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Date Remarks 

07/09/99 Application. 
07/12/99 Acknowledgement letter. 
07/14/99 No deficiencies letter 
07/15/99 Order entered setting procedural schedule; hearing set for 8/24. 
07/15/99 PETITION FOR LEAVE TO INTERVENE (WILLIAM ATKINSON SPRINT) 
07/16/99 Letter granting joint pet. for conf. filed 7/9/99 by GTE Corp. and Bel Atlantic. 
07/22/99 Order granting Sprint intervention 
07/22/99 MOTION TO INTERVENE (ANN LOUISE CHEUVRONT AG) 
07/26/99 Data Request Order, response due 8/9/99. 
07/26/99 FIRST DATA REQ & INTERROGATORIES (SPRINT WILLIAM ATKINSON) 
07/29/99 Order granting Attorney General intervention 
08/02/99 LETTER TO INFORM OF JEFFERY KISSELL TO REPLACE MR GRISWOLD (LARRY CALLISON GTE) 
08/09/99 JOINT RESPONSE TO SPRINTS FIRST DATA REQ & INTERROGATORIES & PETITION (LARRY 

08/09/99 RESPONSE OF JOINT APPLICANTS TO PSC ORDER OF JULY 26,99 (LARRY CALLISON GTE) 
08/16/99 DIRECT TESTIMONY OF DAVID REARDEN (WILLIAM ATKINSON SPRINTQ) 
08/20/99 REBUTTAL TESTIMONY OF JOINT APPLICANTS (GTE LARRY CALLISON) 
08/26/99 Letter granting joint pet. for conf. filed 8/9/99 by GTE Corp. and Bell Atlantic 
08/26/99 Letter granting joint pet. for conf. filed 8/9/99 by GTE Corp. &Bell Atlantic. 
08130199 BRIEF OF SPRINT COMMUNICATIONS (WILLIAM ATKINSON SPRINT) 
08/30/99 POST HEARING BRIEF OF JOINT APPLICANTS (GTE LARRY CALLISON) 
09/02/09 REPLY BRIEF OF SPRINT (WILLIAM ATKINSON S P m T )  
09/02/99 REPLY BRIEF OF JOINT APPLICANTS BELL ATLANTIC & GTE (LARRY CALLISON GTE) 
09/07/99 FINAL ORDER APPROVING MERGER OF GTE AND BELL ATLANTIC; SUBJECT TO TERMS & COND. 
09/17/99 MOTION FOR MODlFICATlON OF ORDERING PARAGRAPH 10 OF SEPT 7,99 MERGER (LARRY 

10/04/99 NOTIFICATION OF MEETING SCHEDULED FOR OCT 7,99 (LARRY CALLISON GTE) 
10/06/99 Order granting motion for modification 
10/12/99 PETITION TO INTERVENE (EDWARD BUSCWAT&T) 
104 8/99 BELL ATLANTIC/GTE RESPONSE TO OPPOSITION TO AT&T INTERVENTION REQUEST (LARRY D. 

11/10/99 Letter denying AT&Ts petition for leave to intervene. 
12/06/99 QUALITY PERFORMANCE REPORTS USING THE TWO PRIOR YRS AS A BENCHMARK(GTE LARRY 

(M) 

(M) 

(M) 

(M) 
(M) 

(M) 
(M) 
(M) 

CALLISON GTE) 

(M) 
(M) 
(M) 
(M) 

(M) 

(M) 

(MI 
(M) 

CALLISON GTE) 

CALLISON/GTE SERVICE CORP) 

(M) 
CALLISON) 

CALLISON) 
(MI 03/07/00 THREE REPORTS RESPONSIVE TO ORDERING PROVISION 3,4,& 8 OF PSC ORDER (GTE LARRY 

(M) 03/29/00 RESPONSE TO ORDER OF SEPT 7,99 (GTE LARRY CALLISON) 
(M) 07/11/00 RESPONSE TO COMMISSION'S ORDER OF OCTOBER 6,1999 (LARRY CALLISONIGTE) 
(M) 07/20/00 ADOPTION NOTICE, TARIFF (GTE LARRY CALLISON) 
(M) 07/26/00 TARIFF FILING (PHYLLIS MASTERS/GTE) 
(M) 07/28/00 REVISED TARIFF SHEET (PHYLLIS MASTERS/GTE) 
(M) 09/06/00 SECOND SIX-MONTH REPORT ON BEST PRACTICES (LARRY CALLISONNERIZON) 
(M) 10/25/00 RI3ULTS FROM FCC CARRIER-TO-CARRIER PERFORMANCE PLAN (LARRY D. CALLISONNERIZON) 
(M) 03/06/0 1 TI4 IRD SIX-MONTH REPORT ON BEST PRACTICES GARRY CALLISON/VERIZON) 
(M) O9/O7/0 I 1,nrry D Cal Ikon - Verizon South, Inc. 
(M) 03/06/02 1,arry D Callison - Verizon South, Inc. 
(M) 03/13/02 Larry D Callison - Verizon South, Inc. 

(M) 03/18/02 Larry D Callison - Verizon South, Inc. 

- Response to Commission's Order of September 7, 1999 
- Response to Order of September 7,99 - Fifth six-month report 
-Notification that Verizon has met the Promotional Resale discount 

- Response to Order of September 7,99 
nmimuni allowable quantity in the state 
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Larry D. Callison 
State Manager 
Regulatory Affairs &Tariffs 

March 6,2002 

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

Phone 859 245-1389 
Fax 859 245-1721 
larry.callison @verizon.com 

m R  4 5 2002 Mr. Thomas M. Dorman 
Executive Director PUBLIC SERVICE 
Public Service Commission COMISSION 
2 1 1 Sower Boulevard 
Frankfort, Kentucky 40602-06 15 

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 200 1. 

