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We have continued our focus this past two weeks on our initiative related to Late Orders and 
Disconnects specifically.  We have been successful in several areas both in reducing the 
number of orders as well as the percentage of late orders to total pending orders.  There will be 
continuing focus on this initiative of reviewing and eliminating these dated late orders with the 
target of an early February timeframe. 

The January billing metrics will be included in the 2/15 Biweekly distribution.  With regard to the 
significant improvement in the “% Bills Known to be in Error” as compared to the week ending 
1/17, as of this week there are approximately 39,000 accounts impacted by defects versus 
120,000 accounts on 1/17. 

This past week there were weather events (heavy rain and winds) in each of the three states 
that affected the Repair “load” accordingly.  However all three states either maintained or 
improved their “% Repair Commitments Met” and “%Cleared in 24 hours” metrics from the 
previous week (1/18-1/24) .  In addition Maine and New Hampshire improved their “%Installation 
Orders Met” metric results to 91%, while the same measurement for Vermont was 86%.   

There is an ongoing emphasis on delivering continuous improvement to the order “flow through” 
percentages.  Related to this goal are several initiatives underway in the Customer Delivery 
Improvement Project (CDIP) as well as process refinements and system enhancements that are 
identified via root cause analysis activities performed daily in the review of various performance 
metrics. 

In this week’s Biweekly communication we will provide on update on the CDIP subproject, End 
to End Architecture.  The scope of this project is to establish a team of Business and Application 
architects to develop solutions and resolve issues that span processes and systems.  
Additionally the team is charged with maximizing performance of current service orders, 
providing strategic insight to the business, reviewing proposed changes through the Internal 
Business Solutions’ (IBS) change request (CR) process to ensure the solutions meet application 
architecture and business needs, and function as intermediaries between the business and IT to 
facilitate continuous system and process improvement.  The subproject is approximately 50% 
complete relative to assembling the team of necessary staff composed of technical experts with 
significant telecommunications experience as well as those with individual system, functional, 
and data analysis experience. 

 

Please direct any questions or comments regarding this report to FairPointInput@FairPoint.com 
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