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 Please do not hesitate to contact me at (202) 303-1111 if you have any questions or concerns 
about this submission. 

      Respectfully submitted, 

 
      /s/ Thomas Jones   
      Thomas Jones 
      Nirali Patel 
 
      Counsel for Integra Telecom, Inc. and tw telecom inc. 
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PROPOSED INFORMATION REQUESTS 
 
Retention Of Current Systems Capabilities/Functionalities and Integration Planning 
 
1. The Applicants have stated in their Reply Comments that their “immediate plan is to 

maintain both companies’ separate OSS and continue operations as usual.”  See 
Applicants’ Reply Comments at 20.  CenturyLink has also stated in rebuttal 
testimony filed with the Minnesota Public Utilities Commission (“PUC”) that “[t]he 
Qwest experience and OSS knowledge will still reside in the post-merger company 
. . . .”  See Rebuttal Testimony of Michael R. Hunsucker, CenturyLink, Inc., 
Minnesota PUC Docket No. P-421, et al./PA-10-456, at 11 (lines 1-2) (filed Sept. 13, 
2010) (excerpt attached hereto as “Attachment A”).   

 
a. Has CenturyLink and/or Qwest identified key personnel required to 

maintain the use of Qwest systems?  If so, please identify those key 
personnel by department and title. 

 
b. Please describe how CenturyLink plans to retain key systems and process 

personnel during the period when the Qwest systems and processes 
continue to be utilized.  Please indicate whether any retention contracts or 
bonuses have been extended for this purpose, and if so, please describe the 
terms of such contracts. 

 
2. Please refer to CenturyLink-Qwest Update #5, dated August 10, 2010, available at 

http://www.centurylinkqwestmerger.com/downloads/key-materials/CenturyLink-
Qwest%20Update%205.pdf.  CenturyLink-Qwest Update #5 indicates that three 
consulting firms are assisting with integration planning efforts: (i) 
PricewaterhouseCoopers (for “Overall Integration Coordination”), (ii) Bain & 
Company (for “Organization Design”), and (iii) Hewitt Associates (for 
“Compensation”).  See id. at 2.  Separately for each consulting firm, please provide 
the following: 

a. A detailed description of the activities the firm has performed for 
CenturyLink and/or Qwest to date in connection with integration planning 
for the proposed transaction. 

b. A detailed description of the activities the firm will be performing for 
CenturyLink and/or Qwest in connection with integration planning for the 
proposed transaction. 

c. Any instructions, proposed work plan, or similar direction (written or oral) 
provided by CenturyLink and/or Qwest to the firm in connection with 
integration planning for the proposed transaction. 

d. Any recommendations, findings or responses (written or oral) provided to 
CenturyLink and/or Qwest by the firm in connection with integration 
planning for the proposed transaction. 
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e. Any other documents developed by CenturyLink and/or Qwest, or 
developed for CenturyLink and/or Qwest by the firm or any other third 
parties, that address the length of time that the Merged Company plans to 
continue to use the Qwest systems if the proposed transaction is approved. 

f. A list of the personnel (identified by name, title and employer) from 
CenturyLink and/or Qwest who serve as point(s) of contact for the firm 
while it is assisting the Applicants with integration planning for the 
proposed transaction. 

g. A list of the personnel (identified by name, title and employer) from the 
firm who serve as point(s) of contact for CenturyLink and/or Qwest while 
the firm is assisting the Applicants with integration planning for the 
proposed transaction. 

This request is ongoing, and CenturyLink and Qwest should update their responses to this 
request as additional information becomes available. 

