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COMPANY "1:fZ"
Wholesale Resale Performarice for 1/1/96 to 9/30/96
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COMPANY"Y:'fZ"
Wholesale Resale Perfonnance for 1/1/96 to 9/30/96
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This Section Will Display
Customer Specific Data
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Installation Intervals

Service Due Oates
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Trouble Report
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CALCULATIONS
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COMPANY"Y:fZ"
Wholesale Resale Perfonnance for 111196 to 9130/96

The agreed-upon interval of time alloted for installation to be performed.

The agreed-upon date wnen service order is due.

Trouble reported on an installation within 30 days after the Original installation is complete.

Trouble reported by a customer on a service.

Trouble reported on a service within 30 days after the original maintenance wol1t is performec

Firm Order Confirmation. An adtnowtedgement to a customer confirming Circuit number,
order number, and various critical dates. FOC response times vary ~ased on the type
of service ordered.

The Percent of Installations Outside of Interval is calculated by dividing the number of
installations not completed within the agreed upon time interval by the total number
of Installations in the reporting period.

The Percent of Due Oates Not Met is calculated by dividing the number of missed
appointments by the total number of appointments in the reporting period.

The Percent of New Service Failures is calculated by dividing the number of lines that failed
within thirty days after installation by the the total number of installations in the reporting
period.

The Trouble Report Rate is calculated by dividing the number of lines reported with trouble
by the total number of lines in service in the reporting period.

The Percent Repeats - Mtce IS calculated by dividing the number of repeat reports by the
total number of lines in service in the reporting periOd.

The Percent of OOS Over 2" is calculated by dividing the number of lines not restored
within 24 hours by the total number of lines reported out of service in the reporting period.

The Percent of FOC is calculated by dividing the number of requests for service not
provided within the agreed upon interval by the total number of requests for service in the
reporting period.

The Percent of Speed of Answer is calculated by dividing the number of calls not answered
within 10 seconds by the total number of calIS in the reporting penOd.

The Percent of Speed of Answer· Repair is calculated by dividing the number of repair calls
not answered in 20 secondS by the total number of repair calls in the reporting penod.



----------_._._.._----_.._._-_.-

3



Schedule 3
Resale Hicap



COMPANY "XYZ"

WHOLESALE RESALE
QUALITY INITIATIVE ANALYSIS REPORT

HICAP

FOR

SEPTEMBER 1996



COMPANY"x:vz."
Wholesale Resale Performance for 1/1/96 to 9/30/96
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COMPANY"XYZ"
Wholesale Resale Performance for 1/1/96 to 9/30/96
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COMPANY .XYZ"
Whole.ale Resale Performance for 1/1/96 to 9130/96

Installation Intervals
10.1)lJ, .,.i el)lJ, i

~ :.: t1__..--..----........·~fa...~:::::.:..::::.:.:..~.~!-::..:~::!
1 2.c.. i • •
'# 0.0-4 .j.1---------------------

~ ~ ~ - ~ ~ ~ .

New Service F.Uu....

~~:I ~
11~::;:r!.:-:~~ ~~I 8.0-4 ___
'# "0-4

2.0-4

0.0-4 +1----------------_1--_-_
Jan Fib ... _ MIy .lUll ~ ~

Troubll Report R.te

Percent Rlpe.ts • Mtce

~ 2S.O'W.t''i 20.0-4

i ~, S.c.. .............~..:....-'~;:::::!:::::::.~=::!.=:::::;::;;;;jjIIIIIIII.....t ~OO'" " I • . .. '
1 SO'll., - - __
.,. oc..-

Jan Fib

1 CompIny XYZ !
\ • • • • . ""*-:tl RItall I I
----AI WIlliesI'e \ I

I
I

"Goad

~nyXYZ

•.••. ""*-:tl R_I
_____ All W!'lalIMIe

1 ~XYZ..•..~RDlI
____ All WhcliIMIe I

I -=...•. '~RIIlaIII
_____Al~

C4mpanyXYZ!
••••.~1dIRItaiII.--.._.1'1



COMPANY"XYZ"
Wholesale Resale Perfonnance for 1/1/96 to 9/30196
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This Section Will Display
Customer Specific Data



GLOSSARY

Installation Intervals

Service Due Dates

New Service Failures

Trouble Report

Mtce Repeats

FOC

CALCULATIONS

Installations Outside of
Interval

Due Dates Not Met

New Service Failures

Trouble Report Rate

Percent Repeats· Mtce

OOS Over 3 Hrs

FOC

Speed of Answer

Speed of Answer - Repair

Wholesale Resale Glossary and Calculation Data

The agreed-upon interval of time alloted for installation to be performed.

