 139 135 (4.6)
Empioyees (in thousanas)
Toeat 114 102 106 m 117 (3.0)
Unitea States 94 83 85 89 94 (2.6)
international Operations (included above)™
Revenues and sales $ 2,902 $ 2.7 $ 24N $ 2,483 $ 2,420 40
Income before extracrdinery charges 366 339 206 265 k¥3) 5.2
Totai assets 6,877 6.516 5.808 5.727 5,449 54

Notes 10 Selected Financial Data appear on page 19




Kentucky Operating Expense & Tax Factor (OET)

Source data: General Accounting Group

The factor being used in this filing is based on the OET factor that is currently used within
the GTE financial system to allocate costs that use this factor as an allocation basis.

The development of the factor was based on 1996 data.




Operating Expense and Tax Factors

- STUDY NAME
( TE NORTH - ILLINOIS
TE NORTH - GTE ILLINOIS
GTE NORTH - INDIANA
GTE NORTH - GTE INDIANA
GTE NORTH - MICHIGAN
GTE NORTH - OHIO
GTE NORTH - PENNSYLVANIA
GTE NORTH - GTE PENN - PENNSYLVANIA
GTE NORTH - GTE PENN - QUAKER STATE
GTE NORTH - WISCONSIN
CITIZENS - GTE NEW YORK - RED HOOK
CITIZENS - GTE NEW YORK - UCI
CITIZENS - GTE NEW YORK - WEST DEL
GTE SYS OF THE SOUTH - ALABAMA
GTE SOUTH - ALABAMA
GTE KENTUCKY
GTE SOUTH - KENTUCKY
GTE NORTH CAROLINA
GTE SOUTH - NORTH CAROLINA
GTE SOUTH CAROLINA
GTE SOUTH - SOUTH CAROLINA
CITIZENS - GTE SO - TENNESSEE
GTE VIRGINIA
GTE SOUTH - VIRGINIA
CITIZENS - GTE WEST VIRGINIA
CITIZENS - GTE SO - WEST VIRGINIA
{ GTE FLORIDA
CONTEL OF CALIFORNIA - CALIFORNIA
CONTEL OF CALIFORNIA - NEVADA
CONTEL OF CALIFORNIA - ARIZONA
GTE CALIFORNIA
GTE HAWAII
GTE NORTHWEST - IDAHO
CITIZENS - GTE NW - GTE WEST - IDAHO
CITIZENS - GTE NORTHWEST - MONTANA
GTE NORTHWEST - OREGON
GTE NORTHWEST - GTE SYS NW - OREGON
GTE NORTHWEST - GTE SYS NW - WASH
GTE NORTHWEST - WASHINGTON
GTE NORTHWEST - CA (WEST COAST TEL)
CITIZENS - GTE WEST - UTAH
GTE ALASKA
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Operating Expense and Tax Factors

STUDY NAME
TE ARKANSAS
TE ARKANSAS - GTE SYS OF ARKANSAS
GTE SOUTHWEST - ARKANSAS
CITIZENS - GTE WEST - ARIZONA

* GTE WEST - NEW MEXICO

GTE SOUTHWEST - NEW MEXICO

GTE SOUTHWEST - OKLAHOMA

GTE TEXAS '

GTE SOUTHWEST - TEXAS

GTE MIDWEST - GTE MISSOURI

GTE MIDWEST - GTE EASTERN MISSOURI
GTE MIDWEST - GTE SYS OF MISSOURI
GTE MIDWEST - MISSOURI

GTE MIDWEST - GTE IOWA

GTE MIDWEST - GTE SYS OF IOWA
GTE MIDWEST - IOWA

GTE MIDWEST - NEBRASKA

GTE MINNESOTA (FORMER GTE MW-MN)
GTE MINNESOTA

GTE GENERAL OFFICE

GTE SOUTH - ILLINOIS

GTE SYSTEM OF INDIANA

GTE SYSTEM OF MICHIGAN
MICRONESIA

GTEDS - CITIZENS

SUPPLY - CZ

{ @ GTEDS
‘SUPPLY - PCS (ACCTG INV.)

GTECC
GTEL
SUPPLY

Total

&

P
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Total of 621x
Total of 622x

Total of 623x

Total of 63xx

Total of 64xx

Total of 653x

Total of 661x

Total of 662x

Total Big 3 expenses

26 3 Fack

1997 Data
Total Company

. Total Bell
Account GTE Atantic = NYNEX

6211 -37,352 55969 43,734
6212 455956 232,196 387,035
6215 7,820 94 356
6210 426,415 288,259 431,124
6220 6,480 12,121 1,941
6231 4,121 2,429 2,611
6232 59,581 140,194 158,365

6230 63,701 142,623 160,977

6311 158,986 0 0
6341 57,787 0 0
6351 79,727 41462 53,067
6362 284,180 4152361 329,127
6310 580,686 456,821 382,193
6411 53,558 69,755 28414
6421 217,708 490,091 750,574
6422 43,958 71,098 137,208
6423 280,640 236662 64,276

6424 256 94 1,168
6425 168 0 0
6426 2,109 3471 32,547
6431 2,965 0 3,500

6441 3,981 18,988 89,277
6410 605,352 889,858 1,106,961
6531 61485 62627 84,963
6532 163,001 94,929 157,817
6533 162,836 279,869 316,432
6534 237,466 172,876 278,133
6535 78,807 206,718 200,782
6830 703,591 817,019 1,038,130
6611 170,041 164,084 286,411
6612 362,910 200811 250433
6613 104831 79440 90,065
6610 637,781 444,334 626,909
6621 63445 47602 81910
6622 140,947 305,982 138,969
6623 680,707 802,000 887415
6620 885,092 1,158,580 1,108,295

3,909,108 4,206,612 4,856,530

“ 4"‘ 03 Q( \(/\j_

3N
'7 \/uu —ond] uf/g_

Total Bel  Total Bell % GTE of
Atiantic At & GTE Total

99,703 62,351
619,231 1,075,187
450 8,270
719,383 1,145,798 37.22°%
14,062 20,552 31.58%
5,040 9,161
298,559 358,140
303,600 367,301 17.34%
0 158,986
0 57,787
94,529 174,256
744,488 1,028,668
839,014 1,419,700 40.90%
98,169 151,727 :
1,240,665 1,458,373
208,303 252,261
300938 581,578

1,262 1,518
0 168
35,718 37,827
3,500 6,465

108,262 112,243

1,996,816 2,602,168 23.26%

147,590 209,075
252,748 415747
§96,301 759,137
451,009 688,475
407,500 486,307
1,855,149 2,583,740 271.50%
450495 620,536
451244 814,154
169,505 274,336
1,071,243 1,709,024 37.32%
129,512 192,957
444951 585,898
1689415 2,370,122
2,263,875 3,148,967 28.11%

9,063,142 12,972,250 30.13%
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§34.107

excluded from or included {n the tele-
communications operations of the
company. When required, the ocost of
property rentsd to or from non-atfili-
ates is determined using proocedures
that are consistent with the procedures
for the allocation of costs among the
operations.

(¢) Costs assoclated with services or
plant billed to another company which
have once been separated under prooe-
dures consjstent with general prin-
ciples set forth in this part, and are
thus identifiable as entirely interstate
or State in nature, shall be directly as-

siguad to the appropriate operation and
jurtisdiction.

{53 FR 17228, May ¢, 1997, as amended at 38
FR 44908, Aug, 23, 1998)

Subpart B~Telecommunications
Property

GENERAL

134.101 Section arrangement.

(a) This subpart is arranged in sec-
tions as follows:

auvERAL

Telscommunications Plant ia Service—Ac-
oount 300136101 and 3.10%

Telecommunications Plant—Other Accounts

2003 thru 2008-—38.1T2.

Raral Telepbone Bank Stock—~38.178,

Material and Supplies—Aoccounts 12, and
Caal Working Capital—30.181 and 35.182.

Equal Access Equipment—38.191.

(90 PR 12138, Mar. 6, 1908)

154102 General

(a) This section contains an outline
of the procedures used in the assign-
ment of Telecommunications Plant in
Service—Account 2001 to categories
and the apportionment of the cost as-
signed to each category among the op-
erations.

