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FRONTIER TELEPHONE OF ROCHESTER, INC.
First Quarter 2001 Service Quality Report

SUMMARY

Thi s menorandum descri bes the quality of tel ephone
service provided by Frontier Tel ephone of Rochester, Inc. during
the first quarter of 2001, and the conpany's success in attaining
its revised Open Market Plan service quality targets.¥ FTR
achi eved an Objective Level performance of 98.3% for the first
quarter of 2001, conpared to 97.1% for cal endar year 2000. This
is significantly better than the target performance |evel of at
| east 89.0% as specified in the Open Market Plan for 2001. The
conpany was al so better than the Public Service Comm ssion
Conpl ai nt targets on both a 12 and 24 nonth average basis.
Service quality during the first quarter net service standard
performance | evels, and the conpany is on pace to neet its year
2001 Open Market Plan service quality targets.

Y A description of the service nmetrics appears in Appendi x A
A glossary of terns that may be unfam liar appears in
Appendi x B.
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BACKGROUND
Fronti er Tel ephone of Rochester, Inc. (FTR) serves
530, 955 access lines from44 central offices. It is the second

| argest incunbent |ocal exchange carrier in the state after
Verizon New York Inc. (Verizon), and serves approxi mately 4.2% of
the total lines in the state. Because FTRis classified as a

| arge conpany (i.e., serving nore than 500,000 access |ines)
under the Commission’s recently revised service standards,? it
reports on all netrics addressed in the Conm ssion's service
standards. Conpani es serving fewer access |lines do not have to
report on all netrics.

FTR is operating under an incentive regul ation plan,
called the Open Market Plan (OWP, or the Plan), for the period
January 1, 1995 t hrough Decenber 31, 2004. Service performance
requi renents of the OW are based on the Conmmi ssion’s service
standards previous to their recent nodification. Measurenents on
this basis wll continue as specified in the Plan unless it is
nodi fied or term nated as di scussed below. The OW, as nodified
in Cctober 1998 and March 2000%, requires the conpany to provide
(bj ective Level service at |least 89% of the tine on all the
metrics of the Commi ssion's service standards in 2001. The Pl an
al so stipulates an upper Iimt of no nore than one Surveill ance
Level Failure (three consecutive nonths or nore of poor service
performance for any service standard) in any cal endar year of the
Plan. Finally, the Plan defines acceptable |imts for custoner
conplaints to the Comm ssion, and requires the conpany to perform
annual custoner satisfaction surveys.

If these requirenents are not satisfied, the conpany
incurs penalties consisting of:

i Title 16 NYCRR 603, as nodified October 6, 2000 in Case 97-
C- 01309.

2/ Cases 93-C-0103, et al., Oder Approving Proposed
Modi fications to the Open Market Plan (issued Cctober 16,
1998).
Opi nion No. 00-4, Opinion and Order Establishing New Terns
of Open Market Plan and Rate Plan (issued and effective
March 30, 2000)
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1. Arebate to consunmers of $9 million if it fails to
attain the percent Objective targets in each year
and,

2. Arebate to consuners of up to one half of one
percent of total l|local service and intrastate tol
revenue (approximately $1 mllion) if it fails to
meet the other service quality targets of the OW

The conpany incurred penalties in 1996, 1997, and 1998
for poor service quality performance and paid rebates to its
custoners. Service inproved significantly for 1999 and the
i nprovenent has been maintai ned during 2000 such that no rebates
have been necessary, and the Conm ssion commended the conpany for
its performance in two out of its three operating districts in
bot h years.

Failure to neet the OW service quality targets al so
requires that the conpany w thhold quarterly dividend paynments to
its parent, Frontier Corporation, Inc. FTR had been w t hhol di ng
such paynents since the beginning of 1997. On Cctober 18, 2000,
the Comm ssion allowed FTR to resune dividend paynents to its
parent conpany. ¥

On January 19, 2001, FTR filed a petition seeking a
wai ver fromthe reporting requirenents of the Conm ssion’s
recently revised service standards for the remaini ng period of
the Plan. It proposes to continue reporting service results
consistent wwth its Plan requirenents, and the Conm ssion’s
service standards prior to their nodification on October 6, 2000.
This petition is being reviewed by staff. Al FTR service
performance in this nmenorandumis on the basis of FTR s Plan and
the service standards prior to the Cctober revision.

