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FairPoint Wholesale User Forum
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Agenda o Opening Remarks
Webex and Conference Call Etiquette

A Mute Phones when not speaking *6 (*6 again to un-
mute)

A Never put your phone on hold to take another call
(avoids music on hold)

A State your name and company when speaking
A Ask Questions at the end of the slide not in the middle.

A Two options (raise hand on Webex or un-mute and
ask your guestion)
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Agendao009:00AM to 11:20AM User Forum

09:00AM to 09:10AM

Introductions 1 Agenda i John Berard

Wholesale User Forum

09:10AM to 09:30AM

Business Process Solutions Overview 1 Vicky Weatherwax

09:30AM to 09:45AM

FairPoint Project Implementation Team i John Lunny

09:45AM to 10:00AM

Wholesale Service Management and Help Desk Update i Matt
Bertsch

10:00AM to 10:15AM

Directory Listings and Directory Assistance Plan i John Berard/Jean
Santora

10:15AM to 10:30AM

Wholesale Service Center Update i Gwen Hammond/Patty Ahearn

10:30AM to 10:45AM

Billing Update
- Operational Updates i Pat Block

10:45AM to 11:00AM

Network Operations Update i John Smee

11:00AM to 11:15AM

Accessible Letter and Website Updates i John Berard/Henry Lopez

11:15AM to 11:20AM

Wrap-up
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FairPoint Wholesale User Forum
Business Process Solutions Update

Vicky Weatherwax, VP Business Process Solutions
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Business Process Solution® Vicky Weatherwax

Charter : Identify, Assess, Prioritize and Resolve System, Process and
Training Issues.

Phase 1: End to End analysis of current process with internal (FairPoint)
and external (Wholesale Customers) Subject Matter Experts
(Process, Systems and People)

Phase 2: Project Teams created to work on critical issues identified in
End to End Sessions

Phase 3: Implementation of Project Teams recommendations
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Business Process Solution® Vicky Weatherwax

Wholesale Customer Participation in Process

FairPoint to create a forum for a representative group of your business
process experts.

FairPoint will not however be selecting the participants. We request that the
Wholesale Community identify between 6-10 companies who would make
their technical resources available for approximately three meetings.

In order for this process to be successful this group should be comprised of a
cross section of individuals that cover all product types (ASR, LSR, and TA)
and include Wholesale Customers that operate in each of the 3 states.

September 15, 2009 8:30AM to 5:00PM T First Meeting Face to Face Only
September 16, 2009 8:00AM to 5:00PM T Provisioning Plans review

Questions: FairPointinput@ FairPoint.com



mailto:FairPointInput@FairPoint.com
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Business Process Solution® Vicky Weatherwax

September 16, 2009 8:00AM to 5:00PM 1 Provisioning Plans
review

FairPoint requests a subset of Provisioning experts (34) from
the Wholesale Community to come in to Davis Farm Road
and review FairPoint's provisioning plans.

We request the Wholesale Community agree upon the Subject
Matter Experts and provide the names to FairPoint.

We will require an NDA be signed by each member of this
team.

Questions: FairPointinput@FairPoint.com



mailto:FairPointInput@FairPoint.com
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Business Process Solutions

A Questions

FairPoint Wholesale User Forum - Proprietary
and Confidential
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FairPoint Wholesale User Forum
Project Implementation Update

John Lunny, Director T Sales Engineering and Implementation

August 26, 2009
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Project Implementation Management 04Q2009

¢ Team Status

U Four Implementation Managers on staff as of 8-24-2009 to assist
FairPoint Customers with the provisioning of large networks

U Team brings with them many years of project management experience
from Verizon

U New management team is currently undergoing FairPoint Training and
Orientation

U Project Implementation Management Team will be up and running in
40Q2009

U Entrance criteria for what is considered a project is still being defined
by service type and quantities. Criteria will be socialized when available
and may differ from project definitions within Verizon

U Existing projects will be managed ad-hoc by FairPoint personnel in
Sales Engineering, Sales Support, Service Management and Account
Management :
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Project Implementation Management (cont.)

C Team Responsibilities

Customer

U Provide bi-annual forecasts to Account Manager for large
network builds and/or augments

U Contact Account Manager to discuss new requests for project
implementation management

Account Manager

U Verify with Customer that upfront requirements have been met,
l.e., contracts(IC), SS7 certifications, forecasts, POP/Cage in
pl aceé

U Notify Project Implementation Manager of upcoming project
request requiring review and approval

U Participate on pre-ASR/LSR project calls

10
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Project Implementation Management (cont.)