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

Yours truly, 

Larry D. Callison 

Enclosure 

mailto:verizon.com


Larry D. Callison 
State Manager 
Regulatory Affairs & Tariffs 

March 13,2002 

Mr. Thomas M. Dorman 
Executive Director 
Public Service Commission 
2 1 1 Sower Boulevard 
Frankfort, Kentucky 40602-0615 

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

Phone 859 245-1389 
Fax 859 245-1721 
larry.callison @verizon.com 

MAR 1 3  2002 

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 XI1 paragraph 38 of the FCC’s Bell AtlantidGTE 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, 
A 

mailto:verizon.com
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Larry D. Callison 
State Manager 
Regulatory Affairs &Tariffs 

veri,on 
P.O. Box 1650 
Lexington, KY 40588-1 650 

Phone 859.245.1389 
Fax 859.245.1721 . 
larry.callison @verizon.com 

September 7,2001 

Mr. Thomas M. Dorman 
Executive Director 
Public Service Commission 
2 1 1 Sower Boulevard 
Frankfort, Kentucb 40602-0615 

PUBLIC SERVICE 
COMMlSSlON 

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, 
A 

Enclosure 

mailto:verizon.com


Kentuckv 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: 

o Enhance the delivery of customer o Enhance product quality 
service 

Enhance the ability to compete o Improve responsiveness to 
effectively in the marketplace 

o Increase overall value for customers 

customers and service reliability 

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: 

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: 

0 The need to make changes 0 Personnel issues 

0 Training requirements 0 Resource prioritization 
to systems 
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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: 

o Live Service (Operator Services) 

Public Communications 

o Brand Management & Marketing Communications 

o Retail Marketing and Sales 

o Operations and Technology 

o Carrier Marketing 

o Network Operations 

o Public Affairs & Communications 

Q Human Resources 

o National Operations 
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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 1 Q 2001. 

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. 

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 . 
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. 

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 
1 Q2001. 

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 generationkampaign 
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 

4 



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. 

o 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. 

o 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. 

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. 

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. There are no impacts 
on Kentucky at this time. 

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

o (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(0SS) - The FCC’s approval of the Bell 
AtlantidGTE 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 

Category 
Improvement 

GTE Service Areas 
I Pre-Ordering 

Ordering - Products 

Maintenance & Repair 

Maintenance & Repair 
Electronic Bonding Interface 
(EBI) 
Change Management 
Process (CMP) 

Transport & Security 

6 

Parsed customer service record 
(CSR) Completed 1012000 
Loop Qualification - xDSL 
Completed 12/2000 
Electronic ordering of IDSL 
February 2002 
Premise Access Hours Completed 
2/2001 
EBI Interface to match Bell Atlantic 
capability available 212001 

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



Category 
Protocols 
0 Implement Digital 

Certificates for transport 
encryption and client 
authentication access 

Authentication access 
to GTE Service Areas 

0 Expand Dial up 

0 To be complete by 9/28/2001 

To be complete by 9/28/2001 
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Larry D. Callison 
State Manager 
Regulatory Affairs &Tariffs 

PO. Box 1650 
Lexington, KY 40588-1 650 

Phone 859.245.1389 
Fax 859.245.1721 
larry.callison @verizon.com 

March 6,2001 

Mr. Thomas M. Dorman 
Executive Director 
Public Service Commission 
21 1 Sower Boulevard 
Frankfort, Kentucky 40602-061 5 

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, 

Larry D. Callison 

Enclosure 

mailto:verizon.com


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 GTUBell 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. 

Orrranizational 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: 

P Enhance the delivery of customer o Enhance product quality 
service 

o Enhance the ability to compete P Improve responsiveness to 
effectively in the marketptace 

o Increase overall value for customers 

customers and service reliability 

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: 

o 
o Personnel issues 

o Training requirements 

a Resource prioritization 

The need to make changes to systems 

Using this definition and approach, the Verizon businesi 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: 

0 

0 

0 

0 

a 

0 

0 

0 

0 

0 

Operator Services 

Public Communications 

Consumer Brand Management & Marketing 

Consumer Sales 

Consumer Marketing 

Business Solutions Group 

Carrier Marketing 

Network Operations 

Public Affairs & Communications 

National Operations 
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Best Practice Initiatives - 

o Single Directory Assistance Database, involves 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; 

o 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. 