(b) The treatment of rental plant is
outlined in §§38.2(c) through 38.2(¢). If

484

-

. H

W/e 5.\

47 CFR Ch. 1 (10-1-97 Eciony

the amount of such plant ts substay
tal, the cost may be determined \y
using the gensral procedures set foryy
for the assignment of the various kingg
of property to categories.

(c) The amount of depreciation do
ductidble from the book cost or ‘‘valng”
is apportioned among the operstions ia
proportion to the separation of the cost
of the related plant sccounta.

GENERAL SUPPORT FACTLITIZS

136111 General

(a) The costa of the genersl support
facilities are oontained in Acocouss
2110, Land and Support Assets. This so

158113 Apportionment procedure.

() The costs of the general suppors
facilities of Class A Companies (whick
are defined in part 32 of the Commis
sion’s Rules) are apportioned amoog
the opsrations on the basis of the sepe
ration of the costs of the combined B¢
Three Expenses which include the fol
lovtngla_:o\mn: .

PLANT SPRCTFYC EXPENEES

€110 Central Ofice Switching Expenses
@0 Operators Systems Expenses

6410 Cabdle and Wire Pacilities Expecses

PLANT NON-SPICIFC EXPRNSES
653 Network Operations Expenses

CUSTOMER OPERATIONS EXPEXSES

0810 Marksting
0820 Services

(b) The costs of the general suppord
facilities for Class B Companies (which
are defined by part 22 of the
sion’s Rules) are apportioned among
the operations on the basis of the seps~
ration of the costs of Central Office
Equipment, Information Originatiod/
Termination Equipment, and Cable and
Wire Facilities, combined.

{53 FR 1720, May 4, 1987, ss amended ot 8
FR 3012, Aug. 29, 1908)

T
‘Dt%\“‘* A ,_\ Q\A\‘“\JU_.

teral Communicalions Commission
. CmrTRAL OFFCS EQUIrMmee®
bt N Cenersl

: costs of central office equip-
?harﬂdlnmtoumw-

’ ‘j ~ Aoocount Mo
; omuhmm =
.. o-Mechantcal Acocount I8

Systems ... AoOCUAS 220
el Office—Trane Aococoust 8230
..,m — Accoust 2201
Mironst EQUIDMENS «m.. AcOOUDt BN

atral office equipment among the op~
ons, the first step is the assign-
of the equipment in each study
to categories. The basic method of
this assignment is the ident-
of the equipment assignable to
catagory, and
cost of the idantified equipment
Y mn.ﬂym of scoounting, engineering
Mand other records. omen'
(1) The cost of common equipm
- to a specific category
common power equipment, includ
Ing emaergency power equipment, aial:
ighting and framework, including dis
"tributing frames. is distributed amoni
the categories in proportion to the ?
o equipment, (excluding power equip
S ment not dependent upon eommou
power equipment) directly assigned
categories.
* (1) The cost of power equlpmomu uz
Yy one category is assigned directly
‘hat category, ¢.8., 190 voit power sup
' ply provided for circuit equipment. Th!
‘ost of emergency power equipmen
Protecting only power equipment use:

dal







Kentucky Big 3 Factor

Source data: GTE ARMIS datafile from the Separations Group

The factor being used in this filing is based on the Big 3 factor that is currently used within
the GTE financial system to allocate costs that use this factor as an allocation basis.

The development of the factor was based on June 1997 12 months-to-date data.

\




‘ BIG3

Page 1

Regulate Three Expenses
1998 Factors i
Based on June 1997
Study
# Study Name Factor | Amount Percent
1 GTE NORTH - ILLINOIS Q
2] GTE NORTH - GTE ILLINOIS Q
3 GTE NORTH - INDIANA Q
4 GTE NORTH - GTE INDIANA Q
6 GTE NORTH - MICHIGAN Q
7 GTE NORTH - OHIO : Q
8 GTE NORTH - PENNSYLVANIA Q
9 GTE NORTH - GTE PENN - PENNSYLVANIA _ |1Q
10 GTE NORTH - GTE PENN - QUAKER STA Q
11 GTE NORTH - WISCONSIN : Q
17 GTE SYS OF THE SOUTH - ALABAMA Q
18 GTE SOUTH - ALABAMA Q
21 GTE KENTUCKY Q
22 GTE SOUTH - KENTUCKY Q
23 GTE NORTH CAROLINA Q
24 GTE SOUTH - NORTH CAROLINA Q
25 GTE SOUTH CAROLINA Q
26 GTE SOUTH - SOUTH CAROLINA Q
28 GTE VIRGINIA Q
29 GTE SOUTH - VIRGINIA Q
32 GTE FLORIDA Q
33 CONTEL OF CALIFORNIA - CALIFORNIA Q
34 CONTEL OF CALIFORNIA - NEVADA Q
35 CONTEL OF CALIFORNIA - ARIZONA Q
- 36 GTE CALIFORNIA Q
37 GTE HAWAII Q
38 GTE NORTHWEST - IDAHO Q
39 CITIZENS - GTE NW - GTE WEST - IDAHO Q
40 CITIZENS - GTE NORTHWEST - MONTANA _ |1Q
41 GTE NORTHWEST - OREGON Q
43 GTE NORTHWEST - GTE SYS NW - OREGON |Q
44 GTE NORTHWEST - GTE SYSNW-WASH  (Q
45 GTE NORTHWEST - WASHINGTON Q
48 GTE NORTHWEST - CA (WEST COAST TEL) |Q
47 GTE ALASKA Q
48 GTE ARKANSAS Q
49 GTE ARKANSAS - GTE SYS OF ARKANSAS 1Q
50 GTE SOUTHWEST - ARKANSAS Q
51 CITIZENS - GTE WEST - ARIZONA Q
52 GTE WEST - NEW MEXICO Q
53 GTE SOUTHWEST - NEW MEXICO Q
54 GTE SOUTHWEST - OKLAHOMA Q
55 GTE TEXAS Q
56 GTE SOUTHWEST - TEXAS Q
57 GTE MIDWEST - GTE MISSOURI Q
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. BIG3

58

GTE MIDWEST - GTE EASTERN MISSOURI

59

GTE MIDWEST - GTE SYS OF MISSOURI

80

GTE MIDWEST - MISSOURI

62

GTE MIDWEST - GTE IOWA

83

GTE MIDWEST - GTE SYS OF IOWA

GTE MIDWEST - IOWA

GTE MIDWEST - NEBRASKA

66

GTE MINNESOTA (FORMER GTE MW-MN)

67

GTE MINNESOTA

71

GTE SOUTH - ILLINOIS

‘72

GTE SYSTEM OF INDIANA

73

GTE SYSTEM OF MICHIGAN

74

MICRONESIA

75

INTERNATIONAL

GTECC

0|O]|0|o]|o|o|o]|0]|O]|0|0|0|o]|o|O

3,544,521,795]

Page 2
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ANNUAL REPORT

OF

-

GTE SOUTH INCORPORATED - KENTUCKY OPERATIONS

Exact Legal Name of Reporting Utility

A

s 8

4100 Roxboro Road

Durham, NC 27704

(Address of Utility)

TO THE
PUBLIC SERVICE COMMISSION
OF THE

COMMONWEALTH OF KENTUCKY

FOR THE CALENDAR YEAR ENDED DECEMBER 31, 1998
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COMMONWEALTH OF KENTUCKY

BEFORE THE PUBLIC SERVICE comwssuon o

In the Matter of:

JOINT APPLICATION OF BELL
ATLANTIC CORPORATION AND
GTE CORPORATION FOR ORDER
AUTHORIZING TRANSFER OF
UTILITY CONTROL

“*+ CASE NO. 98-519

L N e e ‘7.’:‘?.\.

ORDER

On October 2, 1998, GTE Corporation ("GTE") and Bell Atlantic Corporation
("Bell Atlantic") (hereinafter "Joint Applicants") filed a petition requesting approval of a
transfer of utility control which would result in GTE's becoming a wholly owned
subsidiary of Bell Atlantic.