Project Implementation Manager

U Review project to verify it meets Entrance Criteria

U Act as single point of contact for Customer within FairPoint
U Contact Customer to review scope of project

U Establish pre-ASR/LSR call (prior to submitting PONSs), with
customer and required internal FairPoint departments

U Establish Project ID and customer due date expectations

U Negotiate daily PON quantities for submission and test/turn -up
U Develop project spreadsheet to be shared and used for duration
of project

U Oversee project from submission of PON through our

downstream departments to ensure project stays on track and that
both FairPoint and Customer meet negotiated due dates

11
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Project Implementation Update

A Questions

FairPoint Wholesale User Forum - Proprietary
and Confidential
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FairPoint Wholesale User Forum
Wholesale Service Management and Helpdesk Update

Matt Bertsch, Manager Wholesale Help Desk

August 26, 2009
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WHD/Service Management Update

A WHD Ticket Volumes (entered into WCP since cut-over)

A 3250 Total Tickets
A 2995 Pending Validation/Resolved

A 255 Current/New

A Present items of most focus:
A CSRs issues (Schema Validation/Updating)
A Directory updating
A Verify PLN items have been identified

14
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WHD/Service Management Update

Changes to the Team

A Wholesale Help Desk:

A Jeanne Gilligan is now part of the new Project Management Team
A Westie Krysa is new to the Wholesale Help Desk
A Sean Finneran is still in a Service Manager capacity

A Service Managers:

A Lisa Miller is new to the Service Management Team
A Karen Fleming-Hirbawi on maternity leave (Lisa Miller overseeing)

A Carol Gallagher is retiring (Rich Swe
& Claudia DO6Amato will be assuming Ot

15
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WHD/Service Management Update

The Team at a glance

A Wholesale Help Desk:

A Carole Lemay
A Westie Krysa

A Service Managers:

Cl audi a DOAmMat o: Most of the CLECs
Mark Collins: AT&T, Mettel, Bayring
Sue Robishaw: Verizon (Business/Wireless)
Karen Fleming: Independents, Cellular, IXCs
Rich Sweeney: Collocation & NAISP*
Lisa Miller: Karen Flemingbs account s
Sean Finneran: Customer Specific Special Projects*
(*interim)

>y D> D> >
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Wholesale Service Management and Help Desk Update

A Questions

FairPoint Wholesale User Forum - Proprietary
and Confidential
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FairPoint Wholesale User Forum
Directory Listings and Directory Assistance Update

John Berard, Director Wholesale Services
Jean Santora, Manager - Product

August 26, 2009
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Directory Listings Systems Flow
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Current FairPoint Directory Backloq:

M6 to DL Tables Fallout Backlog: 7,945

DL Tables to Idearc Backlog: 59,688

DL Tables to VoltDelta Backlog: 59,688

DL Tables to White Pages Backlog: 59,688

DL Tables to DALGs Backlog: 59, 688

FairPoint is currently working on the following items in order to reduce the time for
listings being updated to Idearc for DL and VoltDelta for 411

- Developing process to move to a daily update process for DL and DA
- Sending files in parallel to Idearc and VoltDelta
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Directory Update

A Questions

FairPoint Wholesale User Forum - Proprietary
and Confidential
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FairPoint Wholesale User Forum
Wholesale Service Center- Update

Gwen Hammond, Manager, Wholesale Service Center
Patty Ahearn, Manager, Wholesale Service Center

August 26, 2009
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Wholesale Operations

A 411TT Updates
A Wholesale Website Changes i Escalation lists
A DEMARC Update

A SPOC Reassignment Process
A Old SPOC does soft hand off with new SPOC

A SPOC calls daily POC and performs introductions, provides contact information and reviews current
process

A Supervisor communicates SPOC changes to the FairPoint account team to work with Wholesale
Customer Management to communicate the changes

24
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Wholesale Service Center Update

A Questions

FairPoint Wholesale User Forum - Proprietary
and Confidential
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FairPoint Wholesale User Forum
Wholesale Billing - Update

Pat Block, Director, Wholesale Billing

August 26, 2009
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Wholesale Billing Update

AProduction Support
ADUF
MResal e BDT6s

AOutstanding / Missing
AFormat Issue Resolution

ANholesale Billing

AUsage disputes
AOther concerns
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Wholesale Billing Update