3. CenturyLink has stated in rebuttal testimony filed with the Minnesota PUC that “the 
preparation for the Qwest integration process is underway” and that “there is an early 
and key focus on integrating various company systems and practices.”  See Rebuttal 
Testimony of John F. Jones, CenturyLink, Inc., Minnesota PUC Docket No. P-421, et 
al./PA-10-456, at 7 (lines 14-18) (filed Sept. 13, 2010) (excerpt attached hereto as 
“Attachment B”).   

 
a. Do CenturyLink’s systems currently provide the same functionalities as 

Qwest’s QORA system?  If there are functionalities that are available 
through Qwest’s QORA system that are not available through 
CenturyLink’s systems, please explain whether CenturyLink would retain 
those functionalities in Qwest’s legacy territory if a decision is made post-
transaction to replace Qwest’s existing OSS, and if so, how it would retain 
those functionalities.  

 
b. Do CenturyLink’s systems currently provide the same functionalities as 

Qwest’s DLIS system?  If there are functionalities that are available 
through Qwest’s DLIS system that are not available through 
CenturyLink’s systems, please explain whether CenturyLink would retain 
those functionalities in Qwest’s legacy territory if a decision is made post-
transaction to replace Qwest’s existing OSS, and if so, how it would retain 
those functionalities.  

 
c. Do CenturyLink’s systems currently provide the same functionalities as 

Qwest’s CEMR system?  If there are functionalities that are available 
through Qwest’s CEMR system that are not available through 
CenturyLink’s systems, please explain whether CenturyLink would retain 
those functionalities in Qwest’s legacy territory if a decision is made post-
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transaction to replace Qwest’s existing OSS, and if so, how it would retain 
those functionalities.  

 
d. Do CenturyLink’s systems currently provide the same functionalities as 

Qwest’s MEDIACC system?  If there are functionalities that are available 
through Qwest’s MEDIACC system that are not available through 
CenturyLink’s systems, please explain whether CenturyLink would retain 
those functionalities in Qwest’s legacy territory if a decision is made post-
transaction to replace Qwest’s existing OSS, and if so, how it would retain 
those functionalities.  

 
e. Do CenturyLink’s systems currently provide the same functionalities as 

Qwest’s Q.Pricer system?  If there are functionalities that are available 
through Qwest’s Q.Pricer system that are not available through 
CenturyLink’s systems, please explain whether CenturyLink would retain 
those functionalities in Qwest’s legacy territory if a decision is made post-
transaction to replace Qwest’s existing OSS, and if so, how it would retain 
those functionalities.  

 
f. Do CenturyLink’s systems currently provide the same functionalities as 

the Qwest Control system?  If there are functionalities that are available 
through the Qwest Control system that are not available through 
CenturyLink’s systems, please explain whether CenturyLink would retain 
those functionalities in Qwest’s legacy territory if a decision is made post-
transaction to replace Qwest’s existing OSS, and if so, how it would retain 
those functionalities.  

 
4. Separately for CenturyLink’s and Qwest’s OSS, please provide the following: 

a. The number of Local Service Requests (“LSRs”) processed by each 
company’s OSS for the calendar year 2009. 

b. For the LSR counts provided in subpart (a), please indicate how many of 
those LSRs were processed via (i) application-to-application interfaces, 
(ii) web-based graphical user interface (“GUI”), and (iii) fax or email. 

c. The number of Access Service Requests (“ASRs”) processed by each 
company’s OSS for the calendar year 2009. 

d. For the ASR counts provided in subpart (c), please indicate how many of 
those ASRs were processed via (i) application-to-application interfaces, 
(ii) web-based GUI, and (iii) fax or email. 

 

 



 

 4

CenturyTel-Embarq Integration 

5. CenturyLink has stated in rebuttal testimony filed with the Minnesota PUC that “[s]o 
far the Ohio and North Carolina markets have been converted, representing 
approximately 25% of the legacy Embarq access lines.”  See Rebuttal Testimony of 
Duane Ring, CenturyLink, Inc., Minnesota PUC Docket No. P-421, et al./PA-10-456, 
at 5 (lines 10-11) (filed Sept. 13, 2010) (“CenturyLink Ring Testimony”) (attached in 
its entirety hereto as “Attachment C”).   
 

a. Separately for Ohio and North Carolina, please provide the number of 
LSR orders entered into CenturyLink’s EASE OSS in an average month. 

 
 (i) For the LSR counts provided, how many of those LSRs flow  
  through from order submission to provisioning and billing   
  without falling out for manual handling? 
 