The agreed-upon date when service order is due.

Trouble reported on an installation within 30 days after the original installation is complete.

Trouble reported by a customer on a service.

Trouble reported on a service within 30 days after the original maintenance wont is performe,

Firm Order Confirmation. An acKnowledgement to a customer confirming circuit number.
order number. and various ClitIcal dates. FOC response times vary based on the type
of service ordered.

The Percent of Installations Outside of Interva' is calculated by dividing the number of
installations not completed within the agreed upon time interval by the totll number
of Installations in the reporting period.

The Percent of Oue Dates Not Met is calculated by dividing the number of missed
appointments by the total number of appointments in the reporting period.

The Percent of New Service Failures is calculated by dividing the number of lines that failed
within thirty days after installation by the the total number of installations in the reporting
period.

The Trouble Report Rate is calculated by diViding the number of lines reported with trouble
by the total number of lines in service in the reporting period.

The Percent Repeats· Mtce is calculated by dividing the number of repeat reports by the
total number of lines in service in the reporting period.

The Percent of OOS Over 3 Is calculated by dividing the number of lines not restored
within 3 hours by the totll number of lines reported out of service in the reporting period.

The Percent of FOC Is calculated by dividing the number of requests for service not
provided within the agreed upon interval by the total number of requests for service in the
reporting period.

The Percent of Speed of Answer is calculated by dividing the number of calls not answered
within 10 seconds by the total number of calls in the reporting period.

The Percent of Speed of Answer - Re~ir is calculated by diViding the number of repair calls
not answered in 20 seconds by the total number of repair calls in the reporting penod.
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COMPANY"XYZ"
Wholesale Resale Performance for 1/1/96 to 9/30/96
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COMPANY"X'(Z'
Wholesale Resale Perfonnance for 1/1/96 to 9/30/96
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COMPANY"XY'Z:
Wholesale Resale Performance for 1/1/96 to 9/30/96
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COMPANY"X'fZ"
Wholesale Resale Performance for 111196 to 9/30/96
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This Section Will Display
Customer Specific Data



Wholesale Resale Glossary and CalculatIon Data

GL.OSSARY

Installation Intervals

Service Due Dates

New Service Failures

Trouble Report

Mtce Repeats

FOC

CALCULATIONS

The agreed-upon interval of time alloted for installation to be perlormed.

The agreed-upon date wtlen service order is due.

Trouble reported on an installation WIthin 30 days after the original installation is campi ete.

Trouble reported by a customer on a service.

Trouble reported on a service within 30 days after the original maintenance wol1t is performe<l

Firm Order Confirmation. An acltnowledgement to a customer confirming Circuit number,
order number, and various Ctttical dates. FOC response times vary based on the type
of service ordered.

Installations Outside of The Percent of Installations Outside of Interval is calculated by dividing the number of
Interval installations not completed within the agreed upon time interval by the total number

of installations in the reporting period.

Due Dates Not Met The Percent of Due Oates Not Met is calculated by dividing the number of missed
appointments by the total number of appointments in the reporting period.

New Service Failures The Percent of New service Failures is calculated by dividing the number of lines that failed
within thirty days after installation by the the total number of installations in the reporting
period.

Trouble Report Rate The Trouble Report Rate is calculated by dividing the number of lines reported with trouble
by the total number of lines in service in the reporting period.

Percent Repeats· Mtce The Percent Repeats· Mtce is calculated by dividing the number of repeat reports by the
total number of lines in service in the reporting period.

OOS Over 12 The Percent of OOS Over 121s C8lculated by dividing the number of lines not restored
wrtnln 12 hours by the total number of lines reported out of service in the reporting period.

FOC The Percent of FOC Is C8lculated by dividing the number of requests for service not
provided within the egreed upon interval by the total number of requests for service in the
reporting period.

Speed of Answer The Percent of Speed of Answer is calculated by diViding the number of calls not answered
within 10 seconds by the total number of calls in the reporting period.

Speed of Answer· Repair The Percent of Speed of Answer· Repair is calculated by diViding the number of repair calls
not answered in 20 seconds by the total number of repair calls in the reporting period.
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