
Kathleen B. levitz _
Vice President-Federal Regulatory

March 10. 1998

"-.: ~f'
. i

RLLSOUTH
SUite 900
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EX PARTE

Ms. Magalie Roman Salas
Secretary
Federal Communications Commission
1919 MStreet, NW, Room 222
Washington, D.C. 20554

Re: CC Docket No. 97-208. CC Docket No. 97-231.
--- \CC Docket No. 97-121. CC Docket No. 97-137.

CC Docket No. 96-98. and RM-9101

Dear Ms. Salas:

This is to inform you that Randy New. Allan Price. Jim Llewellyn. Robert
Blau. and the undersigned. all of BellSouth Corporation. and Erwin
Krasnow of Verner. Lipfert. Bernhard, McPherson &Hand, met with
Commission staff on March 3. 1998. The following Common Carrier Bureau
staff members attended some or all of this meeting: Carol Mattey;Michael
Pryor: Jonathan Askin: Bill Bailey: Michelle Carey: Greg Cooke: Jke
Jennings; David Kirschner: Daniel Shiman; Jeannie Su: and Joe Welch.

During the meeting the participants discussed issues related to the
showings required to demonstrate that an applicant has complied with the
check1ist requi rements set forth inSections 271 (i v), (v). (vi), and
(xi) of the Communications Act. as amended. Documents related to these
subjects that were filed with you on February 25. 1998, formed the basis
for this discussion.

Attachment 1 is a copy of a document prepared in response to an earlier
Commission staff request. Representatives of BellSouth explained and
gave copies of this document to Commission staff at the meeting.



Because th~ Commission is considering one or more of the issues
discussed at the meeting in each of the proceedings identified above. we
are filing notice'of this ex parte meeting in each of those proceedings.

As required by Section 1.1206(a)(2) of the Commission's rules. we are
filing with the Commission two copies of this notice in each of the
proceedings identified above. Please associate this notification with
each of those proceedings.

Sincerely,

J/. I ~/.: h..lX.,.J:.t JLU-Lh.- L/' :--~Ul, tJ
Kathleen B. Levitz
Vice President - Federal Regulatory
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B1LLSOUTH'S f:VlDENCE OF COMPLIANCE WITH CBECnlST ITI:M 2:
~ONDISCRL\fL~ATORY ACCESS TO NETWORK ELEMENTS

• BellSouth provides CLECs access to a number of network elements and sub-elements on
an unbundled basis, and on standardized terms. Standard offerings include access to

local loops, network interface devlces, switching capability, interoffice transmission
facilities, signaling networks and call-related databases, operations support systems
functions, operator services, and directory assistance. Additional details concerning
these offerings are given in BellSouth' 5 discussion of other Checklist items.

• Where technically feasible, access to additional UNEs may be obtained through
BellSouth' 5 Bona Fide Request Process.

• BellSouth developed the Bona Fide Request process jointly with AT&cT.

• The process requires BellSouth to acknowledge in writing, within two business
days, itl! receipt of a CLE.C request. and further requires BellSouth to identify a
single point of contact for that request.

• BellSouth will provide a preliminary analysis oCthe request within 30 days of its
receipt except in extraordinary circumstances (in which clSe BeltSouth arid the
CLEC win agree upon a mutually acceptable date).

• As soon as feasible, but not more than 90 days after it is authorized by the CLEC
to proceed with development of a complete proposal. BellSouth will provide its
proposal to the requesting CLEC. The proposal will address the fo \lowing. at a
minimum: a description of the network element, availability, applicable rates, and
installation intervals.

• The requesting CLEC has 30 days from re<:eipt of the proposal to notify
Be1ISouth of its acceptance or rejection of the proposal.

• BellSouth does not impose any limitations, restrictions, or requirements on requests for
or use of a UNE that would impair a CLEe's ability to provide a telecommunications
service in the manner it intends.

• CLECs obtain exclusive use of an unbundled network facility and may use features,
functions, or capabilities for a set period of time.

• BellSouth retains the obligation to maintain, repair, or replace tiNEs.

• BellSouth permits any CLEe to recombine UNEs on an end-to-end (or any other) basis.



• In satisfaction of 47 U.S.C. §§ 2S 1(c)(3) and (c)(6), BellSouth provides CLECs that so
desire with physical or, at the elECts option, virtual collocation for the purpose of
combining lJlI.c"Es. Collocation arrangements are discussed in greater detail in
BellSouth's discussion of Checklist Item 1.

