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Source: Baldwin Direct Exhibit 5MB-11 (based on Verizon MA response to IBEW-VZ 7-25)

Wire Center Municipalities Served

Ashfield Ashfield, Conway, Plainfield

Becket Becket, Washington, Middlefield, Chester

Blandford Blandford, Russell

Charlemont Charlemont, Hawley, Rowe, Heath

Chester Chester, Becket, Huntington, Blandford

Chesterfield Chesterfield, Westhampton

Colrain Colrain, Leyden, Shelburne

Conway Conway

( Great Barrington, Sheffeld, Alford, Monterey, Egremont, New Marlboro, West Stockbridge, Mt. .
Great Barrington 

Washington

Huntington Huntington, Chester, Russell

Lee Lee, Tyringham, Becket, Lenox, Otis

Lenox Lenox, Stockbridge, Lee, Richmond

Northfield Northfield, Gil

Russell Russell, Montgomery

Sandisfield Sandisfield, Tolland, Otis

Shelburne Falls
Shelburne Falls, Shelburne, Buckland, Hawley, Charlemont, Colrain, Conway, Ashfield,
Deerfield, Greenfield

Stockbridge Stockbridge, Lee, Great Barrington, West Stockbridge

West Stockbridge West Stockbridge, Richmond, Stockbridge

Worthington Worthington, Cummington, Middlefield, Chesterfield, Chester
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Town
Number of "Conditions"

Found

Ashfield 45

Blandford 64

Charlemont 14

Colrain 55

Heath 67

Lee 228

Northfield 106

Rowe 7

Russell 34

Sandisfield 97

Source: Baldwin Direct at Exhibit 12 (based on Verizon MA
response to AG-VZ 6-8.
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Identification of "Pockets" of Poor Service Quality in Western
Massachusetts

Susceptible Verizon's 10 most recent Average
Wire Center to bad infrastructure evaluations (# Monthly RPHL

weather of "conditions found") (2009)

Amherst 413285 2.20
Amherst 413287 1.94

Ashfield X 45 (Ashfield) 2.78
Becket X 3.43
Blandford X 64 (Blandford) 4.38
Charlemont X 14 (Charlemont), 7 (Rowe) 2.74
Chester X 2.42
Chesterfield 2.42
Colrain X 55 (Colrain) 3.50
Conway X 1.78

Cummington 3.27
Great Barrington X 2.11

Hinsdale 2.05
Huntington X 2.77
Lee X 228 (Lee) 1.82
Lenox X 1.41

Montague 2.86
Northfield X 106 (Northfield) 2.61

Otis 2.76
Russell X 34 (Russell) 2.92
Sandisfield X 97 (Sandisfield) 3.00
Sheffield 2.14
Shelburne Falls X 2.29
Stockbridge X 2.54
West Stockbridge X 2.38
Williamsburg 1.95

Worthington X 3.52

Column Source
5MB

5MB Exhibit 12
SQ Report for

Exhibit 11 12/09

Notes:

See Exhibit 5MB-2 for a list of the 63 wire centers and communities served by those wire
centers in Western Massachusetts region.
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**CONTAINS ALLEGED PROPRIETARY DATA

Identification of "Pockets" of Poor Service Quality in Western Massachusetts

REDACTED
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Western Massachusetts Residential Service Affecting Repair Interval Analysis

Rebuttal Table 10

Quantities Percentages
Repair Interval 2008 2009 Repair Interval 2008 2009

Under 24 hours 5,873 4,491 Under 24 hours 43% 44%
24 to 36 hours 2,132 1,572 24 to 36 hours 16% 15%
36 to 48 hours 1,418 1,185 36 to 48 hours 10% 12%

24 to 48 hours 3,550 2,757 24 to 48 hours 26% 27%
48 to 72 hours 2,237 1,698 48 to 72 hours 16% 17%
72 to 96 hours 1,138 801 72 to 96 hours 8% 8%
Over 96 hours 774 475 Over 96 hours 6% .5%
Total 13,572 10,222 Total 100% 100%

Rebuttal Table 11

Quantities Percentages
Repair Interval 2008 2009 Repair Interval 2008 2009

Under 24 hours 5,873 4,491 Under 24 hours 43% 44%
More than 24 hours 7,699 5,731 More than 24 hours 57% 56%
More than 36 hours 5,567 4,159 More than 36 hours 41% 41%
More than 48 hours 4,149 2,974 More than 48 hours 31% 29%
More than 72 hours 1,912 1,276 More than 72 hours 14% 12%
More than 96 hours 774 475 More than 96 hours 6% 5%