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

a Pel1 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; 

a 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 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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o 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 

o 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 Veriron operating areas beginning in 2001 ; 

o 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 ciasses scheduled to begin in lQ,  2001 at 
the request of the areas; 

o 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; 

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

o Business Partners is a structural model assigning PA&C executives 
responsibility for the internal and external communications of specific 
business units and aligning the P A X  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; 

4 



o Operations Support Systems (OSS) - The FCC's approval of the Bell 
AtlantidGTE 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 
Pre-Ordering 

Ordering - Products 
Maintenance & Repair 
Maintenance & Repair Electronic Bonding - 
Interface (EBI) 
Billing 

Billing, cont. 
Change Management Process (CMP) 

Transport & Security Protocols 
0 

0 

0 Modify Dialup Authentication access 

0 

Access provided through Dialup, Dedicated 
and Internet 
Implement Digital Certificates for transport 
encryption and client authentication access 

procedure 
Expand Dial up Authentication access to 
GTE Service Areas 

System Availability Regional Uniformity and 
Other Interfaces 
0 Uniform System Availability Operating 

Hours 
- PreOrder 
- Order 
- Maintenance 
Uniform E-91 1 ALI Database Interfaces 
- Potomac Region 

- VA, W.VA, Wash.DC 
- Maryland 

0 Uniform LlDB Process 

0 

GTE Service Areas 
Parsed customer service record (CSR) Completed 
10/2000 
Loop Qualification - xDSL Completed 12/2000 
Electronic ordering of IDSL February 2002 
Premise Access Hours Completed 2/2001 
EBI Interface to match Bell Atlantic capability 
available 212001 

Adopt the Bell Atlantic New York Change 
Management Process by 7/1/2001 

To be complete by 9/28/2001 

0 To be complete by 9/28/2001 



Larry D. Callison 
State Manager 
Regulatory Affairs &Tariffs 

EO. 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 
Public Service Commission 

RE: Results from the FCC Carrier-to-Carrier Performance Plan 
PUBLIC SERVICE 

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 AtlantidGTE 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 2!jth 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, 

f o J  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 972/7 18-3 133 



0 0 

Timeline for Federal Carrier-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 
November 27,2000 

GTE reports (Oct. data) made available to FCC, state PUCs and CLECs via web access 
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-2-0 1 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-2-0 1 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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J’ ’ * 
LARRY D. CALLISON 
STATE MANAGER 
Regulatory Affairs & Tariffs 

September 6,2000 

Mr. Thomas M. Dorman 
Executive Director 
Public Service Commission 
2 1 1 Sower Boulevard 
Frankfort, Kentucky 40602-06 15 

Verizon Communications 
P.O. Box 1650 
Lexington, KY. 405881650 

(859)245-1721 (Fax) 
(859)245-1389 

RECEIVE 

PUBLIC SERVICE 
COMMlSSlON 

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 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, 

Lany D. Callison 

Enclosure 



VERIZON 
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 approwed 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 
State Manager 
Regulatory Affairs & Tariffs 

GTE Service 
Corporation 

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

Fax: 859 245-1 721 
859 245-1 389 

July 28, 2000 

Mr. Martin J. Huelsmann 
Executive Director 
Public Service Commissi 
21 1 Sower Blvd. 
Frankfort, KY. 40602 

n 

Re: In the Matter of: Joint Application of Bell Atlantic Corporation and GTE 
Communications Corporation for Order Authorizing Transfer of Utility Control 
Case No. 99-2967 

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 03371 59.09. 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 
- 2nd 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, 

f d d  Larry D. Callison 

Attachments 



COMMOHWEALTH OF KENlUCKV 
JOHN Y. BROWN 111 

8ECRRARY OF STATE John Y. Brawrr 111 
Secretary DI Slate 
Received arid Filed 

07/20/2000 02:14 PM 
f88 Receipt: $40.00 

Fcrajne - pi 02 
APPLICATION FOR AMENDED GIRTIFICAYE OF AOTH0RI"Y 

Pursuant to the provisions of KRS Chapters 27113. 273 or 274, lhe undgdgned hereby applm for en arncnberd 
certificate of authority on behalf of the corporation nm@d below and for that purpose submits Ole following 
strtomonts: 

1. The corporation is 00 a business corporatbrr (KRS 2716). 
0 a nonprofit carporation (KRS 273). 
0 8 profoesional service corporation (KRS 274). 

3, The mporalion's name in the slate or country ol Incorporation ha$ been changed to 
Verizon Sdcct Scrvicto Inc. 

The name of the corporation to be used in Kentucky ib 
Vcrizoa Sekct Servicss Snc. 

11f''W II& rmw&b@ b r u 4  

4. The corporation's peribd af duration has bmn changed to 
No change 5. The corporation's stale or county af Incorporation has been changed to 

8. A certificate of exi6bnca duly euthenticatad by the Secretary of Stat@ sccompanles this apphUon. 

7. This application will be effective upon filing, unless a delayed effecrtive dab andlor time ib specified: 



ntucky P.S.C. Tariff No. 2 
2nd Revised Page 1 

VERIZON SELECT SERVICES INC. 

Cancels 1st Revised Page 1 

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 
State Manager 
Regulatory Affairs & Tariffs 

July 11,2000 

Mr. Martin J. Huelsmann 
Executive Director 
Kentucky Public Service Commission 
2 1 1 Sower Boulevard 
P. 0. Box 615 
Frankfort, Kentucky 40602 

6TE Service 
Corporation 

150 Rojay Drive 
KY 1 OH072 
Lexington, KY 40503 

Fax: 606 245-1721 
606 245-1389 

J'JL 11 2000 

Subject: GTEBELL 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. 
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). 