• BellSouth has established comprehensive performance measurements to facilitate
verificltion that BellSouth is providing nondiscriminataty access to ONEs.

• BeIJSouth is legally bound, through iu interconnection agreements, statements of
generally available terms and conditions, and state commission orders, to provide
performance measw-ements.

• As described in Attachment 1 hereto. Bel\South has developed a comprehensive
set ofmeasurements covering pre-ordering. ordering and provisioning,
maintenance and repair, and billing of interconnection, UNEs. and resold
services, among other functions.

• In addition to creating performance measurement reportS bued on the extensive
data it coUects, BellSouth provides CLECs direct access to the data used to
generate these reports. thereby enabling CLECs to obtain specific results without
intervention by BellSouth. BellSoutb will maintain performance data fOT a two­
year period from the time when reports are initially produced.

• BellSouth provides nondiscriminatory access to ass functioJ15 for pre~Tdering, ordering
and provisioning, maintenance and repair, and billing of interconnection, resold retail
services, and UNEs. BellSouth's ass interfaces arc operated and made available to
CLECs on a region-wide basis.

Pre-orderjns

• There currently is no industry-standard PTC-orderinl interface. However,
BellSouth is committed to implementing whatever prtKlrdering standards the
industry develops.

.eeUSouth proVides eLECs with real·time access to the same pre:Qrdering
databases used by BellSouth's retail representatives through either the Local
E.xclw1ge Navigation System ("LENS"), the Common GateWay I11terface
("Cor'). or Be-Lite. Each of these interfaces provid. CLECs with access to
pre-ordering informatioD in substantially the same time and manner as
Bel1South's own retail representatives.
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• LENS and EC·Lite are superior to BellSouth's retail systems in tha.t they
provide a single inteJface for both residential and business customers
throughout all BellSouth states.

• EC·Lite, which was developed at AT&T's request, has been fully tested
and has been available to CLECs since December 30, 1997. EC~Lite

allows CLECs to perform pre-ordering and ordering functions using their
own asss.

• CLECs may integrate LENS data into their own internal systems using
COl, which allows CLECs to obtain and manipulate the LENS data
electronically. BellSouth's COl interface was updated on December 15,
1991 and the updated interface has been provided to aU requesting
CLECs.

Orderiua and pmyi~jQniDa

• EDI, the primuy ordering interface offered to CLECs, has been available since
December 1996.

• The EDI interface conforms to the national standards for local exchange
ordering established by the Ordering and Billing Forum subcommittee of
the Telecommunications Industry Association. Be11South is implementing
Version 7.0 of the EDI standard in March 1998.

• EDI currently supports electronic ordering for services that represent 80 0/0
of BellSouth's total retail operating revenue, including 34 resale services
and some unbundled netWork elements, inclUding unbundled loops, ports
and interim number portability.

• Several complex services may be ordered using ED!. The speciali%ed
nature and low volume of these complex services necessitates substantial
manual handling, however. Orden for such services are processed in
substantially the same manner for CLECs as for BellSouth's own retail
customers.

• BellSouth also has developed PC-based ED! software, allowing even the
smallest CLEC to use ED!. Four CLECs are using this interface, which lS
known as EDI-PC.

• Seven CLECs currently are using BDY.
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• - CLECs also may order infrastructure-type elements such as interconnection
trunking using Exchange Access Control and Tracking System ("EXACT').

• LENS and CGt also may be used to order a subset of resold services. Forty-four
CLEes currently use LENS for ordering.

• Orders for UNEs that constitute an eXIsting retail service are treated as resale
orders.

• All CLEes utilizing BellSouth's ass interfaces have been provided with a
complete set of the business rules used by BellSouth in processing their orders.
These rules include (1) rules governing the Local Exchange Ordering
Implementation Guide, (2) nales governing the Local Exchange Ordering
database ("LEO"), which checks orders for ~pleteness, and (3) rules governing
the Local Exchan.e Service Order GeneratOr ("LESOG") and the Service Order
Edit Routine (USOER") of BellSouth's Service Order Control System ("SaCS").
which check for data validity (including checks against pre-ordering databases for
valid addresses, proper reservation of telephone numbers, availability of the
ordered feature in a specific central office, iLnd valid combinations of services and
features).

• CLECs may integrate ordering and pre-ordering functions using their own
interface (such as EC-Lite, which was develoJ)ed initially by AT&T); by
integrums pre-orderiDg information from LENS with the ordering functions of
EDI; or by using LENS for both pte-ordering and ordering.