1 Cases 93-C-0103 and 93-C-0033, O der Mdifying Open Market
Pl an, (issued and effective October 18, 2000).
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DISCUSSION
For the first quarter of 2001, FTR achieved a 98.3%

(bj ective Level performance for all netrics, and is neeting, by a

wide margin, its 2001 cal endar year OW goal of 89.0% The 98. 3%
I evel for the first quarter conpares to a 97.1% bj ective Leve
performance for all of 2000. The followng chart illustrates the

conpany's performance for 2001 thus far relative to its year-end

2001

OW service goals for all nmetrics and conplaints to the

Depart ment of Public Service (PSC conplaints).?Y

OMP Measurement Year-to-Date Calendar Comment
Cateqory Year 2001
2001 OMP Goal
% (bj ective Level
Measures — All Metrics 98. 3% =>89% bj ective
Level Met
PSC Conpl aint Rate — 12

nmont h aver age per

100, 000 | i nes? 3.30 =<4.7 Obj ecti ve
Level Met

PSC Conpl aint Rate - 24

nmont h aver age per

100, 000 Iines 3.52 =<7.4 bj ective
Level Met

Nurmber of Surveill ance
Level Failures 0 =<1 bj ective

Level Met

Appendi x C, attached, shows the conpany's perfornmance on al
service netrics for the fourth quarter of 2000 as conpared
to the fourth quarter of 1999, including those not
specifically addressed in the OWP.

This represents a nonthly rate per 100,000 lines. In
order to conpare it to the PSC Conplaint Rate at the
bottom of Appendix C, it is necessary to multiply it by
12 (nonths), and divide it by 100.
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FTR thus far in 2001 has achieved bjective Level
service for at least 89% of its neasurenent opportunities, has
not had nore than one Surveillance Level Failure, has averaged
PSC conplaint rates of 4.7 or fewer conplaints per 100,000 access
lines per nmonth for the last 12 nonths, and 7.4 or fewer
conpl ai nts per 100,000 access lines per nonth for the last 24
nont hs.

During the first quarter of 2001, FTR custoners
regi stered 27 conplaints with the Conm ssion, conpared to 26 for
the sane period in 2000. For all of 2000, FTR custoners
regi stered 214 conplaints. FTR s conplaint rate neets Conm ssion
obj ecti ves.

PSC Complaint Rate
Incumbent Company 12 Months Ending 3/31/01
FTR 0. 40
Veri zon 0.51
Al O her
Conmpani es 0. 24

Conmpl ai nt rate shows the nunber of conplaints per
1,000 access lines. The (bjective level is 0.5.
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CONCLUSION

Frontier Tel ephone of Rochester is on pace to attain
its bjective Level OW goal for the year 2001. In addition,
service performance for the first quarter of this year was
generally equal to performance during the same quarter of 2000.
Staff will continue to nonitor the conpany's progress toward
attaining OMP Objective Level performance for the rest of 2001.
This nmenorandumis for informational purposes only. No action is
required.

Respectful ly submtted,

BRUCE J. M LLER
Seni or Val uati on Engi neer

Revi ewed by,

DENNI S F. TARATUS
Chi ef
Ofice of Communi cati ons

SAUL ABRAMS
Assi st ant Counsel

Approved by,

ALLAN H. BAUSBACK
Di rector
Ofice of Conmmuni cati ons

Att achment s
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OVERVIEW OF SERVICE QUALITY MEASUREMENT

The primary criteria for measuring tel ephone service
quality are the Tel ephone Service Standards, which were adopted
by the Commi ssion in 1973 (Opinion No. 73-40, Case 26158) and
revised in 1989, 1991, and 2000. The Service Standards appear as
Part 603 of 16 NYCRR and require neasurenment of service quality
in four separate categories: 1) Mintenance Service, 2) Dial-Line
Service, 3) Answer Tine Performance, and 4) Installation Service.
Staff receives nonthly reports of various service neasurenents in
t hese categories which are analyzed to evaluate the | evel of
service quality delivered to consuners.

The Open Market Plan is based on service performance
standards as stated in the rules prior to the substanti al
revisions adopted in October 2000. On January 19, 2001, FTR
filed a petition seeking a waiver fromthe reporting requirenents
as specified in the recently revised service standards for the
remai ning period of its incentive plan. The conpany proposes to
continue reporting service results consistent with its Pl an
requi renents, and the Conm ssion’s service standards prior to
their nodification on October 6, 2000. Pending disposition of
this petition, FTRis only reporting service results consistent
wth its OW, and the pre-2000 service standards. The
description that follows is consistent with the standards prior
to the October 2000 revisions.