 (ii) For the LSR counts provided, how many of those LSRs fall out for 
  manual handling? 

 
 (iii) Under what circumstances do the LSRs identified in subpart (ii)  
  fall out for manual handling? 

 
b. Separately for Ohio and North Carolina, please provide the number of 

ASR orders entered into CenturyLink’s EASE OSS in an average month. 
 

  (i) For the ASR counts provided, how many of those ASRs flow  
  through from order submission to provisioning and billing   
  without falling out for manual handling?   

 
 (ii) For the ASR counts provided, how many of those ASRs fall out for 
  manual handling?   
 
 (iii) Under what circumstances do the ASRs identified in subpart (ii)  
  fall out for manual handling? 

 
6. With respect to the ongoing conversions of legacy Embarq markets to the 

CenturyLink billing and operational systems, CenturyLink has stated in rebuttal 
testimony before the Minnesota PUC as follows: “A significant amount of planning 
and testing goes into the conversion of each Embarq market prior to that conversion 
taking place.  CenturyLink takes what was learned from each previous market 
conversion and applies those learnings to future conversions.  It is for this very reason 
that we chose to convert Embarq to CenturyLink’s systems on a phased basis . . . .”  
See CenturyLink Ring Testimony at 4 (lines 22-23) & 5 (lines 1-3).   
 

a. With respect to the ongoing conversions of legacy Embarq markets to 
CenturyLink systems, does CenturyLink utilize “go / no go” criteria 
before it decides to convert a given market or state?  If so, please provide 
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the detailed “go / no go” criteria.  If not, please explain how CenturyLink 
determines whether a market or state is ready to be converted.   

 
b. Please list the Embarq markets or states in order of planned OSS 

conversion, starting with the earliest state or market to be converted and 
ending with the last state or market to be converted, and the date of each 
planned OSS conversion.   

 
c. Please describe in detail any planned changes or improvements to the 

conversion process for the Embarq markets or states that remain to be 
converted. 

 
d. Do CenturyLink’s current integration plans for the proposed transaction 

include a market-by-market or state-by-state conversion approach similar 
to that used in the Embarq integration?  If so, please list the markets or 
states in order of planned conversion, starting with the earliest market or 
state to be converted and ending with the last state or market to be 
converted.  If not, please describe how the integration plans for the 
proposed transaction differ from CenturyLink’s market-by-market or 
state-by-state conversion approach to the Embarq integration. 

 
7. In rebuttal testimony filed with the Minnesota PUC, CenturyLink provided the 

following information regarding the recent conversion from Embarq to CenturyLink 
systems in North Carolina: “[S]ome of the outside plant records were loaded 
incorrectly.  The way in which plant was constructed in the legacy Embarq areas was 
not consistent between areas and not consistent with the legacy CenturyTel areas.  As 
a result, records for some of the devices initially did not load correctly in the 
conversion. . . . CenturyLink has researched the problem and has learned that the 
records of approximately 2,000 out of approximately 11,500 devices did not load 
correctly.”  See CenturyLink Ring Testimony at 2 (lines 6-14).  
 

a. Please provide the number of legacy Embarq North Carolina customers 
that were converted to CenturyLink systems. 

 
b. Please provide the number of legacy Embarq North Carolina outside plant 

records that were impacted by this data load error. 
 
c. When did CenturyLink first learn of this problem? 
 
d. When did CenturyLink begin researching this problem? 
 
e. Please provide a detailed description of the “devices” referenced by 

CenturyLink witness Ring. 
 
f. Please provide detailed information regarding the outside plant records 

that were impacted by this data load error.  A complete response will 
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include examples of consistent records loaded correctly and examples of 
inconsistent records that were loaded incorrectly. 

 
g. Please list the systems into which this outside plant data was loaded. 
 
h. Please explain why this data load error was not revealed in data validation 

efforts. 
 
i. Please explain why this data load error was not revealed in quality 

assurance testing. 
 
j. Please explain if this data load error impacted order flow-through.  If so, 

please explain why this data inconsistency was not revealed in flow-
through testing prior to conversion. 

 
k. Please provide detailed information regarding overtime costs and any 

additional personnel required by CenturyLink as a result of the data load 
error. 