• Fully mechanized order generation is currently available for 34 resale services.
These services represent approximately 90% of 8ellSouth's consumer and small
business revenues. All aspects of order generation~ including firm order
confirmations and completion notices - are fulJy mechanized for these services.

• In January 1998, approximately 63.7 % of CLEe orders for these services
and selected UNEa flowed-through EDt ~"m LENS without human
interVeIlaon. After correcting for CLEC-caused errors, approximately
90.S % ofCLEC orden flowed-through.

• BellSouth hu developed a mechanism to provide CLECs electronic
notification of order errors. BellSoutb has created a standard set of
electronic error messages which will be returned to the CLECs via ED!,
LENS, or COt. These errors will allow the CLEes to recognize and
correct any errors in their orders and resubmit them.
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~ A subset of this service has been tested with MCI and has been
avaIlable to aU CLEes since November 1997. The full-blown
expanded service providing electronic notification of order errors
will be avai lable to all CLECs as of March 16, 1998.

• BellSouth's electronic interfaces for ordering and provisioning produce Hrm
order confumations ("FOCs") for CLECs in substantially the same time and
manner as they are produced for BellSouth.

• A FOC is produced and returned electronically for correct orders
submined electronically.

• OfCLEC EDl orden submitted correctly in January 1998 in BellSouth's
region, 84% resulted in FOCs in less than 4 hours. and 920/0 resulted in
FOCs in less than 24 hours. For all the January EDI orders which
required manual handling, 83% resulted in FOCs in less than 24 hours.

• Order status notifications for CLECs (includingjcopardy notifications) are
delivered to CLECs in substantially the same time and maDner as they are
produced for BenSouth.

• Service jeopardy notifications are delivered via a printed (faxed)
document, in substantially the same time and manner as they are delivered
to Bel1South's own retail operations.

• At AT&T's request, BellSouth also bas developed a system that notifies local
exchange carriers when they have lost a customer.

• The current combined capacity for LENS and EDI is more than 10,000 orders per
day, about 4()()8h greater than the peak: daily ordering volume experienced by
BeUSouth to date.

Maintonance and Repair

• BeUSouth off"ers CLECs access to the Trouble Analysis and Facilitation Interface
(UTAFI"), the same maintenance and trouble repair system used by Be11South's
own retail representatives.

• Repair attendants may use TAFI to clear troubles remotely while the
customer is still on the line.

• 25 CLECs have used TAFt to enter trouble repom.
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• Th~ ,TAFI interface can support 130 simultaneous users and 2600 trouble
report3 per bour for the BcHSouth region. This far exceeds actual CLEC
usage; 21 CLECs generated a total of 5252 trouble reports between June
and December 1997,

• BeltSouth's machine-tn-machine local exchangc trouble reponing interface - the
Electronic Communicat;on Trouble Administration GateWay - conforms to the
TIMI standard for local exchange trouble reporting and notification. This
interface provides access to the BellSouth maintenance OSS supl'Ql'ting both
telephone-numbered llld circuit-identified services, and supports both resold
services and tJNEs. BellSouth completed testing of this application-to­
application gateway in November 1997 and is ready to deploy it with any
interested CLEC.

• BellSouth also offers CLECs access to the same TIIM1 industry standard trouble
reporting interface used by interexchlU18e carriers to report troubles with access
services.

Bmine

• BetlSouth provides CLECs with access to billable usage information in
substantially the same time and manner as BeUSouth's retail customers.

• Generally, services ordered from BellSouth's General Subscriber Lines
Tariff and Private Line Services Tariff are billed using ellIS while
services order from the Access Services Tariff arc billed using CABS.

• Pursuant to the negotiation and arbitration process, BellSouth has agreed
to provide some CLEes with CABS-formatted bills for services that
would nonnally be billed using CIUS. BeliSouth hu provided CRlS bills
and CABS-fonnatted CRIS bills since August 1997.

• BellSouth piovides CLECs with an optional interface - the Billing Daily
Us. FUe - detailing daily use of all usage-bued services. The bill
records arc provided in the industry-defincd Exchange Message Record
format.

• The Daily Usage Files may be tramferred to the eLEC
electronically or via magnetic tape.

• Nineteen CLECs currently receive daily usage files ad more than
41 million CLEe billable usage records have been processed.
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Noli" Qf System Update.'

• BellSouth provides CLEes with advance notification and documentation of all
proposed system changes.

• BellSouth also provides CLEes with training on all ass interfaces and extensive
documentation of these interfaces.
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Service Quality Measurement!
Measurement Detail

BeIiSoutb's Proposed Implementation of Ge0l'lia Docket No. 7892_U

PRI-oRDERING (PO) ..

