
Service Quality '1easurements
Measurement Detail

BeIiSouth's Proposed Implementation of Georgia Docket No. 7892_U

01/27/98

Customer TrQllble Report Rate
ALL Dispatch No-Dispatch Dispatch No-Dispatch

" Resldenc. Business Residence Business

Interconnection TNnkl X

UNE X X

Resale X X X X

Resale - Special. X

Note: Local Interconnection Trunks are reported only as total troubles. No meaningful count of lmes In

service exists.
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Service Quality Measurements
Measurement Detail

BellSouth's Proposed Implementation of Georgia Docket No. 789'%_U

MAINTENANCE &; REPAIR (MR)

01/2'7/98

Function: Misted Repair Appointments
MeasuremeDt When this measure is collected for BST and CLEC and then compared, it can be used to
Overview: establish that CLECs are receiving equaily reliable (as compared to SST operations)

estimates of the time required to complete service repairs.
Measurement 2. Percentage of Missed Repair Appointments • (Count of Customer Troubles Not
Methodology: Resolved by the Quoted Resolution Time and Date) / (Count of Customer Trouble

Tickets Closed) X 100.

Percent of trouble reports not cleared by date and time committed. Appointment
intervals vary with force avaHabUity in the POTS environment. Specials and Trunk
intervals are standard interval appointments of no greater than 24 hours.

Objective: This measurement is designed to show parity between CLECs and SST in
the handling of repair appointments.

Metbodology: Mechanized metric from maintenance database(s).

ReportiD, Dimensions: Excluded Situations:

• 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

requestl a ticket be "held open" for monitoring
Data R.tained Reladnl to CLEC ExperieDce: Data Retained Relatl•• to SST 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 CKTlO (a unique identifier for
elements combined in a service configuration) elements combined in a service configuration)

• Disposition and Cause • Disposition and Cause

• Geographic: Scope • Geographic Scope

Miuect Repair AppoiDtm.ta

ALL Dispatch No-Dispatch
_. ,.."'.

- Bu.in•••

IntefCClnnection Trunks

UNE X X

Res.1e X X X X
IR_......~,·,·
Note: There IS no measurementfor Interconnection TrunlcJ or Specials. These are handled on a 1st come,
Ist serve basis. The appropriate measurement for these is average duration.
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Service Quality Measurements
Measurement Detail

BeliSoutb's Proposed Implementation of GtOl'Il. Docket No. 7891_U

MAINTENANCE & REPAIR (MR)

0\12'7:98

Function:
Measurement
Overview:
Measurement
:vIethodology:

Quality of Repair & Time to Restore
This measure, when collected for both the CLEC and aST and compared, monitors that
CLEC maintenance requests are cleared comparably to aST maintenance requests.
3. Out of Service> Z4 Hours • (Total Repeat Troubles> Z4 Houn) I (Total
Troubles) X 100

4. Percent Repeat Troubles within 30 Days • (Total Repeated Trouble Reports
withiD 30 Days) I (Total Troubles) X 100

S. Maiateaance Avera,e Duration • (Total Duration Time) I (Total Troubles)

For Out of Service Troubles (no dial tone, cannot be caUed or cannot call out): the
percentage of troubles cleared in excess of24 hours.

For Percent Repeat Trouble Reports within 30 Days: Trouble reports on the same
line/circuit as a previous trouble report within the last 30 calendar days as a percent of
total troubles reported.

For Average Duration: Average time from receipt of a trouble until trouble is status
cleared

Objective: These measurements are used to demonstrate quality of maintenance and
repair.

Metllodoloty: Mechanized metric from maintenance databue(s).