 
8. With regard to the data load error in North Carolina, CenturyLink has stated in 

rebuttal testimony before the Minnesota PUC that “[a]t this time, the records for 
approximately 82% of those 2,000 devices have been fixed and CenturyLink 
continues to work diligently on the remaining 18%.”  See CenturyLink Ring 
Testimony at 2 (lines 14-16). 
 

a. Please provide a list of the CenturyLink systems that were impacted by the 
data load error. 

 
b. Please describe in detail the work effort CenturyLink has used and is using 

to correct the data load error.   
 
c. Please provide the average amount of time required per impacted customer 

and per outside plant record to research and correct the data load error. 
 
d. Please provide the number and type of CenturyLink personnel and 

employees of third parties, if any, required to correct the data load error. 
 

9. With regard to the data load error in North Carolina, CenturyLink has stated in 
rebuttal testimony before the Minnesota PUC that it is “working to ensure that the 
outside plant records are correct and consistent prior to any future conversions 
resulting from the Embarq integration.”  See CenturyLink Ring Testimony at 2 (lines 
16-18).   
 

a. Please describe in detail what CenturyLink is doing to ensure that outside 
plant records are loaded correctly in future conversions of Embarq markets 
or states to the CenturyLink systems. 
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b. Please provide the number of CenturyLink employees and employees of 

third parties, if any, dedicated to ensuring that outside plant records are 
loaded correctly in future conversions of Embarq markets or states to the 
CenturyLink systems. 

 
10. CenturyLink has stated in rebuttal testimony before the Minnesota PUC that “[t]he 

problems encountered in North Carolina on top of the heavy seasonal summer load 
have caused CenturyLink to produce lower service level metrics than desired since 
conversion.”  See CenturyLink Ring Testimony at 5 (lines 16-18).  For the Embarq 
local operating companies providing service in North Carolina (Carolina Telephone 
and Telegraph Company and Central Telephone Company), please provide service 
quality data by month for 2009 and year-to-date 2010 for the following metrics, as 
defined by the North Carolina Utilities Commission in Docket No. P-100, Sub 99A: 
 

a. Operator “0” Answer Time (objective: 90% or more of calls answered 
within 10 seconds or ASA of 6 seconds) 

b. Directory Assistance Answer Time (objective: 85% or more of calls 
answered within 10 seconds or ASA of 6 seconds) 

c. Business Office Answer Time (objective: ASA of 30 seconds) 

d. Repair Service Answer Time (objective: ASA of 30 seconds) 

e. Initial Customer Trouble Reports (objective: 4.75 or less per 100 total 
access lines) 

f. Repeat Customer Trouble Reports (objective: 1.0 or less per 100 total 
access lines) 

g. Out-of-Service Troubles Cleared within 24 hours (objective: 95% or 
more) 

h. Regular Service Orders Completed within 5 Working Days (objective: 
90% or more) 

i. New Service Installation Appointments Not Met For Company Reasons 
(objective: 5% or less) 

j. New Service Held Orders Not Completed within 30 Days (objective: 0.1% 
or less of total access lines) 

11. In his testimony on behalf of the Communications Workers of America (“CWA”) 
before the Minnesota PUC, Jasper Gurganus, CWA’s Vice President of 
Telecommunications, reported that CenturyLink has been experiencing the following 
problem since the conversion from Embarq to CenturyLink systems in North 
Carolina: “According to the interviews I conducted, workers are being dispatched to 
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incorrect locations for service.  One interviewee from North Carolina reported to me 
that the new dispatch system is sending residential Installation and Repair (I&R) 
technicians to business sites.  Once there, the I&R tech obviously has to call in to 
have the work order referred to a business systems technician.”  See Pre-Filed Direct 
Testimony of Jasper Gurganus on Behalf of the Communications Workers of 
America (CWA), Minnesota PUC Docket No. P-421, et al./PA-10-456, at 4 (lines 19-
23) (filed Aug. 19, 2010) (“CWA Gurganus Testimony”) (attached in its entirety 
hereto as “Attachment D”).  Is CenturyLink aware of a problem with technicians 
being dispatched to the incorrect location in the North Carolina legacy Embarq 
territories?  If so, when did it first become aware of the problem and what is the root 
cause of the problem? 