01127/98

Function: Averal' Respons. Interval for Pre-Orderinl Information" OSS Interface
Avanabillty

Measurement As an initial step of establishing service, the customer service agent must establish such
Overview: basic facts as availability of desired features, likely service delivery intervals, the

telephone number to be assigned, the current products and features the customer has,
and the validity of the street address. Typically, this type of information is gathered
from supponing asss while the customer (or potential customer) is on the telephone
with the customer service agent. Pre-ordering activities are the ftnt contact that a
customer may have with a CLEC. This measure is designed to monitor the time
required for CLECs to obtain the pre-ordering information necessary to e.stablish and
modify service. Comparison to SST results allow conclusions as to whether an equal
opportunity exists for the ClEC to deliver a comparable customer experience
(compared to SST) when a retail customer calls the CLEC with a service inquiry.

Measurement 1. Averal' Response Interval- ~ [ (Query Respo.... Dlte " Time) - (Query
Metbodolol)': Submission Date" Time) JI (Number of Queries Submitted in Reportinl Period)

The response interval for each pre-ordering query is determined by computing the
elapsed time from SST receipt of a query from the ClEC, whether or not syntactically
correct, to the time SST returns the requested data to the CLEC. Elapsed time is
accumulated for each major query type, consistent with the specified reponing
dimension, and then divided by the associated total number of queries received by SST
during the reponing period.

Objective:

Average response time per transaction for a query for appointment scheduling, service
& feature availability, address verification, request for Telephone Numben (TNs), and
Customer Service Records (CSRs). The query interval starts with the request message
leaving the CLEC and ends with the response message arriving at the ClEC.

1. 055 Interrace Availability - (Actual Avanability) I (Scbeduled Availability) X
100

Objective:

Percent of times ass interface is actually available compared to scheduled availability.
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Service Quality Measurements
Measurement Detail

0\127/98

BeliSoutb's Proposed Implementation of Georgia Docket No, 7891_U

Reportta. DiDlnllou: Excluded SituatloD':

• Not carner specific. • None
• Not product/service specific.
Data Retained aelatta, to CLEC Experience: Data R.tained Relatin. to BST Performance:
• Report Month • Report Month
• Query Type (per reporting dimension) • Query Type (per reporting dimension)
• Response interval • Response interval
• Regional Scope • Regional Scope

RNS RespooH Times
System < 2.3 Sec. > 6 Sec. Avg. Sec. #. of Cans
RSAG
• by TN x x x x
- by ADDR x x x x

ATLAS x x x x
DSAP " x x x
CSR x x x x
PSlMS/COFFI " x " x

LENS RespoDse TImes
System < 2.3 Sec. > 6 Sec. Avg. Sec. # of Cans
RSAG
• by TN " x x x
-by ADDR x x x x

ATLAS x x x x
DSAP x x x x
CSR x x x x
PSlMs/COFFI x x x x

EC LITE R T'- espoue IlDes

System < 2.3 Sec. > 6 Sec. Avg. Sec. # of Cans
RSAG
- by TN x x x x
-by ADDR x x x x

ATLAS x x x x
DSAP x x x x
csa x x x x
PSlMS/com x x x x
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Service Quality Measurements
Measurement Detail

BeIiSoutb's Proposed Implementation of Geol'lia Docket No. 7891_U

-
OSS IDterfaa Availability

01127/98

Application % Availability CLEC % Availability BST
LENS x x
LEO x x
LESOG x x
EO[ x x
CLEC TAFt x x
PSIMS x x
HAL x x
BOCRlS x x
ATLASICOFFI x x
RSAGIDSAP x x
LMOSHOST x x
SOCS (update) x x
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ORDERING

Service Quality Measurements
Measurement Detail

BeliSouth's Proposed Implementation of Geol'lia Docket No. 7892_U

01127/98

Fua":
MeauremeDt
Overview:

Meaurement
MetbodolOl)':

OrderiD,
Wben a customer calls their service provider, they expect to get information promptly
regarding the progress on their order(s). Likewise. when changes must be made. such
as to the expected delivery date, customers expect that they will be immediately notified
so that they may modify their own plans. The order status measurements monitor,
when compared to BST result. that the CLEC has timely access to order progress
information so that the customer may be updated or notified when changes and
rescheduling are necessary. Furthermore. the "% jeopardies returned" measure for the
CLEC. when reported in comparison to aST result, will gauge whether initial
commitments to the CLEC for order processing are as reliable as the commitments aST
makes for its own operations.
1. Firm Order ConfirmatioD Timeliness • E((Date and Time of Firm Order
CODfirmation) - (Date aDd Time of Service Request Acknowiedlment) )1 (Number
of Service Requests Confirmed in Reportinl Period)

Objective: Interval for Return of a Firm Order Confirmation (FCC Interval) is the
average response time from receipt of valid service order request to distribution of
order confinnation.