The new name for the combined company will be Verizon 

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, 

A part of GTE Corporation 

Larry D. Callison 



Larry D. Callison 
State Manager 
Regulatory Affairs & Tariffs 

March 29, 2000 

Mr. Martin J. Huelsmann 
Executive Director 
Public Service Commission 
2 1 1  Sower Boulevard 
Post Office Box 615 
Frankfort, Kentucky 40602 

GTE Service (0 corporation 

KY 1 OH072 
150 Rojay Drive 
Lexington, KY 40503 

Fax: 606 245-1 721 
606 245-1389 

RECEIVED 
MAR 2 9 2000 

PUBLIC SERVICE 
COMMISSION 

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, 1 9 9 9  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 2 4  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, 

Larry D. Callison 

Enclosure 

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



PERCENT OUT OF SERVICE TROUBLES CLEARED IN 24 HRS 

COMMlSlON OBJECTIVE: 85.0 

1997YE 1998YE AVG - - -  

PSC DAC 31 00 
PSC DAC 3103 
PSC DAC 3104 
PSC DAC 3105 

KY CENTRAL DISTRICT: 

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

KY EASTERN DISTRICT: 

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

KY WESTERN DISTRICT: 

KY TOTAL STATE: 

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. I 92.7 94.4 
90.8 88.4 89.6 

93.3 95.0 94. I 
94.8 79.5 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 5 DAYS 

COMMlSlON OBJECTIVE: 90.0 

1997YE 1998YE && 

PSC DAC 31 00 
PSC DAC 31 03 
PSC DAC 3104 
PSC DAC 3105 

KY CENTRAL DISTRICT: 

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

KY EASTERN DISTRICT: 

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

KY WESTERN DISTRICT: 

KY TOTAL STATE: 

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 



I 
NETWORK TROUBLE REPORTS/100 LINES 

COMMlSlON OBJECTIVE: 8.0 

1997YE 1998YE AVG 
PSC DAC 31 00 
PSC DAC 31 03 
PSC DAC 31 04 
PSC DAC 31 05 

KY CENTRAL DISTRICT: 

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

KY EASTERN DISTRICT: 

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

KY WESTERN DISTRICT: 

KY TOTAL STATE: 

I .4 1.6 1.5 
I .8 2.0 1.9 
2.7 3.2 2.9 
2.1 2.0 2.0 
1.6 I .8 1.7 

2.4 2.8 2.6 
2.0 2.6 2.3 
2.2 2.4 2.3 
2.6 3.2 2.9 
2.3 2.7 2.5 

1.7 1.7 1.7 
2.1 2.8 2.4 
I .5 2. I 1.8 
1.9 2.3 2.1 
2.2 1.5 1.8 
I .8 2.0 1.9 

1.8 2.1 2.0 

I / 
, 



, 

Larry D. Callison 
State Manager 
Regulatory Affairs & Tariffs 

March 7, 2000 

Mr. Martin J. Huelsmann 
Executive Director 
Public Service Commission 
2 1 1  Sower Boulevard 
Post Office Box 615 
Frankfort, Kentucky 40602 

GTE Service (m) Corporation 

KY 1 OH072 
150 Rojay Drive 
Lexington, KY 40503 

Fax: 606 245-1 721 
606 245-1 389 

PUBLIC SERVICE 
coMMIssloN 

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 deplg+ent 
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). In addition, T1 
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, 

Larry D. Callison 

Enclosures 
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Bell AtlanWGTE Merger 0 

Best Practice Report 
RE D 

March 2000- 
PUBLIC SERVICE 

COMMISSION 

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 

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 fiom all state commissions, and the FCC will be 
in a position to rule following the receipt of fmal comments due March 16,2000. 

1 
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Bell AtlantWGTE Merger 0 

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 confidential 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. 

2 



0 
Bell AtlantidGTE Merger 

0 
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 Hourly Total 

September 1999l 182 1,426 1,608 

February 2000 180 1,413 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. 

1 
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GTE/BA OET FACTOR 

KY OET FACTOR 

I 

GTE/BA BIG 3 FACTOR 

KY BIG 3 FACTOR 

I 

% REGULATED FACTOR 
% INTRASTATE FACTOR 

COMPOSITE DEPRECIATION 

PROPERTY TAX RATE 

GTE SERVICE COW. FACTOR 

KY COMMISSION ORDER 4/14/99 I 



. 1GfE  
2 
3 

4 8811 Atlank 
5 
6 

7 Combined 

8 % G E  

OTE and MI Atlantk 
Operating Expense 8 T8x Factor 

e 
wP4 

Operating Exp Tax 11,649.0 Wp621 
less Depreciation w 38880 G Wpc21 

(line 1 - line 2) 13,763.0 

Operating Exp 6 lax 24,852.4 -4-1 

(line 4 - line 5) 

less Depreciation ew - 5,864.0 wpc1 
18,988.4 

(line 3 + line 6) 

(line Mine 7)  

32,751 A 

42.096 To scheduk 6.1 cd (0) line 8 
andlbl3 



-. 

.. - (2,922.9) 

Cumulative effect of change in 
accounting principle 
Directory publishing, net of tax - 273.1 - 
Net income (loss) $2,4549 $3,402.0 $(%.8) 

Basic Earnings Per Common 
Share: 
Income before extraordinary items 
and cumulative effect of change in 
accounting principle 
Extraordinary it- 
Cumulative effect of chauge in 
accounting principle 

$3.16 $4.05 $3.70 - - S(3.83) 

- 0.35 . 
Net income (loss) $3.16 $4.40 S(0.13) 

Weighted-average shares outstanding 
775.9 773.3 764.3 (in millions) 

Diluted Earnings Per Common 
Share: 
Income before extraordinary items 
and cumulative effect of change in 
accounting principle 
Extraordinary items 
Cumulative effect of change in 
accounting principle 

Net income floss) 

Weighted-average shares - diluted 
(in millions) 

$3.13 - $4.01 $3.68 
- S(3.81) 

- 0.35 - 
$3.13 S4.36 S(0.13) 