GTE provides local exchange service in twenty-eight states to approximately
22.3 million access lines. GTE South, GTE's local exchange company operating in
Kentucky, serves approximately 524,000 access lines in Kentucky. Bell Atlantic's
operating companies serve approximately 40.8 million access lines primarily in the
northeast and mid-Atlantic states. Bell Atlantic provides long-distance service in
Kentucky to approximately 100 customers through two subsidiaries.

The merger is proposed to occur in two steps: GTE would merge into Beta
Gamma Corporation, a subsidiary of Bell Atlantic, which has been created to facilitate
this merger. GTE would be the surviving subsidiary and Bell Atlantic would be the
surviving parent corporation. GTE's local exchange subsidiaries, such as GTE South,

would become second-tier subsidiaries of Bell Atlantic.




Joint Applicants must meet the standards set forth in both KRS 278 020(4) and

(5) to receive approval ot theﬂ | _ roval of
occur if the acquiring 'utrhty “’has the ﬁnancral techmoal and managenai‘ abx‘tiﬁeeéto"
provide reasonable service." Section 5 states that the Commission shall approve a
proposed acquisition when |t ﬁnds that the transfer is "made m acoordance wrth law for
a proper purpose and is consrstent with the public interest.” In the absence of mutually
accepted extensions of time, the Commission has sixty days to review a transfer
application. The Joint Applicants agreed to extensions to April 15, 1999.

The Joint Applicants have repeatedly been asked to supply information
necessary to determine whether the transfer will meet the statutory sta-ndards. Despite
an informal conference, data requests, and a public hearing, the information supplied by
Joint Applicants before and during the hearing is insufficient for the Commission to
determine whether the statutory standards are met. GTE and Bell Atlantic have
provided only general statements regarding their intentions. The generic information
about the merger provided to date is not sufficient to permit this Commission to approve
it consistent with its statutory mandate to safeguard the public interest of Kentuckians.
Accordingly, it cannot approve the proposed merger at this time.

Joint Applicants may reﬁletheir petition, but such filing must include at a
minimum specific and detailed documentation regarding the following:

1. Quantification of the benefits to Kentucky of the proposed merger. The
evidence of record indicates that Joint Applicants believe that certain general benefits
will be realized in Kentucky. However, their statements in support of those beliefs are

unacceptably vague. For example, Joint Applicants state that the availability of




advanced ser\}iees is'one“b‘eneﬁt of the merger In any reﬁlmg. they must |dentrfy

< e R Ll -'-r—v vay I'-‘A:r:

specnﬁcally _those advanced servu;es whtch wull be made avaﬂable in Kentucky asa‘

result of the"merger and must descn'belthe speclﬁc serv:ces at Bell Atlanhc plans to

- introduce in its Kentucky market. In addition, Jomt Apphcants have mdrcated that

bundling or packaging of servicee will be made available to Kentupkgans as a result of
the merger. A reﬁlking is expected ‘td specify which services will be packaged and to
explain why such packaging is not available from GTE alone.

2. In any refiling, Joinf Applicants must specify the mechanisms and
safeguards which they will employ to ensure that service quality does not erode in
Kentucky. These speciﬁcationa must include GTE's plan to continue addressing
problem areas identified in its management audit.

3. Joint Applicants have failed to explain the details of their proposed
merger. In any refiling, Bell Atlantic and GTE must supply information concerning their
intention to continue operating separately, the expected time frame to merge their
operating companies, and the effect the merger of operating companies would have on
rates and services in Kentucky.

4, In any refiling, Joint Applicants must specify whether the merger will affect
any interLATA local calling routes currently provided by GTE South to its Kentucky
customers and whether the merger will affect the continuation of interLATA
interexchange service offered by GTE Long Distance to its Kentucky customers. The

effect that the merger will have on cellular customers of GTE and Bell Atlantic affiliates

must also be described.

B R R



5. The Commission is concerned about the market power which may be
exercised as a result of the merger of GTE and Bell Atlantlc and lts effect on
telecommumcatnons competmon in Kentucky The merged company would Jomt
Applicants state, enter the Louisville local exchange market within eighteen months of
merger consummation. The applicants have not, however, addressed tne beneﬁts such
competition would bring to GTE's incumbent local exchange customers end to other
areas of Kentucky. In any refiling, Joint Applicants must address the consequences
their proposed merger will have on competition in telecommunications services in
Kentucky. This discussion must include the effect any changes in the level of
competition will have on GTE's ability to provide reasonable service at fair, just, and
reasonable rates, and must include an explanation of why the merger will not enable the
Joint Applicants to exercise inabpropriate market power in Kentucky.

6. Finally, in any refiling, Joint Applicants must provide detailed information
to the Commission in regard to the expected costs and savings attributable to the
merger for the GTE South operation in Kentucky. This information must include an

analysis of the total projected merger costs and savings at the corporate level by year

through the time period in which projected net merger-related savings are fully realized.

This analysis must describe all the assumptions used by the Joint Applicants in .

calculating projected merger costs and the projected $2 billion savings. Joint Applicants

must also file projected costs and savings allocated to the Kentucky jurisdictional level. -

—

GTE and Bell Atlantic must also include detailed plans on a year-by-year basis for
providing tangible cost savings through rate reductions or network upgrades to the

Kentucky jurisdiction.




The Commission having considered the Joint Applicants' petition and other
. evidence of record, and being otherwise sufficiently advised, HEREBY ORDERS that:
1. The Joint Applicants' petition for approval of the merger of GTE and Bell
At[antic is denied, and this case is dismissed without prejudice.
2. Joint Applicants may refile their application at their discretion and shall at
a minimum include information described herein.
Done at Frankfort, Kentucky, this 14" day of April, 1999.

By the Commission

ATTEST:

Executive Director
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Attached are workpapers prepared by Bell Atlantic which were
provided to witness, Paul Shuell (prior to the announcement of the
Verger on July 28, 1998) for his review.
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fxttached is handwritten analysis created by witness Paul Shuell. This
information was never typed due to its sensitive nature and time
limitations.

CONFIDENTIAL

< =




‘ /76’ LA

, . ,
Yeisinte ) oy 0]

‘®

|
)

Upie Mauw- 723600

I 70 q,l.f-‘l" We To % aer.

pmﬁrdT'.o-' o (./(IN"( f/c./
- Guosinawvre of miET rhere

__o,og..gq Leim aie pion

) ‘ . -
ng rreasa pThee Aade.

Speeny ' \
| ToTal
] .

a-:""’" lani Sa Joranre

,-'7//1.«» /7 ABPPrsrs //:"
N
% 7¢ov -

CRITA M"’I.H

VR AV Ny

TRIToA S}y(r‘t) ‘

CONFIDENTIAL

\ l Wl p

af




- Lown dyrower b 1

® Trnars

CONFIDENTIAL
(@ s ’

A %Y
I:M

.-D 1.’9/40»’:7 ://0:70“7/ :
| 3€C

: w;&.} GTE /PoN)

TeTal

S

| i Y

b )

oy | Qeled 0

BEL a”ou‘uu-T/ ¢
} 32(— ?'Ou ‘:'nno‘ll‘.laq
—_

ML Tnere S ALL meTawi

‘ . ' | olal
1'. ; : Qyﬂlf"’ 3,,“ @ .
(<‘ ' ’ ‘roTo( T :lu.

T?lfur( :“p‘ﬂ'

GTC “ipsi-mTy )
Gt J0F PreTrer 198 -l
Q/N"*') 30" @
ThR( Wk Shee

j| e

.if
"\ V'wn-n _:u-, T

«“

"

Il LD

\\




T?lwn ! - D\Tf

’ CONFIDENTIAL
o /-
Dita -z Ul QpaTonTy!

2Ll
LTE

REC 0//4.74;/.77
REC | PM p/mTroTtOd
4T¢ Caare o« BELMicP-wiT

.-‘

i ol

|

| | S}Mer:-, 3 ed @

! IOI‘L Mrr fh.h
\

\l T?.‘ru . ,"ﬁa/, T

3wy )
JTC ST e DeTeTiiw
Sywrry o
T M?Y'/‘lm

\ i g Smp c:r

!Jlﬂ.‘. j.T’




‘® |
3 TJJTQ ’Pmr'/l .;/7/ T

g/vl'}-, - Ao wL‘M( fc[cT/O.