MetbodoiOl)':
• Non-Mechanized Results are based on a 100% sample
• Mechanized Results are based on actual data for all orders from the ess

2. Reject Interval- E[ (Date aDd Time of Service Request Rejection) - (Date and
Time of Service Request Acknowledlment) II (Number of Service Requests
Rejected In ReportiDI Period)

Objective: Reject Interval is the average reject time from receipt of service order
request to distribution of rejection.

Methodo'OIY:
• Non-Mechanized Results are based on a 1000Al sample
• Mechanized Results are based on actual data for all orders from the ess

3. Puent Rejected Service Requests - E(Total Number of Rejected Service
Requests) I (Total Number of Service Requests Received) X 100.

Objective: Percent Rejected Service Requests is the percent of total orders received
rejected due to error or omissions.

MetilodololY:
• Manual traekinl for non flow-tbroup service requests
• Mechanized tracking for flow-through service requests
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Service Quality Measurement!
Measurement Detail

BeIiSoutb's Proposed Implementation of Georgia Docket No. 7891_U

01/27/98

4. Pereeat Flow-tbroulb Service Requests • L (Total of Service Requests tbat now­
tbroUlb to tbe SST OSS) I (Total Number of Service Requests delivered to SST
OSS) X 100.

Objective: Percent Flow-through Service Requests measures the percentage of orders
that utilize BSTs' ass without manual (human) intervention.

MetbodolOty:
• Mechanized tracking for flow-through service requests

S. Total Service Request Cycle Time - (L Date It: Time CLEC Service Requests
placed iD quelle for completioD) - (E Date It: Time CLEC Service Requests fint
reacbes SST Interface) I Total Number of Service Requests

Objective: The average time it takes to process a CLEC service request, measured
from the fU'St time the request reaches the eST interface to the order being placed in
queue for completion. Comparisons can be made to equivalent eST cycle times to
assure the CLEC of processing parity. Service Request Cycle Time captures both reject
and commitment intervals.

MetbodolOty:
Mechanized tracking for flow-through orders

6. Service Requests submissioal per request - L (Total Service Requests tbat now­
tbroup to tbe SST OSS) + (Total Rejects) I (Total Service Requests Received)

Objective: Measures the average number of times the same service request is
resubmitted due to changes and/or updates.

Metbodoloty:
Mechanized tracking for flow-through service requests

7. Speed of ADswer ia Orderlal Ceater - E(Total time ia secoads to reacb LeSC)
I (Total" of Calls) ia ReportiDl Period. .

Objective: Measures the average time to reach a eST representative. This can be an
important measure of adequacy in a manual environment or even in a mechanized
enviroDment wbere CLEC service representatives have a need to speak with their eST
peen.

MedIGdolol)':
Mee:banjpd trackinl through LCSC Automatic Call Distributor.
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SerYice Quality Measurements
Measurement Detail

8ellSoutb's Proposed Implementation or Georgi. Docket No. 7891_U
--

0\/'27/98

aeportiDI Dimeulou: Excluded Sltuadoll.:
• See Appendix A. item I • Finn Order Confirmation Interval· Invalid
• See Appendix A, item 4 Service Requests

• Rejection Interval
• Percent Rejected Service Requests· None
• Percent Flow-through Service Requests •

Rejected Service Requests
• Service Requests canc:eled by the CLEC
• Servic:e Request Activities of BSTassociated

with internal or administrative use of local
services.

Data a.taiDed Relattn. to CLEC Experience: Data Retaiatd Rtlattal to 1ST PerformaDce:
• Report Month • Report Month
• Interval for FOC • Interval for FOC
• Reject Interval • Reject Interval
• Total number of LSRs • Total number of LSRs
• Total number of Errors • Total number of Errors
• Adjusted Error Volume • Adjusted Error Volume
• Total number offiow through servic:e requests • Total number of flow through service requests
• Adjusted number of flow through servic:e • Adjusted number of flow through service

requests requests
• Geographic: Scope • GeolJ'll)bicScope

Firm Order CODflnaatton Tim....
Mechanfztd Non-Mechanllecl Mlchanllecl Non-MechlniZtd