785.5 780.1 768.2 

mu w m w m  

2 of2 9128198 7:24 i 
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' Selected Financial Data CTE Corporation and Subrmfartes 0 

a 

F k r Y V l m Y l  
(Mlllmn, d blur .  EKWI Per-ShJfe A m n Q )  1997 1996 1995 1 994 1993 clu Ram* 

R-lt, Of OpWatlMS 
Revmua .n4 UI.. 

l.oc&wrc# S 6,607 t 6.060 t 5.743 t 5,137 t 5.062 6.5% 
Nrror*ncws.rvrcr 4,923 4.61 8 4.363 4,348 4.398 1.8 
Tdl- 2,429 2.500 2.548 3,285 3,321 (7.6) 
CU1u)r mcrr  2,817 2.562 2.191 1.666 1.1 78 26.2 
m w - m  .1,507 1.527 1.383 1,372 1.438 1.6 
hurrrlcrranasur 4,977 4.072 3.729 3.720 3.935 1 .8 

Taw - .nd uIa 23.260 21.339 19.957 19,528 19.332 3.5 
c c a o t ~ m e ~ ~  8.071 7.537 7,677 7 I 048 1.8 

4.010 3.689 3,667 3,817 2.4 
3.770 3.675 3.432 3.419 3.5 - - - 1.84oY - 

OP-unO 1- 5.61 1 5.488 5.056 4.752 2,40ay 12.7 

s u n g  and dmhlswatlvo 
Rprrwa and uriatiuuon 

-ng- 

02,794' 
2.794 

2.92- 
2.92 

2.90 
2.90 
1.88 
8.39 

958 

42.142 

14,494 
8.038 
6,244 
5,128 

37.6% 
14.5% 

7.433 
36.5% 

26,857 
122 

114 

2.798 
2.798 

2.89 
2.89 

2.88 
2.88 
1.88 
1.62 

969 

38.422 

13.210 
7.336 
5,899 
4.088 

40.2% 
15.6% 

6.960 
38.1% 

24.395 
122 

102 

2.538 
(2.1 44P 

2.62 
(2.21)W 

2.61 
(2.20) 
1.88 
7.0SW 

970 

37.019W 

12.744 
6.87lY 
5.033 
4,034 

(20.3)% 
(4.2)% 

10.539 
37.9%W 

27.1 50 
137 

106 

2.441 
2.441 

2.55 
2.55 

2.54 
2.54 
1.88 

10.85 

958 

42.500 

12.236 
10.483 
4.740 
4.192 

24.8% 
13.1% 

9.838 
46.2% 

25.647 
139 

111 

972 
882@' 

1.03 
.93m 

1.03 
.93 

1.85 
9.96 

945 

41,575 

13,103 
9.593 
5.373 
3.893 

8.8% 
6.9% 

10.030 
42.6% 

27.322 
135 

117 
94 

17.1 
- 

15.8 
- 

15.8 

1.1 
(6.6) 

1.1 

(1.1) 

- 

. 4  
(6.5) 
4 .7  
4 .3  

- 
- 

(5.3) 

(1 4 )  
(4 6) 

(3.0) 
12.6)  

- 

Unlw 94 83 85 89 . .  

lntemational operations (Included above)" 
Rm- M d  Sal.. S 2.902 f 2.711 S 2.411 t 2.403 t 2.420 4 0  
I=- o o f m  anraardinav ch.po.. 366 339 206 265 32 1 5 2  
Tour ..YU 6,877 6.51 6 5.808 5.727 5.449 5 4  

Na- IO seiecicd Financial O m  appear on p a p  19 



Kentuckv Operatinq 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. 

Kentuckv Operatinq 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. 
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Operating Expense and Tax Factors 
I 

s3YJwwE 
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 - 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 NORTH - GTE PENN - PENNSYLVANIA 

GTE KENTUCKY 

GTE NORTH CAROLINA 
GTE SOUTH - KENTUCKY 

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 

CONPlDCNTlAL 



Operating Expense and Tax Factors 

3luwcuE 
i 

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 SYSTEM OF INDIANA 
GTE SYSTEM OF MICHIGAN 
MICRONESIA 
GTEDS - CITIZENS 
SUPPLY - cz 

GTE SOUTH - ILLINOIS 

- PCS (ACCTG INV.) 
GTECC 
GTEL 
SUPPLY 

Total 

CONP8DENTlAL 
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L e 
1997 Data 
Total Company 

Total Bell 
Account GTE Atlantic NYNW 

Total of 621x 
Total of 622x 

Total of 623x 

Total of 63xx 

Total of 64xx 

Total of 653x 

Total of 661x 

Total of 662x 

621 1 
6212 
621 5 
6210 
6220 
6231 
6232 
6230 
631 1 
6341 
6351 
6362 
6310 
641 1 
6421 
6422 
6423 
6424 
6425 
6426 
6431 
6441 
6410 
6531 
6532 
6533 
6534 
6535 
6530 
661 1 
681 2 
661 3 
6610 
6621 
6622 
6623 
6620 