249 S’y tlems ‘Dlwg Ftﬂlln.(/

VaTc( ('oaao‘ (thme F‘PJ p'f« :

G*A o tlmwilion oF o.’/”;Tg
Owc‘nM/ Chanlt?ode

o AaveeT $ivf [ Proa Dorel

'@
o . Whre (en [(or),;u %nmmr\
Ore ™ BEL ocem

o Other’
MTwol Pleamrny /2+D

‘an-..r/ eLte / /;'I[/fl/

o e
A
o
LD Trunel o soltrey —1.
R .
Bl o A

Ly FR S —
A st copm




g g?.’«j‘
o

T
| | b.\!F“u‘E -:‘\L
\( . C - o : /
QT T T Spee g D e t4) £
it -
| ELIW V2
oTas

MINIMyn "\‘orlﬂ- - 6Gre ™ 3L reaTo

~ar 1o TT :74')7 q)ﬂ?‘ - 1115 TN

’

GTC Hee ('o'ﬂ- ,-

.' aee (estonigy) iy
‘@ | /oy i175)

. \‘e meira Poavetionw (o 'd"{""’) ,*

i e

Ve Ll L4

» i ‘I
R
S -

@

ALl

’g“




OENTIAL

(D
(_"‘ b)
rr‘l

3 /",/ o‘-J.~ ‘-'] :
. - , Ve 3
/ N PR 4 ,i° . - :
. 2022, 297 5 =f 39 i JOOU cr1anm; (?1 ') - <
1 3.0% : -
- 3.5%
v.0%

e i onw Bres BT s7 ?"' (gl) -

/.‘ o ?rﬂ'cT’?OIC _- ol afprov-a <C.T£ Oaly) (R 2) -

ALL ://ou‘uane: cons T 1F ghewanidn 1F Qe g T alily

. . \ - . - .
« NIN Jlses r.-qus)’ ;o»:c'n'?.w‘ PRI IE S BT LR Y Zh

@




Y A v a
2 V" &

. N,f;'S ;r . r-lﬁﬁ': ’“
T4y D™ (uese. TRHOSD

'\:.—'q |
/. CouE E\i\ AL
/Jnm.Tae‘» 3?2‘, ‘36 C Nywey

-» ! \
[ neiT ¢ cioy)

VMA w

” -
bl {2 4
Weanras: .
' .
Eaer

LI

S SN A

R 374
' u(-.

§"'S?:Tii

SAJw;: N fAchiren BT 5 Liess "

GTe
REC é;u%_
MYMN poui ]
(2% (13
- Tenl H’RL

Lege

?p;:,.‘c?rg To‘co on\y

C ;




‘®

17

’ ;?ddf(’ ) ,9‘

7Yy AfFer. 9m

4) 1797

ﬂa“"‘/ D s+ .}/ oo ov ..

= 10/00/0 8.

T aaeld '3 (ool wtifpiTor ) 75
3y grrenses

‘LC‘S’ AShv 0-) .rrm'n‘cvan
‘3\4-'\0 ..-3“0 4‘ "(.d

5+0 (et =>T)

CONFIDENTIAL

L iff“J

fia o W

fg,ur P

4
-

i X

&
-

\

“r

N\ /

"J/"':‘;Z‘- 4¢“wﬂa///“""' [onweres (wevr ol /rh/‘j

¥ Co\no»‘\'\\ AcTw .

s ~A ,lf

e *lboo-\




_Cen 3
' ‘pn-rf-.'r <ase (Mm.

(@ CONFINENTIAL

3 ' -
:M M”‘Iz/ ...'MT_ g’+4— ?\‘ﬂ/v,(/ X n, SRl /,’

)

i
ryge-Tie

. | | | . )
‘D(O((SJ : m""’ ?’fotJ i) L)Olfj pvm¢¢.17 204 F-Oln M'C‘I‘NJ)

OE[R:sTIouJ v o T '
' C'T£ ‘I CfA A hl’h?l‘ ‘ﬂuovl ri'(':u ( 1?7 ,J 3 * )
- aTher Teleds reovﬁ»’ ‘GITP’ " ~thes GTC.

—
-] “f,

CF J"lfrnmr( A QUe \h h:’% o.f“)ﬂlni— 2 o) COITI

-

. PY =
Ovit e 10 6.#4 -iubc?(?tlb

'. ﬂm(/su .
‘{. ' Cu/n:r

PtTal [eced) ()

ﬁc ’M"!
® any
Famwr e Ay
(2)aC Y )
Cvee l"ow;, ahw

r—
auw

C.T- Vl {Q?'OQ I\w

N unY

\‘ Cl) 'ﬁlc"/ad'éam .N,«J"m {'v'wy Jve Y pronm?s;'r] M/nnmnT/ :1 oTher

Aow G+A areas e ‘reaveen hc.gco.«f» Lower f"?"”,/ 1412 [ Bev- anmev, o T




S LT s v PV LUINOUIVIG




Attached is reference material examined by Mr. Shuell. Workpaper 3-
1, is from Hackett Benchmarking Study in which GTE particpated.
Workpapers 3-2 and 3-3 are additional reference documents reviewed
by Mr. Shuell.
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ER.E. B AN Tel.:ommun’ications .

carrier reiies on the rule that 80% of
\mportant customer information
csmes from 20% of data.
As compeucion marches on. get-
:ng new products out quickly is a
-ap prionty. “Many of these compa-
aues wouid seu their mother for dme

-5 market.” savs Steve freeman. a
managing partmer with Andersen
Consulting's Communicatons [ndus-
ury practce in Chicago.

Bell Atlantc is putung in systems

that let customers who've moved t0 2
-new residence start their own service
within five minutes of dialing a spe-
cial number from that residence. *It's

- a way of keeping customers from

going €0 competitors,” Freeman says.
US West is shortening the time iC
takes to design and build the infra-
structure needed to deliver new ser
vices. for example. paper diagrams of
network wire centers scanned into
digital form enable US West techni.
mmmqm&ymmm
and. in some cases. reduce design-
cycle cdme from three months to sew
eral days. says QO Laube.

But a new sexvice really isn't a ser
vice undil you can bill for it. And as
the carriers become more competi-
tve, the ability to quicidy bill for new
products or packages—and to make
use of the data gathered from those
bills—can mean market share points.

(n the earty 1990s. MCI was able o
steal market share from AT&T with
its Friends & Family consumer dis-
count plan. which was created entires

TR W BOW M MW NR NN N NW N W WM BN N R ] 4

ly out of a flexible bxumg platform.
AT&T is smking back The No. 1 long-

cult to get right because they're right
in the middle of business and con-

distance company just . nected to everything.”

finished building a Just as important as
billing system that not . , gerung new product out
only brings AT&T closer  16/€COMMUNICAtIONS 5’ improving customer-
to 1ts customers but Trends service productivity so

also lets it fjump mul-
tiple services under
one bill

In the past. the local
Bell companies would
feed customer-usage
information to AT&T,
then AT&T wouild gen-
erate bills. Every time

product, it had to waig
for the Bells. With the new billing
system. AT&T can quickly add prod-
ucts and services from local
telephony to long distance, from
wireless to direct broadcast sacellite
TV. "At the new AT&T, we have to be
able to provide one bill for ail the var
ious services a customer wangs,'
Bergonzi saye.

Bell Atlantic is finishing installing
a system that lets the carrier add the
infrastructure to bill for aew products
in days, as compared to months. At

US West, Laube is focusing on improw.,

mg:hesepmofducam«'sbm-'
mmumumhwlon:
mmmthcphou
Laube maincains that it’s too risky
to throw out the whole billing sys-
tem. Andesrsen's Freeman concurs:

“Billing syscems are nocoriously diffi-

Reengineering illing,
customar-care, and
marketing systems
Using the internet,

intranets, object-oriented
programming, and
data werehousing

AT&T wanted to add a .

that customers keep
buying. Customer ser-
vice can be a challenge
at carriers such as US
West, which receives
more than 40 million
customercare calls a
year. US Wese just in-
stalled 3
system that routss calls
from anyone in the car
rier’s 14-state region to agents-in any
of its offices. The routing decision is
based on skills. such as proficiency in
a ceruain technology.