Notes: The Standard for repairing all troubles is 60% within 24 hours, The target is 70% within 24
hours, Data are not available regarding duration of SA greater than 96 hours.
**Table 11 is cumulative.
Source: Verizon response to AG-VZ 8-22.
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Western Massachusetts Residential Repair Interval Analysis
Rebuttal Table 12

Quantities Percentages
Repair Interval ' 2008. 2009 Repair Interval 2008 2009

Under 24 hours 26,251 19,092 Under 24 hours 47% 49%
24 to 36 hours 9,007. 5,816 24 to 36 hours 16% 15%
36 to 48 hours 6,701 4,694 36 to 48 hours 12% 12%

24 to 48 hours 15,708 10,510 24 to 48 hours 28% 27%
48 to 72 hours 8,631 5,491 48 to 72 hours 15% 14%
72 to 96 hours 3,370 2,369 72 to 96 hours 6% 6%
Over 96 hours 2,146 1,186 Over 96 hours 4% 3%

Total 56,106 38,648 Total 100% 100%

Rebuttal Table 13

Quantities Percentages
Repair Interval 2008 2009 Repair Interval 2008 2009

Under 24 hours 26,251 19,092 Under 24 hours 47% 49%
More than 24 hours 29,855 19,556 More than 24 hours 53% 51%
More than 36 hours 20,848 13,740 More than 36 hours 37% 36%
More than 48 hours 14,147 9,046 More than 48 hours 25% 23%
More than 72 hours 5,516 3,555 More than 72 hours 10% 9%
More than 96 hours 2,146 1,186 More than 96 hours 4% 3%

Source: Verizon response to AG-VZ 8-20.

Notes: The Standard for repairing troubles (of all kinds) is 60% within 24 hours. The target is 70%
within 24 hours. Data are not available regarding duration of troubles greater than 96 hours.
**Table 13 Is cumulative.
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Calculation of Under-Resourcing in Western Massachusetts

Rebuttal Table 14: Estimate of Additional Resources Needed in
Western Massachusetts to Enable Verizon MA to meet Department-

Established Benchmarks

Out of Service and Service Affecting Troubles

Current Target:
Actual Performance:

Clear 70% of troubles within 24 hours

Troubles repairs cleared within 24 hours:
Total troubles repairs cleared:

Actual percentage cleared within 24 hours:
Repairs needed to meet 70% target:
Actual performance shortfall:
Percent under-resourced:
Additional trouble repairs needed/work day:

2009
19,092
38,648

49%
27,054

7,962
29%

31

Out of Service and Service Affecting Troubles

Current Standard:
Actual Performance:

Clear 60% of troubles within 24 hours

Troubles repairs cleared within 24 hours:
Total troubles repairs cleared:

Actual percentage cleared within 24 hours:
Repairs needed to meet 60% standard:
Actual performance shortfall:
Percent undèr-resourced:
Additional trouble repairs needed/work day:

2009
19,092
38,648

49%
23,189
4,097

18%
16

Sources: Verizon responses to AG-VZ 8-20, AG-VZ 8-21, and AG-VZ 8-22.
Calculation assumes 260 work days per calendar year.
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Calculation of Under-Resourcing in Western Massachusetts

Rebuttal Table 15: Estimate of Additional Resources Needed in
Western Massachusetts for Timely Repair of out of Service

Residential Troubles

Out of Service

Proposed Standard:
Actual Performance:

Clear 90% of 005 within 24 hours

OOS repairs cleared within 24 hours:
Total OOS repairs cleared:
Actual percentage cleared within 24 hours:
Repairs needed to meet 90% standard:
Actual performance shortfall:
Percent under-resourced:
Additional 005 repairs neededfwork day

2009
14,601
28,426

51%
25,583
10,982

43%
42

Service Affecting

Proposed Standard:
Actual Performance:

Clear 85% of SA within 48 hours

SA repairs cleared within 48 hours:
Total SA repairs cleared:
Actual percentage cleared within 48 hours:
Repairs needed to meet 85% standard:
Actual performance shortfall:
Percent under-resourced:
Additional SA repairs neededfwork day

2009
7,248

10,222
71%

8,689
1,441
17%

6

Out of Service and Service Affecting

Alternative Proposed Standard:
Actual Performance:

Clear 80% of OOSfSA within 36 hours

OOSfSA repairs cleared within 36 hours:
Total OOSfSA repairs cleared:
Actual percentage cleared within 36 hours:
Repairs needed to meet 80% standard:
Actual performance shortfall:
Percent under-resourced:
Additional 005 and SA repairs neededfwork day

2009
24,908
38,648

64%
30,918
6,010

19%
23

Sources: Verizon responses toAG-VZ 8-20, AG-VZ 8-21, and AG-VZ 8-22.
Calculation assumes 260 work days per calendar year.