The Tel ephone Service Standards enjoin tel ephone
utilities to strive to attain Cbjective Level service. Objective
Level s are specifically defined by the Standards and descri bed as
a |level of service which represents good quality service to
consuners. On the low end of the service scale, the Standards
enpl oy the term "Wakspot Level" to denote a | evel of service
bel ow whi ch i nmedi ate anal ysis and corrective action may be
required. Three or nore consecutive nonths of Wakspot results
are usually considered a Surveill ance Level Failure, and requires
the filing of a Service Inquiry Report (i.e., a plan of
corrective action) by the serving conpany, and a report to the
Comm ssion by Staff. At the end of this Appendix is an excer pt
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fromthe pre-2000 version of the Service Standards, which shows
t he mandat ed Obj ective and Wakspot Levels.
Mai nt enance Service

Mai nt enance service i s synonynous with repair or

network reliability service. The nost inportant neasurenent of
mai nt enance service is the Custonmer Trouble Report Rate which is
expressed as the nunber of consuner trouble reports to a carrier
per 100 access lines per nonth. The trouble report rate is a
direct indication of the tel ephone service provided to consuners.
The Tel ephone Service Standards set an Objective Level
for nonthly custoner trouble report rate as 4.2 trouble reports
per 100 access lines in each central office switching entity.
O her nmeasurenents of mai ntenance service cover the clearing tine
on out-of-service troubles and the percentage of nissed repair
appoi nt nent s.
I nstall ati on Service
Installation Service relates to the ability of the

utilities to conplete custoner orders for new, or upgraded
service. The primary service indicators for Installation Service
are the Percentage of Regular Orders Conpleted Wthin Five

Busi ness Days and Percent Regul ar Appoi ntments Not Met.

Answer Tinme Performance/ Cust oner Contact Service

This category relates to the ability of custoners to
contact the tel ephone conpany for new service, for reporting a
trouble condition, directory assistance, or other operator
assisted calls. Customer Contact Service is neasured separately
for each type of conpany service requiring interface with the
public. Thus, data is reviewed separately for answer perfornmance
on calls to repair service, business offices, directory
assi stance, intercept, and | ocal operator assistance services.
O her Service Indicators

Measurenents of other service indicators not included
in the Service Standards (some of which are reported by the
t el ephone conpani es), and reviewed by Staff on a nonthly basis.

Exanpl es include the nunber and/or rate of consuner conplaints to
t he Conmi ssion and coin tel ephone servi ce.

2
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SERVICE QUALITY MEASUREMENTS

SERVICE RATINGS
SERVICE ELEMENT REPORT NOMENCLATURE OBJECTIVE WEAKSPOT

MAINTENANCE SERVICE: (1)

Customer Trouble Report Rate Report per 100 access lines 0.0 - 4.2 Over 7.0
Missed Repair Appointments Percentage of missed appointments 0.0 - 100 Over 15.0
Out-Of-Service Clearing Time Percentage of OOS over 24 hours 0.0 - 200 Over 30.0

INSTALLATION PERFORMANCE: (2)
Regular Installations Percentage installed within 5 days 85.0 - 100.0 Below 70.0
Installation Appointments Percentage missed 0.0 - 3.0 Over 10.0

ANSWERING TIME PERFORMANCE: (3)

Business Office Percentage answered within 20 seconds 90.0 - 100.0 Below 85.0
Business Office Percentage all positions busy 0.0 - 100 Over 15.0
Repair Service Bureau Percentage answered within 20 seconds 90.0 - 100.0 Below 85.0
Repair Service Bureau Average answer time (seconds) 120 - 16.0 Over 27.0
Directory Assistance Percentage answered within 10 seconds 86.0 - 100.0 Below 83.7
Directory Assistance Average answer time (seconds) 0.0 - 6.3 Over 6.9
Intercept Percentage answered within 10 seconds 86.0 - 100.0 Below 83.7
Intercept Average answer time (seconds) 0.0 - 6.3 Over 6.9
Toll & Assistance Percentage answered within 10 seconds 90.8 - 100.0 Below 87.5
Toll & Assistance Average answer time (seconds) 0.0 - 2.0 Over 4.1

1. Overall Customer Trouble Report Rate results shall be reported at the central office entity level. All other Maintenance Service
results shall be reported at the appropriate maintenance administrative entity level.