Updating Support Systems
US West is aiso revamping its sup-
port system architecture. In the past,
every tima the carrier added a prod-
uct, it built 2 customer-service sup
port system. leading to an unman-

, ageabla infrastructure. Now US West
‘is working to give agents a smgh
Yiew of the customer. forsaking five

yemandmmnbnmsoﬂwm

- development costs for a Unix plat-

form and 13.000 X terminals. [t is
moving to Windows NT workstations
thag will use mostly shrink-wrapped
software. With the packaged soft-
ware, US West programmers woa't
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Attached is an Analysis prepared by Mercer Management Consulting.
( o This statistical analysis was reviewed by Mr. Shuell.
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/ ® °
Q EB o0 S
Revenue Synergies
(8 in billions)
: Annual Revenue Run Rate
Year 1 Year2 Year 3
Value-added Services $0.1 $0.2 $0.2
-Best Practices
Long Distance . - $0.3 . $0.8 $0.8
- High End Business Bundle _ '
Enhanced Data $0.3 $0.5 $1.0
- Full Suite of Services
Total Revenue ' - $0.7 $1.2 $2.0
EBIT @ 25% Margin ) $0.2 $0.3 $0.5
- Notes:
T e ——



‘H..),' '

[ 9 )
&
Expense Synergies
(S i billions) Annual Expense Run Rate
Year 1 Year 2 Year 3
Corp. Overheads $0.2 $0.4 $0.5
- Staff Consolidation
Information Systems —_ $0.1 $0.3
- Eliminate Redundancies _
LD Transport $0.1 $0.2 $0.3
- BEL Traffic on GTE LD Network
Wireless $0.1 $0.2 $0.2
-Margin Improvement
Operational Savings -_ $0.1 $0.3
- Product Devslopment
Procurement/ Other $0.2 $0.3 $0.4
-Purchasing Leverage
Total Expense ' $0.6 $1.3 $2.0

Notes:
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Attached workpaper was prepared by " August 21 Group". This
workpaper is the detail behind the ""Cost Base'" column on page 13 of
August 21, 1998 Synergy Analysis.
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GTE / Bell Ausatic Merger Workpaper Workpaper 9
Merger Implementation Costs - Severance Estimate
(51 o Minbineas)
Force
Estimated
Toul Low Range Estimate Fhagh Range Estunale
Force Total % BA GTE Total % BA GTE
Scator Manager '
Dascctors '
Manasgers I.‘
‘Total Force ||.
Severance Costs
Avernage
Salary

Scior Manager ﬂ
ticctors $ .

Managers 3 .

‘Total Force
Excise Tax

Total Severancy Gup-

Note: Assumption was !&ggtn«ne&gon&iagwi GTE and BEL. Merger Integrytion
Teams will actually determine where reductions F\%ﬂstﬁg?{%iig:%-&g&a@.

N ——
- .
-~
L

Julive VOIS
whpuyen oy
Aerget Vgl oom




GTE / Bell Atlantic Zﬂ—vﬂﬁﬂ Wor r—-&—-w-. 4 Waorkpaper 10
Merger Implementation Costs - Systems Estimate
(3's in Millions)
Cost Range
Low ' High Mid Point
Column | Column 2 Columa 3
Systems Costs:
A) Finance $

B) HR Systems

C) Network N E
D) Telecom ,,,. A\\\%&
E) Logistics {7
\ ;
F) All Other
Total Systems Costs

E

®

_ o

12/22198 3 45 PM

. whpaperl als
o LS ORI .‘u. Team




GTE / Bell Atlantic Merger Workpaper
Merger Implementation Costs - Branding Estimate

(8's in Millions)
Branding Costs
A) Advertising
B) Building Sinage
C) Payphones
D) Fleet
E) O:.o..
Total Systems Costs

Cost -c:.ma
Low High Mid Point
Columa 1 Column 2 Column3

Wurkpaper 11

12122198 345 PM

sapert xls
LS AT ‘:._ Tean

N




GTE/Bell Atlantic Merger Workpaper Workpaper 12 |
Direct Incremental Merger/Transaction O.Ja Estimates ”
($ in Millions) et |

GIE BEL  Total o e
Coumi Coumi2 C3sC1eC2 :

A) Professional Services
1 Investment Banking
2 Constulting
3 Legal
4 Auditors
S Actuarial
6 Other
Total Professional Services

B) Compensation Arrangements
1 Stay Agreements
2 LTIP-CIC payout
3 Special Board Compensation
Tatal Compensation Arrangements

C) Shareowner Related
1 Proxy
2 Special Meelings
3 Tender/Exchange
4 Transfer Agent
5 Dividend Reinvestment Plan
6 Listings
7 Communicalions
Total Shareowner Related

D) Registration & Regulatory
1 SEC Filinys
2 Federal (including DOJ)
3 State
4 Lobbying
5 Other
Total Registration & mcn:.uﬁ

E) Tax & Other
1 Tax
2 Corporale & Employee Col t
3 Employee & Organization Related =
4 All Other
Total Tax & Other

Total Transaction Costs






GTE / Bell Atlantic Merger Workpaper Worhpaper 13-1
Cost to Achieve Synergies @ Midpoint of Cost Range - $1,425M

(3’3 i Muhanrs

Severance / Relo. Systems . Other Fotals
Synergy (b)  Dollars % (d) Dollars % (d) Dollars % (d) Dollats Yo (d)
Columa 1 Column 2 €)= C2K1 Column ¢ C3 = Cexi Column 6 C7 = CeC1 CB-CE ot anic RATR.CN]

Telephone Operations (¢) S

General & Administrative

. Total ILEC (a)
LD Tansport
Wirclens
1P Cust Avoidance

Ducctory
Total Company

Zc-ou“?v>m=uﬁ;ﬂn_=.=_n.o==..=..mo..8§ 8:8:5.«8?:n:o:m.--r.:t__o_nc::vn:.mcvvo:.ro.dw.._s.na.c_nv__::n
. . opcrations of the companics. .

o e

(d) Percentages based on judgement of senior managers.
(¢) Scc Workpaper 8.0, sum of colurm 3 for Line A (Severance $530M) and Linc B (Employce Relocation $75M).
(f) Sce Workpaper 8.0, column 3 for Line C (Systems $450M).

(g) Scc Workpaper 8.0, sum of column 3 for Line D (Branding $175M), Line E (Real Estaie Consolidation $100M),
Lne ¥ (Departimental Integration Initiative $38M) and Line G (Training $57M).

wo

(b) Sce Warkpapar 8.0, column 3 for Total Implementation Costs.

e8! glm

. 1222098 4 4o PM
. ' whpaper aly
‘ ‘. 9‘_..&:.-— brom




GTE / Bell Atlantic Merger Workpaper
Cost to Achieve Synergies @ Midpoint of Cost Range - $1,425M

Workpaper 13-2

(3 3 1m Millsons)
Severance / Relo. Systems Other ) Lotals
Synergy (b)  Dollars % (d) Dollars % (d) Dollars % (d) Dollars % (d)
Columa | Columa 2 C3 = C2CI Cohema ¢ C3 = CuCi Columa 6 €7 = Ca’l [T I EY ] V-t
‘Telephone Operations

-Information Systems

-Consumer & Business
-Network / Customer Service
-Procurements

-Prod. Mgmt/ Advertising
-Wholesale

-Research & Development
Subtotal Telephone Op.'s
General & Administrative

Total 1LEC (a)

Notes:

(a) As uscd herein, the temm "ILEC” refers collectively to functions that, in whole or in part , support the regulated iclephone
operations of the compgnics. ,
(b) Source is 8/2) Synergy Analysis page | ).

() Sec Workpapes 13-1. O@Zm’@mz.ﬁv?