-37,352 
455,956 

7,820 
426,418 

6,490 
4,121 

59,581 
63,701 

158,986 
57,787 
79,727 

284,180 
580,686 
53,558 

21 7,708 
43,958 

280,640 
256 
168 

2,109 
2,965 
3,981 

606,362 
61,485 

163,001 
162,836 
237,466 
78,807 

703,591 
170,041 
362,910 
104,831 
637,781 
63,445 

140,947 
680,707 
886,092 

-- 
55,969 43,734 

2323 96 387,035 
94 356 

288,269 431,124 
12,121 1,941 
2,429 2,611 

140,194 158,365 
142,623 16Q,W7 

0 0 
0 0 

41,462 53,067 
41 5,361 329,127 
468,821 382,193 
69,755 28,414 

490,091 750,574 
71,098 137,205 

236,662 64,276 
94 1,168 
0 0 

3,171 32,547 
0 3,500 

18,985 89,277 
889,865 1,108,961 
62,627 84,963 
94,929 157,817 

279,869 316,432 
172,876 278,133 
206,718 200,782 
817,019 1,038,130 
164,084 286,411 
200,811 250,433 
79,440 90,065 
444,334 626,909 
47,602 81,910 

305,982 138,960 
802,000 887,41 5 

1,165,680 1,108,296 

Total Big 3 expenses 3,909,108 4,206,612 4,856,630 

- 
99,703 

61 9,231 
450 

719,383 
14,062 
5,040 

298,559 
303,600 

0 
0 

94,529 
744,488 
839,014 
98,169 

1240.665 
208,303 
300,938 

1,262 
0 

35,718 
3,500 

108,262 
l IW,8l6 

147,590 
252,746 
596,301 
451,009 
407,500 

1aS8,149 
450,495 
451,244 
169,505 

1,071,243 
12931 2 
444,951 

1,669,415 
2,263,675 

- 
62,351 

1,075,187 
8,270 

1 ,lrS,798 
20,562 
9,161 

358,140 
367,301 
158,986 
57,787 

174,256 
1,028,668 
1,419,7oO 

151,727 
1,458,373 

252,261 
581,578 

1,518 
168 

37,827 
6,465 

1 12,243 
2,602,168 

209,075 
415,747 
7593 37 
688,475 
486,307 

620,536 
814,154 
274,336 

1,709,024 
192,957 
585,898 

2,3703 22 
3,148,967 

&668,740 

9,063,142 12,972,260 

'?4 GTE of 
TOM - 

3722% 
31.58% 

17.34% 

40.90% 

23.26% 

n.soo/r 

37.32% 

28.11% 

30.13% 

CONFl DENTI AL 
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Kentuckv Bia 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. 
i 
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ANNUAL REPORT 

OF 

a 

GTE SOUTH INCORPORATED - KENTUCKY OPERATIONS 
Exact Legal Name of Reporting Utility 

4100 Roxboro Road 
Durham, NC 27704 

(Address of Utility) 

TO THE 

PUBLIC SERWCE COMMISSION 

OF THE 

COMMONWEALTH OF KENTUCKY 

FOR THE CALENDAR YEAR ENDED DECEMBER 31,1998 



s 
P 
E 
ti 
0 

A- 



a 
W 



e 

e 

3 
f3 

f 
f 

0 
I- 

c 

? 

v) 
W 
3 
3 







i 

I .  



N N  

PB 

N N  

z z  8 %  

N N  

z z  8 %  

c y N  

Z Z  
8 8  

N N  

Z Z  
Q Q  

N N  

i i  

0 

0 

0 

0 

0 

b 





a 
2 
t- 



e 

0 

I cy- 





a 
0 

8 
f 
4 
0 

g, 
o x  

a 
I. r 
c 
c 





a 

1W llN301JN03 





e 

8 

-TVuNadldN03 

o w -  f 

#i w 



. - ~ I . _ . i -  . ...... . . . . . . . . . .  . . . .  ............ _ _  . .  

I -. =-I__ -.I..". ~-.~. .............. .... _ ........ . .  

. , .  _ . . . . .  

. . .  .................. . _.. ....... . .  ........... . 



.... .--*a ==- ... ......-.. ....... ."",, ... . . , ~ .  ..... ......... . . . . . . . . .  -. ., ........ 

.... .............. " ,.-. .. . . . . . . . . . .  - . -- ..._......- ........ 



c 

. .. -. 
. .  , .. '. 37  .. ', , 

. .  

COMMONWLTH OF KENTUCKY . .  ,.. I . . .  , . .  . . .  . _. . . 
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In the Matter of: 

JOINT APPLICATION OF BELL 1 

AUTHORIZING TRANSFER OF ) 
UTILITY CONTROL 1 

ATLANTIC CORPORATION AND 
GTE CORPORATION FOR ORDER ) .--'."" CASE NO. 98-519 

O R D E R  

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 GTEs 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, GTEs 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. 



a 
. . . . . . .  . . . .  

Joint Applicants must meet the standards set forth in both KRS 278.020(4) and 
. . .  < .  . 

. . 
? '  

provide reasonable service." Section5 states that the Commission shall approve a 

proposed acquisition when it finds that the transfer is "made in accordance with law for 

a proper purpose and is consistent with the public interest." In the absence of mutually 

:.. ... 

. . . .  . . . .  . . . . . .  . .  . .  . . . . .  - .I ;a. .':l . . . . . . .  . . .  I..*. 

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 standards. 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 refile their 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 



I .. _, 

advanced s e r v e  is'one"beneIit of the merger.. In any refiling, they must identi@ 

~ e speiicati j 

, 
I I .. 
I 

- .  
. .  

, .  
. .  

I .  . .  result of'& . .  , 

introduce in its Kentucky market. In addition, Joint Applicants have indicated that 

bundling or packaging of services will be made available to Kentuckians as a resutt of 

the merger. A refiling is expected to specify which services will be packaged and to 

. .  