REDACTED



**CONTAINS ALLEGED PROPRIETARY DATA

Disaggregation of Lines in BayPath between east and west
Retail lines

Rebuttal Table 16
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Identification of "Pockets" of Poor Service Quality in Western Massachusetts
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D.T.C.09-1
Exhibit VZ-AG 2-1 (Attachment 1)
Date: 3/5/2010
H () . I ""

Trouble Report Clearance Metrics
I-age 14 014"

Res/Bus

State Standard Interval (hrs) Separate? Exclusions

Out. of . Service

Connecticut 90% 24 no None

Sundays and holidays (except for emergency
providers and exclusion applies only to meeting

Florida 90% 24 no standards, not to customer credit); customer request

Illinois 95% 24 no Customer request

Maryland 80% 48 yes Weekends and holidays; customer request

Sundays and holidays; "clock" continues to run when
New York 79% 24 no company cannot gain access to customer premises

Ohio 100% 24 no Sundays and holidays

Except isolated weekend outages affecting less than
Pennsylvania 24 no 15 customers; customer request

8 "working" hours except when access to premises is
Texas 90% 8 no not available

Virginia 100% 24 no Applies to customers with medical necessity

Sundays and holidays for business customers; sat,
sun, holidays for res unless would result in thre'e

80% 48 no consecutive days of outage; customer request

Sundays and holidays for business customers; sat,
sun, holidays for res unless would result in three

95% 96 no consecutive days of outage; customer request

Outage clock starts when normal business hours
begin if report is made after business hours; clock is

Washington D.C. 80% 24 yes stopped if no access to property

Weekends, holidays (to meet metric, but not
West Virginia 85% 48 no excluded in calc of credit), and request by customer

Service Affecting

Sundays and holidays (except for emergency
providers and exclusion applies only to meeting

Florida 90% 72 no standards, not to customer credit); customer request

Sundays and holidays; "clock" continues to run when
New York 79% 48 no company cannot gain access to customer premises

Ohio 100% 48 no Sundays and holidays

Weekends, holidays (to meet metric, but not
West Virginia 80% 72 no excluded in calc of credit), and request by customer

**Some states have exclusions for emergency situations; customer negligence; or lack of access to premises. The above
exclusions note time of day, days of week, and request by customer, if applicable.

REDACTED
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**CONTAINS ALLEGED PROPRIETARY DATA

8MB Direct, Table 3 - Fewer than 50% cleared within 24 hours

Wire Centers wI fewer
than 50% of 005
troubles cleared wlin 24

hours (2009)

Number of
months 2009

RHPL::= 1.90
2008 CLEC Market
Share

REDACTED
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Identification of "Pockets" of Poor Service Quality in Western Massachusetts
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Exhibit: VZ-AG 2-1 (Attachment 1)
Date: 3/5/2010
H.O.: Lee
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Wire Center
Number of months in 2009 Wire Center

Number of months in 2009
RPHL ~ 1.90 RPHL ~ 1.90

Adams 2 Lee 3

Agawam 0 Lenox 3

Amherst 413285 6 Longmeadow 1

Amherst 413287 7 Ludlow 0

Ashfield 8 Millers Falls 1

BecKet 11 Monson 0

Belchertown 0 Montague 10

Bernardstown 0 North Adams 1

Blandford 9 Northhampton 0

Brimfield 3 Northfield 4

Charlemont 10 Otis 6

Chester 5 Palmer 2

Chesterfield 8 Pittsfield 1

Chicopee - 2 1 Russell 7

Chicopee - 3 0 Sandisfield 10

Colrain 11 Sheffield 7

Conway 4 Shelbourne Falls 7

Cummington 9 South Deerfield 0

Dalton 4 Southwick 2

Easthampton 0 Sprinç¡field 0

East Longmeadow 0 Breckwood Pk. 1

Gilbertvlle-Hardwick 3 Stockbridqe , 4

Granville 3 Turners Falls 1

Great Barrinç¡ton 6 Ware 2

Greenfield 0 Warren 1

Hamden 2 Westfield 0

Hatfield 0 West Stockbridge 6

Hinsdale 5 Wilbraham 3

Holyoke 0 Willamsburg 6

Housatonic 4 Williamstown 3

Huntinç¡ton 5 Worthinqton 10

Indian Orchard 2

Source: Verizon Massachusetts Quality of Service Report for December 2009.
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SA Totals