(d) Percentages based on judgement of senior managers.:

L ULrvn 3 40 PN
whpopett aly

2<% dlm







“at Privileged
Attos. ., 7k Product ,
- Joint Defense Privileged

w -
GTE 7 Bell Atlantlc Merger Workpaper orkpaper 14-1

Calcuiation of Composite Cost Factors @ Midpolat of Cost Range - $1,425M

(80 sa Mabivmns)

Sevaance / Relo (¢) Systems (d) ’ Other (¢) ) Caomprnte (1) (g)
Year | Year2 Year) Year | Year 2 Yewrd . Year | Year2 Year ) Yea | Yeur 2 Year )
$ %® § %k $ %O $ %) $ %M § %OB $ %®» 3 %) $ %@dp § teth) e “e(b) 3 %(b)

Cod 14 Cod 12 Ced 1) Cd 2o d iy Cat 18 clt? Cal 20 ..l:, Cad e V.l Gt 22 tadh Gk 20

Cald ® Cod 10

Telcphone Operations

General & Administrative
‘Total 1ILEC (a)

L Liansport
Wiicless

1 Cost Avoudance

Ducctary
‘Total Company i R R Lo B -

Notcs. () As used heren, the tenn “ILEC” refiers colloctively to functions that, in whole or in part , suppont the regulated telephone

opcrations of the companics.

@) Percentages based on judgenicnl of senior managess. .

@© CI=C2* WP 13-1,C2 C3=CA* WP 13-1,C2 C5=C6°* W/p13-1,C2

@ C1=C8° W/P13-1,C4 C9=Clo* WP 13-1,C4 Ci1=Ci2*W/P13-1,C4

@ C13=Cl4* W/P 13-1,C6 Ci5=CI6* WP 13-1,C6 C17=Cl118°* WP 13-1,C6

@ C19=Ci+CI+Cl) C21 = CHCHCIS C23 = CS+CLI+C1T
C20=CI19/W/P13-1,C8 C212=C21/ WP 13-1,C8 C22=C23 / WP 13-1,C8

@ Composite lactors used in Puul Shuell testimony exhibit A.4.






KY. PUBLIC SERVICE COMMISSION

Index for Case: 1999-00296 AS OF : 12/19/02

Verizon South, Inc.

Transfer / Sale / Purchase / Merger
OF BELL ATLANTIC CORPORATION

IN THE MATTER OF THE JOINT APPLICATION OF BELL ATLANTIC CORPORATION AND GTE CORPORATION FOR ORDER
AUTHORIZING TRANSFER OF UTILITY CONTROL

SEQ
NBR

P o —SYEI LA WN—

14
15
16
17
18
19
20
21
22
23
24

25
26
27
28

29
30

31

32
33
34
35
36
37
38
39

Index for Case: 1999-00296

M)

M)
M)

M)
M)

M)
M)
M)

M)
M)
M)
M)

M)
M)

M)
M)

™)
M)

M)
M)
M)
M)
M)
M)
M)
M)

Date

07/09/99
07/12/99
07/14/99
07/15/99
07/15/99
07/16/99
07/22/99
07/22/99
07/26/99
07/26/99
07/29/99
08/02/99
08/09/99

08/09/99
08/16/99
08/20/99
08/26/99
08/26/99
08/30/99
08/30/99
09/02/99
09/02/99
09/07/99
09/17/99

10/04/99
10/06/99
10/12/99
10/18/99

11/10/99
12/06/99

03/07/00

03/29/00
07/11/00
07/20/00
07/26/00
07/28/00
09/06/00
10/25/00
03/06/01

Remarks

Application.

Acknowledgement letter.

No deficiencies letter

Order entered setting procedural schedule; hearing set for 8/24.

PETITION FOR LEAVE TO INTERVENE (WILLIAM ATKINSON SPRINT)

Letter granting joint pet. for conf. filed 7/9/99 by GTE Corp. and Bel Atlantic.

Order granting Sprint intervention

MOTION TO INTERVENE (ANN LOUISE CHEUVRONT AG)

Data Request Order, response due 8/9/99.

FIRST DATA REQ & INTERROGATORIES (SPRINT WILLIAM ATKINSON)

Order granting Attorney General intervention

LETTER TO INFORM OF JEFFERY KISSELL TO REPLACE MR GRISWOLD (LARRY CALLISON GTE)
JOINT RESPONSE TO SPRINTS FIRST DATA REQ & INTERROGATORIES & PETITION (LARRY CALLISON

GTE)
RESPONSE OF JOINT APPLICANTS TO PSC ORDER OF JULY 26,99 (LARRY CALLISON GTE)

DIRECT TESTIMONY OF DAVID REARDEN (WILLIAM ATKINSON SPRINTQ)

REBUTTAL TESTIMONY OF JOINT APPLICANTS (GTE LARRY CALLISON)

Letter granting joint pet. for conf. filed 8/9/99 by GTE Corp. and Bell Atlantic

Letter granting joint pet. for conf. filed 8/9/99 by GTE Corp. & Bell Atlantic.

BRIEF OF SPRINT COMMUNICATIONS (WILLIAM ATKINSON SPRINT)

POST HEARING BRIEF OF JOINT APPLICANTS (GTE LARRY CALLISON)

REPLY BRIEF OF SPRINT (WILLIAM ATKINSON SPRINT)

REPLY BRIEF OF JOINT APPLICANTS BELL ATLANTIC & GTE (LARRY CALLISON GTE)

FINAL ORDER APPROVING MERGER OF GTE AND BELL ATLANTIC; SUBJECT TO TERMS & COND.
MOTION FOR MODIFICATION OF ORDERING PARAGRAPH 10 OF SEPT 7,99 MERGER (LARRY

CALLISON GTE)

NOTIFICATION OF MEETING SCHEDULED FOR OCT 7,99 (LARRY CALLISON GTE)

Order granting motion for modification

PETITION TO INTERVENE (EDWARD BUSCH/AT&T)

BELL ATLANTIC/GTE RESPONSE TO OPPOSITION TO AT&T INTERVENTION REQUEST (LARRY D.
CALLISON/GTE SERVICE CORP)

Letter denying AT&T's petition for leave to intervene.

QUALITY PERFORMANCE REPORTS USING THE TWO PRIOR YRS AS A BENCHMARK (GTE LARRY
CALLISON)

THREE REPORTS RESPONSIVE TO ORDERING PROVISION 3,4,& 8 OF PSC ORDER (GTE LARRY
CALLISON)

RESPONSE TO ORDER OF SEPT 7,99 (GTE LARRY CALLISON)

RESPONSE TO COMMISSION'S ORDER OF OCTOBER 6, 1999 (LARRY CALLISON/GTE)

ADOPTION NOTICE, TARIFF (GTE LARRY CALLISON)

TARIFF FILING (PHYLLIS MASTERS/GTE)

REVISED TARIFF SHEET (PHYLLIS MASTERS/GTE)

SECOND SIX-MONTH REPORT ON BEST PRACTICES (LARRY CALLISON/VERIZON)

RESULTS FROM FCC CARRIER-TO-CARRIER PERFORMANCE PLAN (LARRY D. CALLISON/VERIZON)
THIRD SIX-MONTH REPORT ON BEST PRACTICES (LARRY CALLISON/VERIZON)

Page 1




149« (M) 09/07/01 Larry D Callison - Verizon South, Inc. - Response to Commission's Order of September 7, 1999
41 (M) 03/06/02 Larry D Callison - Verizon South, Inc. - Response to Order of September 7,99 - Fifth six-month report
42 (M) 03/13/02 Larry D Callison - Verizon South, Inc. - Notification that Verizon has met the Promotional Resale discount maximum
allowable quantity in the state
43 (M) 03/18/02 Larry D Callison - Verizon South, Inc. - Response to Order of September 7,99

44 (M) 10/11/02 Stephen R Byars - ALLTEL Kentucky, Inc. - Letter from ALLTELL reminding that they will not be filing requested
information per Order

Index for Case: 1999-00296 Page 2




ALLTEL COMMUNICATIONS .