ReportiDI Dimensions: Elcluded Situ.dou:

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

administrative service
• Instances where the CLEC or aST customer

requests 1 ticket be "held open" for monitoring
Data RetaiDed Relatial to CLEC Esperince: Data Rltaiud a.latta, to SST Performance:
• Report Month • Report Month
• Total Tickets • Total Troubles
• CLEC Ticket Number • Percentale of Customer Troubles Out of

• Ticket Submission Date Service > 24 Hours

• Ticket Submission Time • Total and Percent Repeat Trouble Reports with

• Ticket Completion Time 30 Days

• Ticket Completion Date • Total Duration Time

• Total Duration Time • Service Type

• Service Type • Disposition and Cause

• WTN or CKTID (I unique identifier for • Geographic Scope
elements combined in a service configuration)

• Disposition and Cause
• Geographic Scope
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Service Quality Measurement!
Measurement Detail

0\/27/98

BeIlSouth's Proposed Implementation of Georgia Docket No. 7892_U

Out of Service more thaa 24 Houn
ALL Dispatch No-Dispatch

_.
Nn.

R ... i Busin...
Interconnection Trunks

UNE X X

R.sa" X X X X
IR~.

Note: There IS no measurementfor InterconnectIon Trunks or SpecIals. These are handled on a 1st come.
Ist serve basis. The appropriate measurementfor these is average duration

b 1Rallaio ( N Se i Fili bi 30 dT bl R

Note: The approprzate measurement for both mterconnectlon trunkmg and Resale - SpecIals IS the New
Service Failure Rate"

epeat rou e eports w t a ayso alta t a or ew rv ce • ure te· see note e ow)
ALL Dispatch No-Disp8tch DilD8teh No-DiiP8tch

RHidence Buslntsa R••idenc. 8usin...

Interconnection Trunk. X

UNE X X

R.sa" X X X X

R..... • Specials X

"

R

MaiateDaace Averace Duntioa
ALL Dispatch No-Dispatch Di"n No-Diapatch

Residence BusineM Residence Business

Interconnection Trunks X

UNE X X

Re.ale X X X X

Resale· Speda. X
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Service Quality Measurements
Measurement Detail

01127/98

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

MAINTENANCE" UP.AIR (MR)
Function: Avera.e Answer Time· Repair Cente"
Measurement • This measure demonstrates an average response time for the CLEe agent
Overview: attemPting to contact their BST reDresenwive
Measurement 6. Avera,e Answer Time for UNE Center, RRC &: BRC • (Total time in seconds
Methodology: for UNE Center, RRC &: BRC response) I (Total Dumber of calls) by reporting

period

Objective: This measure supports monitoring that BSTs handling of support center
calls from ClECs is at least in parity with support center calls by BST's retail customer.

Metbodolou: Mechanized report from Repair Center Automatic Call Distributors.

TI ~ R . CAvera.e Answer me or epa.r enter
Ave. Answer time (Sec.) I month Ave. Answer time (Sec.) / year

UNE Center X X
RRC X X
BRC X X

MAINTENANCE. REPAIR (MR)
Fuaction: LeucY System Aceeu Times
Measurement • This measure demonstrates an average response time from the BST Maintenance
Overview: System (TAFI) to access SST's Leaacy Repair 055.
Measurement 1. Ltlacy System Acceu Times • Aceeu Times ia iacremeaD of ~ 4 sees., > 4 &: ~
Metbodology: 6 'ea., ~ 10 sees., > 10 sees., and> 30 sees. for CLEC TAnaad SST TAFI

Objective: This measure demonstrates parity between the ClECs and aST for ass
response times for Maintenance and Repair.

Metbodolol)': Mechanized report from asss

TIleaacy System Aeceu mes
';4_ >46';'_ >:1._ >1._ >30_

Transaction NIIM <:1.M: :: :; ~...... lIT BI1 CLII:: BIT BIT CUI(; :; Bn ~'-&l;

~
85'

All IUS All BUS BUS BUS

ell x x x x x x x x x x x x x x X
OL TH X X X X X X X X X X X X X X X
OL X X X X X X X X X X X X X X X
JM X X X X X X X X X X X X X X x
LM X X X X X X X X X X X X X X X
LM ,UDll X X X X X X X X X X X X X X X
M H X X X X X X X X X X X X X X X
PI Ictor X X X X X X X X X X X X X X X
s :s x x x x x x x x x x x x x x X
L X X X X X X X X X X X X X X X
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BILLING

Servic:e Quality Measurements
Measurement Detail

BeIiSoutb t
, Proposed Implementation of Georgil Docket No. 7891_U

01/27/98

'uacdon: Invoice Aeeuney " Timelin_
Measurement The accuracy of billing records (both usage and invoices) delivered by BST to the
Overview: CLEC must provide CLECs with the opportunity to deliver bills at least as accurate as

those delivered by BST. Producing and comparing this measurement result for both the
CLEC and BST allows a detennination as to whether or not Parity exists.