A Questions

FairPoint Wholesale User Forum - Proprietary
and Confidential
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FairPoint Wholesale User Forum
Network Operations

John Smee, Vice President Network Operations

August 26, 2009




.[:] FAIRPOINT WHOLESALE

Network Operations

John Smee, VP Network Operations , Provisioning and Maintenance Centers

Bob Callahan - Director of Service Delivery Provisioning

The following groups make up the provisioning team:

Customer Service Delivery Center (CSDC) Manager Bill McDermott

The CSDC includes the provisioning functions in the OCO and the provisioning functions in the Broadband Support
Group (BSSG) and will be under Bill McDermott.

Order Management Team Manager Gil Lamarre

Ensures order flow throughout service delivery is appropriate and timely. This team will interact with all provisioning
groups as appropriate

Assignment Management Center (AMC) Manager Jeff Larose

The AMC includes the APC , FMC and the RCMAC groups. This team will provision service to our customers. The NH
and VT FMC will remain with engineering as part of the Facility Inventory Group (FIG) which will build facility inventory
into our systems.

HICAP/CPC Manager Susan Sarrette
The HICAP/CPC group encompasses HICAP provisioning (T1 services and above) and the circuit provisioning team.
IOF/HSI Manager Melissa Parzych

The IOF/HSI team engineers the interoffice facilities for high -end services as well as engineering broadband services.
(0]
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Network Operations

John Smee, VP Network Operations , Provisioning and Maintenance Centers

John Stone - Director of Service Maintenance.

The following groups make up the Maintenance Team:
Repair Resolution Center Manager Brian Astle

Customer Service Maintenance Center (CSMC) Manager Mary Beth
Morrill

The CSMC will include the MCO team and the repair functions in the
Broadband Support Group (BSSG)

Proact Work Group Manager Gary Audair

The Proact Center monitors the network for air pressure alarms in the
network , responding to alarm conditions utilizing the Proact Field
technicians.

31
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Network Operations

Update

32
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FairPoint Wholesale User Forum
Website and Accessible Letter Update

Henry Lopez, Sr Manager Wholesale Customer Relations
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FairPoint Wholesale Website Update

A URL: www.FairPoint.Com/Wholesale

A Comments & Questions on the website please contact
A hlopez@FairPoint.com - contact info also on site

34
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FairPoint Wholesale Website Update

AWhat 6s New ?

A New Content and Navigation
A Wholesale Products

A Familiar Content and Navigation
A Local
A Accessible & Industry Letters
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FairPoint Wholesale Website New Home Page

About Us | Mews | ContactUs | My Account ‘ l -

FairPoint Wholesale has dedicated account team contacts to help you

with any sales, product, or service related inquiries, Click for a
detailed list of Wholesale

For any troubleshooting or escalation needs, please wisit our Escalation
2 » P

What's New

<lUpdated 06-04-2

Product Interval Guit

Change Management
more ==

Collocation/Licensing

FairPoint Online Tools

Yirtual Front Office

Whaolesale Customer Portal

Customer Motification
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Wholesale Website New Home Paged Contact Us

About Us Mews Contact Us My Account ‘
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FairPoint Wholesale has dedicated account team contacts to help you

with any sales, product, or
detailed list of Wholesale Cont:

For any troubleshooting or escalation needs, please wisit our E
List.

v

What's New

B Error Playbook <Updated 06-04-2009:

B 2002 Wholesale User Forum Schedule

(updated 03-04-2009)

B Product Interval Guides

Change Management

maore ==

Collocation/Licensing

ISP FairPoint Online Tools
Training
ble & Industry Letters

Yirtual Front Office

Whaolesale Customer Portal

Customer Motification
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Wholesale Products o New

About Us | MNews | ContactUs | My Account l -

FairPoint Wholesale has dedicated account team contacts to help you
with any sales, product, or service related inguires, Click for a
detailed list of Wholesale

.ontacts,

For any troubleshooting or escalation needs, please visit our Escalation
List,

What's New

B Error Playbook <Updated 06-04-2009:
5] ser Forum Schedule

(updated O

04-2009)

B Product Interval Guides

Change Management

, 3 more ==
Collocation/Licensing e

ISP
Training

FairPoint Online Tools

Yirtual Front Office

Whaolesale Customer Portal

Customer Motification
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Wholesale Products 0 Page Sample