230 Lexington Green Circle
P. O. Box 1650
Lexington, KY 40588

Stephen R. Byars
Vice President - External Affairs

859-271-8324 (office)
859-271-7811 (fax)

—~45]LLCEL

October 8, 2002

Mr. Thomas M. Dorman

Executive Director RECEIV ED

Kentucky Public Service Commission
211 Sower Boulevard

P.O. Box 615 oct 11 2002
Frankfort, KY 40602 PUBLIC sg,
RvIC
COMMISSI(\DI;\?E

Re: PSC Case No. 1999-00296
Dear Mr. Dorman:

Kentucky ALLTEL (“ALLTEL”) received a letter_from you dated October 1, 2002
reminding ALLTEL that it must “review and identify “Best Practices” adopted by the
merged companies in a report filed every six months that includes actual and updated
costs and savings achieved.” The merged companies referred to in the letter were GTE
and Bell Atlantic. The letter also reminded ALLTEL that the filing was due September
9,2002.

While ALLTEL is eager to comply with any Commission Order pertaining to ALLTEL
we do not believe that this requirement pertains to Kentucky ALLTEL. The Order
approving the acquisition of Verizon’s Kentucky telephone property in Case No. 2001-
00399 does not require ALLTEL to provide the information described above.
Furthermore, ALLTEL does not have any way of determining what best practices were
employed by GTE and Bell Atlantic nor do we have any way of determining the costs
and savings achieved by these best practices.

ALLTEL appreciates your reminder but respectfully denies responsibility for filing the
requested information and also stresses that the requested information is impossible for
ALLTEL to obtain. Please do not hesitate to call if you wish to discuss further.

Sincerely,

L e

Stephen R. Byars

c: Dale Wright
Carolyn Jones




@ .\\/

- -
Stst Manager veri,on
Regulatory Affairs & Tariffs

P.O. Box 1650
Lexington, KY 40588-1650

Phone 859 245-1389

Fax 859 245-1721
larry.callison @verizon.com

March 30, 2001

RECEIVED

Mr. Thomas M. Dorman

Executive Director MAR ¢ 6 2002
Public Service Commission

211 Sower Boulevard PUBLIC SERVICE
Frankfort, Kentucky 40602-0615 COMMISSION

Re: In the Matter of: Joint Application of Bell Atlantic Corporation and GTE Corporation
for Order Authorizing Transfer of Utility Control — Case No. 99-296

Dear Mr. Dorman:

The Kentucky Public Service Commission (“Commission”), in its order dated September 7, 1999
(“Order”) in which it approved the Joint Application in the above-referenced matter, imposed certain terms
and conditions upon the Joint Applicants, Bell Atlantic Corporation and GTE South Incorporated
(“GTE”), collectively now doing business as Verizon Communications (“Verizon™).

Enclosed for filing with the Commission are an original and ten copies of Verizon’s fifth six-month report
on “Best Practices”, responsive to ordering provision #3 of the Commission’s Order. Verizon filed

previous “Best Practices” reports in March and September of 2000, and in March and September 2001.

Please bring this filing to the attention of the Commission. Should you have any questions, please do not
hesitate to contact me.
Yours truly,

2. Gl

Larry D. Callison

Enclosure



mailto:verizon.com

® verizon ®

Kentucky Best Practices Compliance Report

Pursuant to the Kentucky Public Utility Commission Order issued September 7, 1999,
Verizon Communications (“Verizon”) is providing a report on Best Practice initiatives
being implemented. This report covers the period through February 28, 2002.

These Best Practice initiatives impact several business units and functions within
Verizon: Consumer, Business, Carrier and Network Operations and General &
Administrative functions. Best Practices being implemented are primarily national in
scope and impact, although some may have a more regional application and focus. All
the Best Practice initiatives reviewed below are currently being implemented or in
implementation planning; most will be completed by mid-year 2002.

Organizational Steps —

Verizon has deepened and broadened the identification and implementation of Best
Practices since submitting the last Best Practice Compliance Report in September 2001.
Additional functions are included in this report, as are new initiatives being implemented
in the lines of business.

For the purpose of compliance reporting, Best Practices are broadly defined as the most
effective strategies, policies, processes and procedures appropriate for implementation
in Verizon. Best Practices can:

o Enhance the delivery of customer o Enhance product quality
service

0 Enhance the ability to compete 0 Improve responsiveness to
effectively in the marketplace customers and service reliability

a Increase overall value for customers

Efficiencies are gained by adopting one former company’s process or practice for use in
operations of both former companies. These may result in three types of opportunities:

Elimination of redundant functions
2. Increased economies of scale

3. Adoption of the most efficient business practices or processes foliowed by
both companies

There are several criteria used to evaluate and select Best Practices, the most important
being the potential for improvements in customer service.

Implementation of Best Practices may be constrained by such factors as:

¢ The need to make changes e Personnel issues
to systems
¢ Training requirements ¢ Resource prioritization
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Using this definition and approach, the Verizon business units and functions identified a
number of areas where merger synergies or integration result in Best Practices benefits.
These are listed below. All of these initiatives were identified using selection criteria
focused on improved customer service impacts, including enhanced efficiency,
responsiveness and product quality. Best Practice implementations enable Verizon to
compete more effectively, providing quality service and increased value to customers in
its service areas.

Financial information for merger related Best Practice initiatives will be provided when
available. In some instances, merger transition program financial data is still being
analyzed, while in other, more general cases, Best Practice programs are part of
continuing business as usual operations and are not separately identified. All Best
Practices are expected to positively impact the value customers receive and the
provision of adequate service at just and reasonable rates.

Business units and functions reviewing and implementing Best Practice initiatives
include:

Live Source (Operator Services)
Brand Management & Marketing
Consumer Marketing and Sales
Business Solutions Group
Carrier Marketing

Network Operations

Public Affairs & Communications
Human Resources

National Operations

0O 0O 0O OO0 0D O0oO oo

Enterprise Solutions Group
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Best Practice Initiatives —

Single Directory Assistance Database, involving the consolidation of multiple
databases maintained by the former Bell Atlantic and GTE companies. This
initiative provides cost efficiencies in maintenance and capital upgrades of
databases physically located in different geographical locations.
Implementation began 1Q2001, and is expected to be completed in early
2002.

New Line Segment is an ongoing marketing initiative targeted at new
customer lines via a callback program to verify line quality and ensure
customer requirements are met. This initiative is expected to improve overall
customer satisfaction and enhance revenue growth.

WorkFlow Manager is an automated tool providing on-line monitoring and
aging of service order error queues, the ability to measure employee
performance and allocate the distribution of work. Currently, it is being
implemented in former GTE and is under review for former Bel!l Atlantic.
WorkFlow Manger automates the distribution of work, improves quality and
increases productivity.

Marketing Data Warehouse, establishes an integrated data warehouse
enabling marketing groups across the Lines of Business to deliver
personalized service options that meet customer needs, as well as support
FCC requirements for Do Not Solicit, Privacy and Consent needs of the
customer. Implementation of a pilot of this former GTE best practice is in
development prior to being extended to Verizon East.

Single Workforce Management Platform provides a standardized platform for
scheduling and reports, including an automated payroll interface,
consolidating multiple tools and systems. This system was used by the
former GTE and the Operator Services Group in the former Bell Atlantic. The
project focus is on converting other areas of the former Bell Atlantic, and is
estimated to be complete in early 2003.

Telephone Account Management (TAM) is a proactive account management
channel for High Value customers designed to enhance customer satisfaction
and retention. This initiative is a former Bell Atlantic Best Practice being
extended to former GTE. Three TAM centers became operational in 2001,
located in Massachusetts, Pennsylvania and Indiana.

Employee Recognition — WOW Factor is an initiative designed to sharpen the
focus on customer service and key drivers of customer delight by engaging
the workforce in spirited competition and recognizing outstanding
performances in employee development, customer satisfaction and
operations performance. Based on former Bell Atlantic and GTE experiences
the new program was implemented for selected National applications in
1Q2001.

Coin Refund System standardizes coin refund processes. A former Bell
Atlantic Best Practice, former GTE has implemented and now processes coin
refund requests using an interactive voice response system. Fraud detection,




also a Best Practice in the former Bell Atlantic, was implemented for former
GTE customer refund requests in 2Q2001.

