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In some cases, Staff has also worked to relax some service quality standards as
warranted. For example, Staff supported and the Commission approved a decrease in
the 48-Hour Repair Metric from 95 percent to 90 percent complete within 48 hours and
allowed for a weekend exemption along with some added safety-net protections,® and
provided an exemption to the trouble reports cleared within 48 hours for months in

which total repairs fall below fen.

Finally, Staff conducted an all-provider service quality workshop on January 15, 2015,
with the goal of raising awareness and improving service quality.

Staff sent a pre-performance plan letter of warning to XO on July 19, 2016. (Attachment
No. 1). Staff continued to monitor XO’s reports and initially felt that XO was making
progress. However, adherence to service quality metrics declined. XO was acquired by
Verizon in February of 2017. On February 13, 2017, Staff sent a second letter,
repeating its concerns and requesting a conference call with XO management.
(Attachment No. 2). Staff's communications with the company resulted in XO scrubbing
the reports to include only Oregon data, which improved its adherence to repair clearing
times and access to competitive provider representatives in the business office, but
XO’'s service quality access to competitive telecommunications provider representatives
in the repair center has not improved. Staff continued to monitor compliance and send
XO the cumulative yearly service quality report posted on the OPUC website. Although
it has been almost two years since Staff sent the initial pre-performance letter, XO
continues to miss the service quality standard as it appears that the underlying issue
has not been addressed.

Failure fo Meet Service Quality Measurement Standards
XO has failed to meet the following service quality standard for a prolonged period of

time:
Access to Competitive Telecommunications Provider Representatives Standard

e XO has opted to measure its average answer time, which must be 50 seconds or
less for both business office and repair service access. XO’s performance has
failed to meet the access to the repair center metric standard 12 out of the last 12
months. Results can be found on the following page:
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