Repair Intervals 2008 a

~24 ~36 ~48 ~72 ~96

595 323 197 76 24 2008 Jan
795 583 378 111 37 Feb

540 409 314 152 42 Mar
446 264 168 71 23 Apr

373 205 120 39 11 May

616 418 274 81 29 Jun
911 647 461 167 80 Jul

890 765 654 378 155 Aug

.763 649 564 315 155 Sep
553 384 303 159 49 Oct

539 450 379 205 75 Nov

678 470 337 158 94 Dec

7/699 5/567 4,149 1/912 774

433 345 272 161 83 2009 Jan
268 183 133 68 20 Feb

209 113 68 24 6 Mar
475 305 186 56 23 Apr

461 314 204 78 32 May

504 396 280 103 18 Jun

845 680 504 228 95 Jul

921 745 610 310 101 Aug

527 366 260 95 35 Sep

473 314 199 53 21 Oct

329 217 148 54 17 Nov

286 181 110 46 24 Dec

5J31 4,159 2/974 1,276 475

SA Totals

Repair Intervals 2008 a
Percentages

2008 Jan
Feb

Mar
Apr

May
Jun

Jul

Aug

Sep
Oct
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Dec

2009 Jan
Feb

Mar

Apr

May

Jun

Jul

Aug

Sep

Oct

Nov

Dec
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Exhibit: VZ-AG 2-1 (Attachment 1)
Date 3/5/2010
H.O.: Lee
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ind 2009

Total .:24 ::24 ::36 ::48 ::72 ::96 Total

1338 743 272 126 121 52 24 1338
1279 484 212 205 267 74 37 1279
1017 477 131 95 162 110 42 1017
981 535 182 96 97 48 23 981
812 439 168 85 81 28 11 812

1155 539 198 144 193 52 29 1155

1452 541 264 186 294 87 80 1452

1258 368 125 111 276 223 155 1258
1115 352 114 85 249 160 155 1115
1107 554 169 81 144 110 49 1107

775 236 89 71 174 130 75 775
1283 605 208 133 179 64 94 1283

741 308 88 73 111 78 83 741
591 323 85 50 65 48 20 591
694 485 96 45 44 18 6 694

865 390 170 119 130 33 23 865
803 342 147 110 126 46 32 803

958 454 108 116 177 85 18 958
1204 359 165 176 276 133 95 1204
1254 333 176 135 300 209 101 1254

959 432 161 106 165 60 35 959
882 409 159 115 146 32 21 882
641 312 112 '69 94 37 17 641
630 344 105 71 64 22 24 630

ind 2009

Total .:24 ::24 ::36 ::48 ::72 ::96 Total

1338 55.53% 20.33% 9.42% 9.04% 3.89% 1.79% 100.00%
1279 37,84% 16.58% 16.03% 20.88% 5.79% 2.89% 100.00%
1017 46.90% 12,88% 9.34% 15.93% 10.82% 4,13% 100,00%
981 54.54% 18.55% 9.79% 9.89% 4.89% 2.34% 100.00%

812 54.06% 20.69% 10.47% 9,98% 3.45% 1.35% 100.00%
1155 46,67% 17.14% 12.47% 16,71% 4.50% 2.51% 100.00%
1452 37.26% 18.18% 12,81% 20.25% 5.99% 5,51% 100.00%
1258 29.25% 9.94% 8.82% 21.94% 17.73% 12.32% 100,00%
1115 31.57% 10.22% 7.62% 22.33% 14.35% 13.90% 100.00%
1107 50.05% 15.27% 7,32% 13,01% 9.94% 4.43% 100.00%

REDACTED
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Exhibit: VZ-AG 2-1 (Attachment 1)
Date: 3/5/2010

775 30.45% 11.48% 9.16% 22.45% 16.77% 9.68% 100.00% H.O.: Lee
Page 42 of 42

1283 47.16% 16.21% 10.37% 13.95% 4.99% 7.33% 100.00%
741 41.57% 11.88% 9.85% 14.98% 10.53% 11,20% 100,00%
591 54.65% 14.38% 8.46% 11.00% 8.12% 3.38% 100,00%
694 69.88% 13.83% 6.48% 6.34% 2.59% 0.86% 100.00%

865 45.09% 19.65% 13.76% 15.03% 3.82% 2.66% 100.00%
803 42.59% 18,31% 13,70% 15.69% 5.73% 3.99% 100.00%

958 47.39% 11.27% 12.11% 18.48% 8.87% 1.88% 100,00%
1204 29.82% 13,70% 14,62% 22,92% 11.05% 7,89% 100.00%
1254 26.56% 14.04% 10.77% 23.92% 16.67% 8.05% 100.00%
959 45,05% 16.79% 11.05% 17.21% 6.26% 3.65% 100.00%
882 46.37% 18.03% 13.04% 16.55% 3.63% 2,38% 100.00%

641 48.67% 17.47% 10.76% 14.66% 5,77% 2.65% 100.00%
630 54.60% 16,67% 11.27% 10.16% 3.49% 3.81% 100.00%

REDACTED