%c10 lI8I c5 eIdI ,.-s. e! cIdI ,.-Seldl c10 cIdI ".10 cIdI c10 CktI ".10 CktI

Tl\IIlk. )(

UN! X )( )( x
UN! (S9'CiIlI) )( )( x x
R... ·RMidInCI X X X X

R... ·BuIinIII )( X X x
Fl...-SPll*I )( x x X

UNI· LOCIPIlWLNP X X X X

R.ject TlaeUll_
MIdlIniZecI Non-Mecharnzed MechaniZed Non-Mectllnize<t

1'<&10__ eSc.- ,.at_ c5c1d1 ,.-Seldl c10. ".10 cllta c10 cIdI ,..10 cktl

TMlU X
UNI X X X x
UNI(S....) )( x x X

R..... ·R.... X X X x
R..... ·BuIinIII )( )( )( X

R..... ·S...... X )( )( )(

UN! - Loope lWLNP )( )( x x
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Sel"\lic:e Quality Measurements
Measurement Detail

Ol/27/98

BeliSoutb's Proposed Implementation of Georgia Docket No. 7891_U

Percent Rejected Service'Requests
Mechanized Non-Mechanized MechaniZtd Non·MKhanized

%<'04. <5 elct. >-5 cktI <5 clct. n5ellt. <10 clct. >·,0 clct. <10 elltl >.'0 ekl.
TI\mk. X

UN! X X X X
UNE (Specl.I.) X x x x
R.... ·R..'dence X X X X
R.... • Bu.inn. X X X X
R..... ·Speci811 X X X x
UN! • Loope wIl.NP X X X X

ThFtPercent ow- roulb Service Requests
Mechanized Non-MechaniZed Mechanized Non-Mechanized

%<'04. <5 cktI >-! cktI <5 ckt. >-5 ckt. <'0 cktI n10 CllI. <10 elltl nl0elll.
Tl\lnkl X

UN! X x x x
UN!(S~1 x x x X

R.", • Rtlklence x x x X
R..... ·BuIi"... X X X X
R•••• SpeciIII X x x X
UN! • Loope wIl.NP X X X X

C I TiRsel"\llce llqUest yc e me
Mechanized Non·MechaniZed Mechanized Non·Mechanized

%"104. <5 cktI n5 cktI <5 <:kI. >-! cktI <10 cktI >.10 cktI <'0 cktI >.,0 ekt.

TNnk. X

UN! X X X x
UNE(S.....) x x x X

R..... RlIldence X X X x
R..... ·BuIinell X X X X

R...·S~ X X X x
UNE • Loope wIl.NP X X X X

Sel"\lice Request SubmissioDs per Request
Mechanized Non-MechaniZtd Mechanized Non-Mechanized

%"10d. ..Seidl >·ScktI <5 cktI >01$ cktl <10 eIdI >.10 eIctI <10 cktI >.10 ckt.

TNnkl X

UN! X X X X

UNE (SOICiIII) X x x X

RHIle·Rtlklence X X X x
R..... ·BualMu X X X x
FleaIIe· $pICIIII x x x x
UNE • l.oope ...uII X x x x

of Aalwer til Ord...... Center
Ave. Answer time (Sec.) / month

x
Ave. Answer time (Sec.) / year

x
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Service Quality Measurements
Me.surement Detail

&eIlSoutb's Proposed Implementation of Geol'li. Docket No. 7892_U

PROVISIONING

01/27/98

ruacttoll:
Meuuremeat
Overview:

Meuuremeat
Methodoloty:

Order CO..pledoll laterv.1s
The "average completion interval" measure monitors the time required by eST to
deliver integrated and operable service components requested by the CLEC, regardless
of whether resale services or unbundled network elements are employed. When the
service delivery interval ofBST is measured for comparable services, then conclusions
can be drawn regarding whether or not CLECs have a reasonable opportunity to
compete for customers. The "order completion interval distribution" measure monitors
the reliability of BST commitments with respect to committed due dates to assure that
CLECs can reliably quote expected due dates to their retail customer. In addition, when
monitored over time, the "average completion interval" and "percent completed on
time" may prove useful iIi detecting developing capacity issues.
1. Aven.. Completlollinterval- L: [(Completloll D.te. Time)· (Order
Submissloll D.te " Time) JI (Count of Orden Completed in Reporting Period)

1. Ord.r Completion Int.rv.l Distribution - L: (Servic. Orden Completed in "X"
days) I (Total Service Orden Completed la Reportial Period) X 100

The actual completion interval is determined for each order processed during the
reporting period. The completion interval is the elapsed time from eST receipt of a
syntactically correct order from the CLEC to BST's return of a valid completion
notification to the CLEC. Elapsed time for each order is accumulated for each
reporting dimension. The accumulated time for each reporting dimension is then
divided by the associated total number of orders completed within the reponing period.