 
12. According to CWA, CenturyLink has been experiencing the following problem since 

the conversion from Embarq to CenturyLink systems in North Carolina: “Several 
workers reported being dispatched for service with insufficient or incorrect 
information.  For example, one individual told me that he often received new service 
orders that fail to include information about what the customer ordered, so he has to 
ask the customer what they ordered and hope he has the right equipment with him to 
complete the installation.”  See CWA Gurganus Testimony at 5 (lines 6-10).  Is 
CenturyLink aware of a problem with technicians being dispatched to the customer 
location with insufficient or incorrect information in the North Carolina legacy 
Embarq territories?  If so, when did it first become aware of the problem and what is 
the root cause of the problem? 

 
13. According to CWA, CenturyLink has been experiencing the following problem since 

the conversion from Embarq to CenturyLink systems in North Carolina: “[S]ystems 
do not appear to be interconnected or coordinated.  For example, when a tech calls 
into the assigner or to the central office, often the representative they deal with cannot 
access the same information about a particular job.”  See CWA Gurganus Testimony 
at 6 (lines 9-12).   

 
a. Is CenturyLink aware of a problem in which CenturyLink representatives 

supporting CenturyLink field technicians cannot access the same 
information about a customer’s order?  If so, when did it first become 
aware of the problem and what is the root cause of the problem? 

b. Did CenturyLink conduct testing prior to the conversion from Embarq to 
CenturyLink systems in North Carolina to validate that the data loaded 
would match across systems in the CenturyLink OSS?  If so, please 
describe the testing conducted and related results.   

14. According to CWA, CenturyLink has been experiencing the following problem since 
the conversion from Embarq to CenturyLink systems in North Carolina: “Customer 
Service Representatives use [one] system to write orders for new installations.  That 
system is supposed to interface with the assignment and programming systems so that 
customer information flows through, but according to the center worker, that often 
doesn’t happen.  Trying to figure out how to solve the problem, which center to call, 
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causes all kinds of problems.  She told me it had the techs running in circles.”  See 
CWA Gurganus Testimony at 7 (lines 9-14).   

 
a. Is CenturyLink aware of a problem in which customer information does 

not flow through the CenturyLink systems in the North Carolina legacy 
Embarq territories?  If so, when did it first become aware of the problem 
and what is the root cause of the problem? 

b. Did CenturyLink conduct testing prior to the conversion from Embarq to 
CenturyLink systems in North Carolina to validate that data was flowing 
through the systems properly?  If so, please describe the testing conducted 
and related results.  

15. According to CWA, CenturyLink has been experiencing the following problem since 
the conversion from Embarq to CenturyLink systems in North Carolina: “I was told 
that the service center assistants used to handle 50 to 60 calls a day, but that each call 
is now so time consuming that the load has been cut in half.”  See CWA Gurganus 
Testimony at 7 (lines 20-22).  Please provide the average call duration for customer 
service representatives serving legacy Embarq customers in North Carolina for the 
three months prior to and after the conversion to CenturyLink’s OSS. 

 
16. According to CWA, CenturyLink has been experiencing the following problem since 

the conversion from Embarq to CenturyLink systems in North Carolina: “In the past, 
under the old system, orders for business clients or multiple installs at the same site 
would be on one order.  Now with the new system, if there are multiple installs at one 
site, the technicians get individual orders for each install.  For instance, a new 
installation at a school came through as 20 individual orders to install.”  See CWA 
Gurganus Testimony at 8 (lines 5-9).   
 

a. Is CenturyLink aware of a problem in which technicians receive individual 
orders for each installation when there are multiple installations at the 
same site?  If so, are the CenturyLink systems performing as designed in 
such situations? 

b. Prior to the conversion from Embarq to CenturyLink systems in North 
Carolina, did Embarq’s systems have the capability to provide one order 
for business clients or multiple installations at the same site?  If so, please 
explain why CenturyLink’s systems do not have this capability. 