Third Party Verification (TPV) Mechanization reduces handling time and
operating expense by mechanizing the process for obtaining a third party
verification code. TPV mechanization is a former GTE Best Practice
implemented in former Bell Atlantic in December 2000.

List Management is a Marketing Campaign System implemented in 2Q2001
in former Bell Atlantic that provides a common list generation/campaign
analysis tool for direct mail and telephone marketing campaigns. The
initiative improves time to market, enables business units to coordinate lead
lists and ensures that business rules are being followed.

Validation Module is a Quality Assurance/Quality Control process used in
Database Marketing that maintains the integrity of data for direct mail. The
process is applied to all Verizon customer lead requests. A former GTE Best
Practice, the process was extended to former Bell Atlantic in 2Q2001.

Quality Assurance Operational Reviews are annual reviews conducted in
each Verizon business sales center, evaluating performance levels for
quality, revenue, cost, employee development and recognition. This initiative
standardizes processes and enhances customer satisfaction. A former GTE
Best Practice being implemented in former Bell Atlantic, Operations Reviews
were conducted during 1Q2001 in all mass markets districts in Verizon.

Automated Contract Administration provides a faster, simplified and
standardized approach to contract management. A database is being
deployed across the Verizon service area to track contract provision,
compliance and issue resolution, develop reports and assist during
arbitration. This is a former GTE Best Practice being implemented
throughout former Bell Atlantic.

Automated Contract Production provides a system-generated template to
create a simple, standard approach for customizing individual CLEC and
state provisions to the specific contract negotiation. This is a former GTE
Best Practice being implemented throughout former Bell Atlantic.

Trouble Analysis Center (TAC) Focus is a Service Assurance program
designed to provide funding for targeted reductions of OSP network trouble.
Implementing this process will improve the reliability of the outside plant
(‘OSP’) network, facilitating reduced customer trouble reports and improving
customer satisfaction. This process will also reduce operating expenses by
reducing the number of dispatches. TAC Focus is on going in former GTE
service areas and being extended to all Verizon operating areas beginning in
2001.

Cable College — Quality Review and Accurate Time Reporting is a
provisioning training package designed as a refresher course for all
Construction Mangers and Line and Splice technicians. Applicable to the
Verizon National footprint, the training package is being updated to include
feedback from the completed pilot programs and recent requirement
changes.
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o Standardized Dispatch Priority Matrix has been implemented throughout
Verizon. The Matrix provides a consistent and standard framework to identify
customer priority and job dispatch priority for each customer. This enables
consistent weighting of job priorities for uniform delivery of customer service
to all, and within all, Verizon lines of business. The Priority Matrix is a former
GTE Best Practice that has been fully implemented in all Verizon regions as
of February 2001.

a Customer Contact, Closeout and Follow-up Practice is an initiative combining
the best attributes of both former Bell Atlantic’s practices for Customer
Contact and former GTE’s related practice entitled Customer Notification.
The merged practice is expected to improve customer satisfaction through
increased and enhanced communication with the customer. Key changes
involve new and improved Premise Collateral material left behind by
technicians, as well as follow-up contacts to ensure complete satisfaction.

a Witness Call Monitoring Program is used in Repair Centers to monitor the |
quality of customer contacts. Witness records the movements of the
advocate within the systems simultaneously with the dialogue between the |
advocate and the customer. The session is reviewed at a later time and the |
advocate can be coached on tone of service and other quality attributes. The
benefits include improved customer satisfaction, less rework, reduction of
unnecessary dispatches and fewer customer complaints. Currently used in
former GTE repair centers, implementation is planned for most Verizon repair
centers.
|
|

o Scrubber (Testing and Trouble Management) is a system developed to retest
the pending basic voice service trouble load for the purpose of identifying
physical trouble conditions that are no longer present. Using an automated
system, Scrubber calls the customer to verify customer’s consent that the |
condition is either no longer present or is a CPE trouble. Scrubber is a |
former Bell Atlantic system being extended to former GTE, where no similar
system with the level of detail provided by Scrubber is available. System
requirements meetings are underway, to be followed by the development of a
deployment schedule, targeted for early 2002.

o National Operations Work Center Strategy is a work standardization initiative
implementing a standard operating environment for each of the major
functions performed within the organization. Implementing standard
processes and systems will enable the delivery of improved customer service
while reducing costs through consolidating locations. This is a former Bell
Atlantic Best Practice being extended to former GTE.

o Barcode Inventory supports a serialized inventory of all Central Office and
Remote Terminal electronics towards the goal of a standard operating
environment and set of practices. This will allow a single process Verizon-
wide operating on a single architecture, thus eliminating alternate
environments and increasing flexibility and adaptability. Implementation
began in 2001 and continues through 2002.

o Public Affairs & Communication (PA&C) Strategic Planning process is an
initiative combining the planning processes of the two former companies.
The process links the PA&C department plans to the various business units
being supported, enabling more proactive communication, improved

5
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allocation of resources, and the ability to communicate more effectively with
customers. The consolidated planning process has been implemented
throughout Verizon.

VZ, an employee newsletter, was implemented shortly after merger close and
consolidated the former Bell Atlantic weekly and former GTE semi-monthly
publications into a bi-weekly publication that delivers important and timely
company information and news to employees, thus providing a better
understanding of the company’s operations.

Business Partners is a structural model assigning PA&C executives
responsibility for the internal and external communications of specific
business units and aligning the PA&C organization to more effectively
communicate messages and coordinate activities across the corporation.
This initiative, intended to improve the delivery of PA&C service and enable
the operating units to enhance customer service, has been implemented.
This initiative is a former GTE Best Practice extended to former Bell Atlantic.

Verizon Code of Business Conduct consolidating and replacing the former
GTE and Bell Atlantic Codes of Conduct, outlines the standards for Verizon
employees, including ‘privacy principles’, which define the requirements for all
Verizon employees to ensure that customer information is kept private in all
respects, thereby providing direct benefit to Verizon customers. The new
Verizon Business Code of Conduct was implemented in May 2001.

Employee Data Warehouse (EDW) is an initiative to implement an integrated,
on-line tool to access data, perform employee analysis and identify strategies
to increase performance. The EDW provides a single repository for
workforce transactions and data, integrating employee data from several
platforms. EDW enables Verizon to proactively and strategically address the
changing needs and requirements of the organization.

Centrex/CentraNET Standardization - Upon completion the product line will
be realigned into three variations of product from the current eleven. This will
result in less customer confusion, reduced support and billing system costs,
and improved network deployments. The Roll Out will begin in 2002 in five
states and be completed by late 2004.

ICB Billing Practice - a process team has been appointed and tasks

established to select a common practice for creating individual case basis
(ICB) pricing. This will result in more timely and accurate bills and reduce
customer confusion. It has been targeted for implementation in late 2002.

Operations Support Systems (OSS) - The FCC's approval of the Bell
Atlantic/GTE merger required Verizon to develop a plan to implement
uniform, electronic OSS interfaces and business rules within the Bell Atlantic
Service Areas and separately within the GTE Service Areas;

Verizon’s Best Practices review of OSS interfaces and business rules
identified improvements that are being proposed for both the former GTE and
Bell Atlantic service areas. The table below summarizes the improvements
planned for former GTE service areas:
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Category

GTE Service Areas

Pre-Ordering

Parsed customer service record (CSR) Completed
10/2000
Loop Qualification — xDSL Completed 12/2000

Ordering - Products

Electronic ordering of IDSL Available 12/2000

Maintenance & Repair

Premise Access Hours Completed 2/2001

Maintenance & Repair Electronic Bonding
Interface (EBI)

EBI Interface to match Bell Atlantic capability
available 2/2001

Change Management Process (CMP)

Adopt the Bell Atlantic New York Change
Management Process Completed 7/2/2001

Transport & Security Protocols

¢ Implement Digital Certificates for transport
encryption and client authentication access

o Expand Dial up Authentication access to
GTE Service Areas

e Completed 9/4/2001 (Note 1)

s Completed 7/6/2001

Note 1: Digital Certificates for former GTE Service Areas dedicated Common Object
Request Broker Architecture (CORBA) are being implemented.