The distribution of completed orders is determined by first counting, for each specified
reponing dimension, both the total numbers of orders completed within the reporting
interval and the number of orders completed by the committed due date (as specified on
the initial FOC returned to the CLEe). For each reporting dimension, the resulting
count of orders completed for each specified time period following the committed due
date is divided by the total number of orders completed with the resulting fraction
expressed as a percentage.

Objective: Average time from receipt of (confmned) service request to actual order
completion date. Excludes orders where customer requested dates are beyond offered
interval.

Metllodoloty:
• Mecblllizld metric from ordering system
• Ifmecbanical not available, a (BST '" CLEe) statistically validated sample should

be used.
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Reporttnt ntmensions: Excluded Situations:
e See Appendix A, item 2 e Orders where customer requested dates are
• See Appendix A, item 4 beyond offered interval
Data Retained Relatint to CLEC Experience: Data Retained Relatinl to SST Performance:
• Report Month • Report Month
• CLEC Order Number • Average Order Completion Interval
• Order Submission Date • Order Completion by interval
• Order Submission Time • Service Type
• Order Completion Date • Activity Type
e Order Completion Time • Geographic Scope
e Service Type
• Activity Type
• Geographic Scope

Aveni' Completion Interval
UNILOO" SIIMDaVI 1 I 2 I 3 I 4 T 5 T >5 I Totlll ",ve. Completion Int...,.1
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>al0 eireuU )( x x x x x ~ ~ x
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< 10 cfreUitI )( x x J( x x x x X

>a 10 eifCUilI x J( x )( x )( )( )( x

Order Completion Interval Distribution
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NOO~

< 5 circuits )( )( )( ~ ~ )( )( )( ~
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Function: Held Orden
Measurement When delays occur in completing CLEC orders, the average period that CLEC orders
Overview: are held for BST reasons, pending a delayed completion, should be no worse for the

CLEC when compared to BST orders.
Measurement 1. Mean Held Order Interval • 2: (Reportinl Period Close Date - Committed
MethodololY: Order Due Date) I (Number of Orden Pendinl and Past The Committed Due

Date) for all orden pendinl and past the committed due date.

This metric is computed at the close of each report period. The held order interval is
established by f1J'St identifying all orders, at the close of the reporting interval, that both
have not been reported as "completed" via a valid completion notice and have passed
the currently "committed completion date" for the order. For each such order the
number of calendar days between the committed completion date and the close of the
reporting period is established and represents the held order interval for that particular
order. The held order interval is accumulated by the standard groupings in Appendix A,
item 2, and the reason for the order being held, if identified. The total number of days
accumulated in a category is then divided by the number of held orders within the same
category to produce the mean held order interval.

(# of Orden Held for ~ 90 days) I (Total # of Orden Pendinl But Not Completed)
X 100.

(# of Orden Held for ~ 15 days) I (Total # of Orden PendlDI But Not Completed)
X 100.

This "percentage orders held" measure is complementary to the held order interval but
is designed to detect orders continuing in a "non-completed" state for an extended
period of time. Computation of this metric utilizes a subset of the data accumulated for
the "held order interval" measure. All orders, for which the "held order interval" equals
or exceeds 90 or IS days, are counted for order type. The total number of pending and
past due orders for order type are counted (as was done for the held order interval) and
divided into the count of orders held past 90 or IS days.

Objective: Average time to detect orders continuing in a "non-eomplete" state for
extended period of time.
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Reportial Di.euion.: Excluded Situations:

• See Appendix A, item 2 • Any order canceled by the CLEC will be
• See Appendix A, item 4 excluded from this measurement.