17. According to CWA, CenturyLink has been experiencing the following problem since 
the conversion from Embarq to CenturyLink systems in North Carolina: “Prior to the 
merger between Embarq and CenturyLink, if a concentrator went down, the business 
office would issue an outage ticket that would alert people throughout the system that 
there is a known outage in a specific area.  That meant when customers called to 
report the outage, the customer service representatives would be able to tell them the 
company knew about the outage, that it was being worked on, and even an estimate 
time the service would be restored.  Under the new system, the business office can 
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take a trouble report, but it is not issued as an outage report, so our customers cannot 
be told that we may already be working on the problem or when their service might 
be restored.”  See CWA Gurganus Testimony at 8 (lines 13-22).   

 
a. Does the CenturyLink OSS currently have the capability to inform 

customer service representatives of known outages in the North Carolina 
legacy Embarq territories?  If not, why does the CenturyLink OSS lack 
this functionality?  Does CenturyLink intend to add this functionality, and, 
if so, how? 

b. Did Embarq’s OSS have the capability to inform customer service 
representatives of known outages in North Carolina prior to the 
conversion? 

18. Please indicate whether CenturyLink has instituted a technician feedback process to 
address the problems that technicians have been experiencing since the conversions 
from Embarq to CenturyLink systems in North Carolina and Ohio.  See CWA 
Gurganus Testimony at 11 (lines 13-14). 
 

a. If so, please describe the technician feedback process in detail and provide 
any documentation developed in support of this process. 

 
b. Please provide copies of the reports that have been submitted by 

technicians in conjunction with this technician feedback process since the 
process began. 

 
Previous CenturyTel Integrations 

19. CenturyLink has stated in its Reply Comments that it has a lengthy history of 
successful integrations.  See Applicants’ Reply Comments at 10.  CenturyTel 
acquired local exchange assets from Verizon in Arkansas, Missouri and Wisconsin in 
2000, and in Missouri and Alabama in 2002.   
 

a. Please provide the number of consumer, business and wholesale lines in 
these acquired properties at the time of each acquisition. 

 
b. Please provide the average revenue per line for the exchanges acquired in 

these transactions. 
 
20. CenturyTel stated in its SEC Form 10-K for the year ending December 31, 2001 

(“2001 10-K”) that “[t]he Company is in the process of developing an integrated 
billing and customer care system” and that completion “is expected to occur in early 
2003.”  See id. at 50.  CenturyTel stated in its SEC Form 10-K for the year ending 
December 31, 2003 (“2003 10-K”) as follows: “[T]he system remains in the 
development stage and has required substantially more time and money to develop 
than originally anticipated.  The Company currently expects to complete all phases of 
the new system no later than mid-2005.  In addition, the Company expects to incur 



 

 11

additional costs related to completion of the project, including (i) approximately $15 
million of customer service related and data conversion costs.”  See id. at 16. 

 
a. Please provide the name(s) of the CenturyTel integrated billing and 

customer care system(s) referenced in the 2001 10-K and the 2003 10-K. 
 
b. Is the CenturyTel integrated billing and customer care system referenced 

in the 2001 10-K and the 2003 10-K utilized by CenturyLink today? 
 

c. When was the referenced integrated billing and customer care system 
implementation completed? 

 
d. Please provide the original budget of the integrated billing and customer 

care system implementation in 2001 and the actual cost of the system 
implementation.   

 
e. CenturyTel acquired local exchange assets from Verizon in Arkansas, 

Missouri and Wisconsin in 2000, and in Missouri and Alabama in 2002.  
Did the delayed integrated billing and customer care system 
implementation reduce the synergies projected for those acquisitions?  If 
so, by how much? 






































































