2. All Installation Performance results shall be reported at the appropriate installation administrative level and shall exclude those
instances where the subscriber requests a later date or where substantial construction is required.

3. All Answering Time Performance results shall be reported at the appropriate administrative entity levels.
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d ossary
CLEC Conpeti ng Local Exchange Carrier - Any one of
many | ocal exchange carriers (LEC) conpeting
with an incunbent LEC. It may be reselling

t he incunbent carrier's services or be
providing service via its own facilities.

| LEC | ncunbent | ocal exchange carrier - Any one of
the 40 traditional, full service, facilities-
based, wireline tel ephone carriers providing
| ocal exchange tel ephone service as of
February, 1996.

| ncentive Rate A net hod of regulation that substitutes for

Pl an rate base regul ation wherein the carrier
agreeing to such a plan is generally all owed
the ability to earn a higher rate of return
than would normal |y be all owed under rate
base regul ation in exchange for certain
guarantees to the regul ator such as no change
in rates over a given period of tinme, and a
| evel of service quality that, if not net,
woul d result in rebates to consuners.

| nt er cept The process of redirecting a tel ephone cal
to an operator or to a recording to another
t el ephone nunber or nessage.

LEC Local Exchange Carrier - A term designating
the group of carriers providing |ocal
exchange tel ephone service consistent with
the Comm ssion's requirenents for such
carriers. It includes all |ILECs and CLEGCs.

bj ective Level A |l evel of tel ephone service quality
per formance representing good service to
consuners that |ocal exchange carriers are to
strive to consistently attain as defined in
Title 16 NYCRR, Part 603.12(b).

owP Open Market Plan - An incentive rate plan
specific to Frontier Tel ephone of Rochester,
the former Rochester Tel ephone Conpany.

PRP Performance Rate Plan - An incentive rate
pl an specific to Verizon New York, Inc., the
former New York Tel ephone Conpany.

PSC Conpl ai nts Consuner conplaints filed directly with the
Publ i c Service Conm ssion agai nst tel ephone
conpani es.
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Rat e Base
Regul ati on

Resel | er

Surveil |l ance Level
Fail ure

Weakspot Level

A net hod of regulation that determ nes the
allowed rate of return for a carrier based on
its level of investnent and expenses.

A certified carrier that uses the facilities
of another carrier to provide services to
CONSUNers.

Consi stent tel ephone service quality
performance at the Wakspot Level for three
or nore nonths in a row requiring the | ocal
exchange carrier to submt a corrective
action plan to Comm ssion staff as defined in
Title 16 NYCRR, Part 603.13.

A |l evel of tel ephone service quality

per f or mance bel ow whi ch i mredi ate anal ysi s
and corrective action may be required as
defined in Title 16 NYCRR, Part 603.12(c).
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The following chart
performance in the first quarter

the first quarter of 2001:

conpares FTR s

Appendi x C

service quality

of 2000 with its performance in

Measurement Category 10700 10/01 Comparison
% (bj ective Level, Custoner 97. 0% 98. 5% Better
Troubl e Report Rate
% Weakspot, Custoner 1. 5% 0.8% Better
Troubl e Report Rate
% Obj ective, Mssed Repair 100. 0% | 100. 0% Sanme
Appoi nt ment s
% Weakspot, M ssed Repair 0. 0% 0. 0% Samne
Appoi nt ment s
% Obj ective, Qut-of-Service 100. 0% 88. 9% Wor se
Over 24 Hours
% Weakspot, Qut-of-Service 0. 0% 0. 0% Sanme
Over 24 Hours
Busi ness O fice Answer Tinme 100. 0% | 100. 0% Sanme
% (bj ective Level
Busi ness O fice Answer Tinme 0. 0% 0. 0% Sanme
% Weakspot
Repair Service Answer Tine 100. 0% | 100. 0% Samne
% (bj ective Level
Repair Service Answer Tine 0. 0% 0. 0% Samne
% Weakspot
M ssed Installation 83. 3% 100. 0% Better
Appoi ntments % Qbj ecti ve
Level
M ssed Installation 0. 0% 0. 0% Sanme
Appoi nt mrents % Weakspot
%lnstalled within 5 days % | 100.0% | 100. 0% Sanme
(bj ective Level
%lnstalled within 5 days % 0. 0% 0. 0% Sanme
Weakspot
No. of PSC Conpl ai nts-1QTR 26 27 Wor se
PSC Conpl ai nt Rat e/ 0. 45 0. 39 Better
1000 Li nes/ Year-Ending 3/31