• Orders held for CLEC end user reasons
• Orders held for eST end user reasons
• Order Activities of aST associated with

internal or administrative use of local services.
Data Retained Rel.tinl to CLEC Experience: Data Retained Retatinl to BST Performance:

• Report Month • Report Month
• CLEC Order Number • Average Held Order Interval
• Order Submission Date • Standard Error for the Average Held Order

• Committed Due Date Interval

• Service Type • Service Type

• Hold Reason • Hold Reason

• Geographic Scope • Geographic Scope

Mean Held Order Interval
Oi'oltch No-Oi'pMch Oiso-tch No-Oi,patch
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Reali•• Spec:iala
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Fuaetloa:
Measurement
Overview:

Measurement
Methodology:

(Dltallatlon Tim.liness, Quality" Ac:c:uraey
The "percent missed installation appointments" measure monitors the reliability of SST
commitments with respect to committed due dates to assure that CLECs can reliably
quote expected due dates to their retail customer. Percent Provisioning Troubles within
30 days of Installation measures the quality of installation activities and Percent Order
Accuracy measures the accuracy with which services ordered by the CLECs were
provided.
1. Penent Missed Installation Appointments • L (Number of Orden missed in
Reportiol Period) I (Number of Orden Completed in Reportlol Period) X 100

Percent Missed Installation Appointments is the percentage of total orders processed for
which 8ST notifies the CLEC that the work will not be completed as committed on the
original FOC. The measurement result is derived by dividing the count on misses SST
issues to the CLEC by the count of FOCs returned by BST during the identical period.

Objective: Percent of orders where completion's are not done by due date on order
confirmation. Misses due to competing carrier or end user causes should be aggregated
out and indicated.

MetbodolOl)':
• Mechanized metric from ordering system

2. % Provisiollinl Troubles within 30 days of Installation • E(All Troubles on
Services instilled S 30 days in a calendar montb) I (AlllnstaUatlon, in same
calendar mOlltb) X 100

Objective: Measures the quality of completed orders

MetboclolOl)':
Mechanized metric from ordering system

3. Percellt Order Aceuracy • ( L: Orden Completed wlo error) I ( L: Orders
Completed) X 100.

Objeetive: Measures the accuracy and completeness of 8ST provisioning or
disconnecting service by comparing what was ordered and what was completed.

MetllodololY:
• Non-Mechanized Results are based on an audit of a statistically valid sample
• Mechanized Results are based on an audit of a statistically valid sample
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R'DOni..D"'.iou: : Excluded Situations:
• See Appendix A. item 2 • None
• See Appendix A. item 4
Data RetaiDed Relatinl to CLEC Experieo(e: Data Retained Relatiol to SST Performance:
• Repon Month . • Repon Month
• CLEC Order Number • SST Order Number
• Order Submission Date • Order Submission Date
• Order Submission Time • Order Submission Time
• Status Type • Status Type
• Status Notice Date • Status Notice Date
• Status Notice Time • Status Notice Time
• Standard Order Activity • Standard Order Activity
• Gcograohic Scope • Geographic Scope
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MAINTENANCE" REPAIR (Mal

01/27,98

FUBettoa: Customer Trouble Report Rate
Measuremeat This measure can be used to establish that CLECs are not competitively disadvantaged,
Overview: compared to BST, as a result of experiencing more frequent incidents of trouble reports.
Measurement l. Customer Trouble Report Rate • (Count of Initial" Repeated Trouble Reports
Metbodology: in the Current Period) I (Number of Service Access Lines in Service at End of the

Report Period) X 100. Note: Local Interconnection Trunks are reponed only as
total troubla. No meaningful count of lines in service exists.

The frequency of trouble metric is computed by accumulating the total number of
maintenance tickets logged by a CLEC (with BST) dUring the reporting period. The
resulting number of tickets is divided by the total number of"service access lines"
existing for the CLEC at the end of the report period.

Objective: Initial customer direct or referred troubles reported within a calendar month
where cause is in the network (not customer premises equipment, inside wire, or carrier
equipment) per 100 lines/circuits in service.

Methodology: Mechanized metric trouble reports and lines in service captured in
maintenance database(s).

Reportial Dimensions: Excluded SituatiolU:

• See Appendix A, item 3 • Trouble tickets canceled at the CLEC request
• See Appendix A, item 4 • SST trouble reports associated with

administrative service
• Instances where the CLEC or SST customer

requests a ticket be "held open" for monitoring
Data Retained Relstinl to CLEC Experienee: Data Retained Relating to 1ST Performance:

• Report Month • Report Month
• CLEC Ticket Number • SST Ticket Number
• Ticket Submission Date • Ticket Submission Date
• Ticket Submission Time • Ticket Submission Time
• Ticket Completion Time • Ticket Completion Time
• Ticket Completion Date • Ticket Completion Date
• Service Type • Service Type
• WTN or CKTID (a unique identifier for • WTN or CKTIO (a unique identifier for

elements combined in a service configuration) elements combined in a service configuration)

• Disposition and Cause • Disposition and Cause

• GeolUllDhic Scope • Geographic Scope
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