. . . . . . . . . . .  . >, . . _ .  . _ .  ... . .  . , .  

explain why such packaging is not available from GTE alone. 

2. In any refiling, Joint Applicants must specify the mechanisms and 

safeguards which they will employ to ensure that service quality does not erode in 

Kentucky. These specifications must include GTEs 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 intedATA 

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. 

-.- 



. 

5. The Commission is concerned about the market power which may be 
.-. _.. @ exercised as a 'resuit' of the 'merger -of GTE and Bell Atlank and its effect on 

.,. .. . . .  . . . . .~ , :., . . .  , . -  ,..... 

Applicants state, enter the Louisville local exchange market within eighteen months of 

merger consummation. The applicants have not, however, addressed the benefits such 

competition would bring to GTEs incumbent local exchange customers and 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 abiltty 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 inappropriate market power in Kentucky. 

*n .'I + h- 

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 level7-- 

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. 

I -* 

.- 



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 

Atlantic 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'h day of April, 1999. 

By the Commission 

ATTEST: 

Executive Director 

I @  
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e .Attached is reference material examined by .Mr. Shuell. Workpaper 3- 
1, is from Hackett Benchmarking Study in which CTE particpated. 
Workpapers 3-2 and 3-3 are additional reference documents reviewed 
by 3fr. Shuell. 
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Attached is an Analysis prepared by Mercer Management Consulting. 
This statistical analysis was reviewed by Mr. Shuell. 
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/ 
Revenue Synergies 

I 
, i (S in billions) 

I 
Annual Revenue Run Rate 

I 

Year 1 Year 2 
Value-added Sewices . $0.1 $02  

Long Distance $0.3 $0.5 
-8dPnctdCas 

-High End Business Bundle . 
Enhanced Data - Full Suite of Services 

$0.3 $0.5 

Totai Revenue $0.7 $1 e 2  
EBIT Q 25% Margin $0.2 $0.3 

Year 3 
$0.2 

$0.8 

$1 -0 

$2.0 
. $0.5 

Notes: 

. 

. I  



I 

_ _  

Expense Synergies 
Annual Expense Run Rate (S in billions) 

Year 1 Year 2 
Corp. Overheads $0.2 $0.4 - Staff Consolidation 
Information S stems - $0.1 

$0.1 $02 LO Transport 

Wireless $0.1 $0.2 

Operational Savings - $0.1 

Total Expense $0.6 $1 03 

-EbWnatcs x edundmde8 

-BEL raflic on O E  W Nelwork 

-Margin Improvement 

- Pmduct Development 

- Punhasing Levetago 
Procurement / Other $02 $0.3 

Year 3 
$0.5 

$0.3 

$0.2 

$0.3 

$0.4 

$2.0 

Notes: 

' I  
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Attached workpaper was prepared by t'.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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CASE 
NUMBER: 
77-m) 



~~ 

KY. PUBLIC SERVICE COMMISSION 

Index for Case: 1999-00296 

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 

AS OF : 12/19/02 

SEQ 
NBR 

1 
2 
3 
4 
5 
6 
7 
8 
9 
10 
1 1  
12 
13 

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 

Date Remarks 

07/09/99 Application. 
07/12/99 Acknowledgement letter. 
07/14/99 No deficiencies letter 
07/15/99 Order entered setting procedural schedule; hearing set for 8/24. 
07/15/99 PETITION FOR LEAVE TO INTERVENE (WILLIAM ATKINSON SPRINT) 
07/16/99 Letter granting joint pet. for conf. filed 7/9/99 by GTE Cop. and Bel Atlantic. 
07/22/99 Order granting Sprint intervention 
07/22/99 MOTION TO INTERVENE (ANN LOUISE CHEWRONT AG) 
07/26/99 Data Request Order, response due 8/9/99. 
07/26/99 FIRST DATA REQ & INTERROGATORIES (SPRINT WILLIAM ATKINSON) 
07/29/99 Order granting Attorney General intervention 
08/02/99 LETTER TO INFORM OF JEFFERY KISSELL TO REPLACE MR GRISWOLD (LARRY CALLISON GTE) 
08/09/99 JOINT RESPONSE TO SPRINTS FIRST DATA REQ & INTERROGATORIES & PETITION (LARRY CALLISON 

GTE) 
08/09/99 RESPONSE OF JOINT APPLICANTS TO PSC ORDER OF JULY 26,99 (LARRY CALLISON GTE) 
08/16/99 DIRECT TESTIMONY OF DAVID REARDEN (WILLIAM ATKINSON SPRINTQ) 
08/20/99 REBUTTAL TESTIMONY OF JOINT APPLICANTS (GTE LARRY CALLISON) 
08/26/99 Letter granting joint pet. for conf. filed 8/9/99 by GTE Corp. and Bell Atlantic 
08/26/99 Letter granting joint pet. for conf. filed 8/9/99 by GTE Corp. & Bell Atlantic. 
08/30/99 BRIEF OF SPRINT COMMUNICATIONS (WILLIAM ATKINSON SPRINT) 
08/30/99 POST HEARING BRIEF OF JOINT APPLICANTS (GTE LARRY CALLISON) 
09/02/99 REPLY BRIEF OF SPRINT (WILLIAM ATKINSON SPRINT) 
09/02/99 REPLY BRIEF OF JOINT APPLICANTS BELL ATLANTIC & GTE (LARRY CALLISON GTE) 
09/07/99 FINAL ORDER APPROVING MERGER OF GTE AND BELL ATLANTIC; SUBJECT TO TERMS & COND. 
09/17/99 MOTION FOR MODIFICATION OF ORDERING PARAGRAPH 10 OF SEPT 7,99 MERGER (LARRY 

CALLISON GTE) 
10/04/99 NOTIFICATION OF MEETING SCHEDULED FOR OCT 7,99 (LARRY CALLISON GTE) 
10/06/99 Order granting motion for modification 
10/12/99 PETITION TO INTERVENE (EDWARD BUSCWAT&T) 
10/18/99 BELL ATLANTUGTE RESPONSE TO OPPOSITION TO AT&T INTERVENTION REQUEST (LARRY D. 

CALLISON/GTE SERVICE CORP) 
11/10/99 Letter denying AT&T's petition for leave to intervene. 
12/06/99 QUALITY PERFORMANCE REPORTS USING THE TWO PRIOR YRS AS A BENCHMARK (GTE LARRY 

CALLISON) 
03/07/00 THREE REPORTS RESPONSIVE TO ORDERING PROVISION 3,4,& 8 OF PSC ORDER (GTE LARRY 

CALLISON) 
03/29/00 RESPONSE TO ORDER OF SEPT 7,99 (GTE LARRY CALLISON) 
07/11/00 RESPONSE TO COMMISSION'S ORDER OF OCTOBER 6, 1999 (LARRY CALLISON/GTE) 
07/20/00 ADOPTION NOTICE, TARIFF (GTE LARRY CALLISON) 
07/26/00 TARIFF FILING (PHYLLIS MASTERYGTE) 
07/28/00 REVISED TARIFF SHEET (PHYLLIS MASTERSETE) 
09/06/00 SECOND SIX-MONTH REPORT ON BEST PRACTICES (LARRY CALLISONNERIZON) 

03/06/0 1 THIRD SIX-MONTH REPORT ON BEST PRACTICES (LARRY CALLISONNERIZON) 
10/25/00 RESULTS FROM FCC CARRIER-TO-CARRIER PERFORMANCE PLAN (LARRY D. CALLISONNERIZON) 

Index for Case: 1999-00296 Page 1 



0 
l.4 {g -- (M) 09/07/01 Larry D Callison - Verizon South, Inc. - Response to Commission's Order of September 7, 1999 .-- _. 

41 
42 

43 
44 

(M) 
(M) 

(M) 
(M) 

03/06/02 Larry D Callison - Verizon South, Inc. - Response to Order of September 7,99 - Fifth six-month report 
03/13/02 Larry D Callison - Verizon South, Inc. - Notification that Verizon has met the Promotional Resale discount maximum 

allowable quantity in the state 
03/18/02 Larry D Callison - Verizon South, Inc. - Response to Order of September 7,99 
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 e 
230 Lexington Green Circle 
P. 0. Box 1650 
Lexington, KY 40588 

Stephen R. Byars 
Vice President - External Affairs 

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

October 8,2002 

Mr. Thomas M. Dorman 
Executive Director 
Kentucky Public Service Commission 
2 1 1 Sower Boulevard 
P.O. Box 615 
Frankfort, KY 40602 

Re: PSC Case No. 1999-00296 

A l l r E l  

Dear Mr. Dorman: 

Kentucky ALLTEL (“ALLTEL”) received a 1etter.fiom 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, 

c: Dale Wright 
Carolyn Jones 



Larry D. Callison 
State Manager 
Regulatory Affairs & Tariffs 

March 30,2001 

Mr. Thomas M. Dorman 
Executive Director 
Public Service Commission 
2 1 1 Sower Boulevard 
Frankfort, Kentucky 40602-0615 

MAR 0 6 2002 

PUBLIC SERVICE 
COMMISSION 

PO. Box 1650 
Lexington, KY 40588-1650 

Phone 859 245-1389 
Fax 859 245-1721 
larry.callison @verizon.com 

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 (“Commi~sion’~), 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, 

Lany D. Callison 

Enclosure 

mailto:verizon.com


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. 

Orqanizational 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 

a Enhance the ability to compete o Improve responsiveness to 
effectively in the marketplace 

a Increase overall value for customers 

customers and service reliability 

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: 

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. 

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

0 The need to make changes Personnel issues 

0 Training requirements 0 Resource prioritization 
to systems 
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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: 

0 

R 

0 

0 

0 

0 

0 

0 

R 

0 

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 

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 Bell 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 
1 Q2001. 

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, 

P 
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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 generationkampaign 
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. 



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. 

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 most 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, targeted for early 2002. 

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. 

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. 

Public Affairs & Communication (PAW) 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 
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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. 

CentredCentraNET 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 
AtlantidGTE 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: 



Category 
Pre-Ordering 

GTE Service Areas 
Parsed customer service record (CSR) Completed 
10/2000 

Ordering - Products 
Maintenance & Repair 
Maintenance & Repair Electronic Bonding 

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

Loop Qualification - xDSL Completed 12/2000 
Electronic ordering of IDSL Available 12/2000 
Premise Access Hours Completed 2/2001 
EBI Interface to match Bell Atlantic capability 
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Interface (EBI) 
Change Management Process (CMP) 

Transport & Security Protocols 
0 

0 

Implement Digital Certificates for transport 
encryption and client authentication access 
Expand Dial up Authentication access to 
GTE Service Areas 

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

0 Completed 9/4/2001 (Note 1) 

0 Completed 7/6/2001 