Measurement t. Invoic:e Ac:c:urac:y - {(Number of (nvoic:es Delivered in tb. Reportinl Period
Metbodology: that Have Complete (nformation, Renect Ac:c:unte Calculations and are Properly

Formatted) f (Total Number or Invoic:es Issued In tbe Reporting Period) I X 100

%. Mean Time to Deliver Invoices • L: ( (Invoice Tnosmission Date) - (Date of
Sc:heduled Bill Cyc:le Close) J/ (Count of Invoices Transmitted in Reporting
Period)

Invoice Accuracy: The completeness of content, accuracy of infonnation and
confonnance of fonnalling will be determined based upon the tenns of the individual
CLEC interconnection agreements with BST.

Mean Time to Deliver Invoices: This measure captures the elapsed number of days
between the scheduled close ofa Bill Cycle and BST's successful transmission ofthe
associated invoice to the CLEC. For each invoice, the calendar date of the scheduled
close of Bill Cycle is compared to the calendar date that successful invoice transmission
to the CLEC completes. The number ofcalendar days elapsed between scheduled Bill
Cycle close and completion of invoice transmission will constitute the elapsed delivery
time. The elapsed delivery time is accumulated for eacb invoice with the resulting total
number of days accumulated being divided by the number of complete invoices sent in
the reporting period.

Objective: Measures the percentage and mean time ofbiUing records delivered to
CLEC in agreed upon fonnat and with the complete agreed upon content (includes time
and material and other non-recurring charges).

MetllodololY= ?
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Service Quality Measurements
Measurement Detail

()1I2iJ98

BellSoutb's Proposed Implementation of Georata Docket No. 7891_U

Reportiq DtID.uioa.: Excluded SltuatioD':
• Wholesale Bill Invoices (TSR) • Any invoices rejected due to formatting or
• Unbundled Element Invoices (UNE) content errors
Data RetaiDed Relatinl to CLEC Experience: Data Retained R.tatinl to BST Performance:
• Report Month
• Invoice Type
• Mean Delivery Interval
• Standard Error of Delivery Interval
• Accuracy

Invoice Accuncy
Total Invoices Total Invoices % Accuracy

Delivered Delivered per EMR.
CLEC X X x

Mean Time to Deliver Invoices

To Be Detennined
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Service Quality Measurements
Measurement Detail

BellSoutb's Proposed Implementation of Georgia Docket No. 7892_U

OPERATOR SERVICES AND DIRECTORY ASSISTANCE (OS, DA)

01127/98

Function:
Measurement
Overview:

Measurement
MetbodolOlY:

Ave..... Speed to Answer
The speed of answer delivered to CLEC retail customers, when aST provides Operator
Services or Directory Services on behalf of the CLEC, must be substantially the same as
the speed of answer that BST delivers to its own retail customers for equivalent local
services.
1. Averale Speed to Answer (DA) :II

(# or Calls Answered Witbia 12 Seeoads) I (Total DA Calls) X 100

1. Mean Time to Answer

3. Averale Speed to Answer (OS)·

(# or Calls Answered Within 1 and 10 Seconds) I (Total OS Calls) X 100

4. Mean Time to Answer

Objective: Measures the percent and mean time a call is answered by an OS or DA
operator in a predefmed timeframe

MetbodolOl)':
• Reported in the awegate
• Not Carrier Specific:

R.portia. Dtmeasio..: EICluded Situtfo.s:

• Operator Services in Aggregate • Can abandoned by customers prior to answer
• Direc:tory Assistance in Awegate by the aST OS or DA operator
• Processing Method (human versus machine

processes)
Data RetalDed RelatiD. to CLEC ElperieDCt: Data "laed R.Ia_ to 85T Performance:

• Month • Month.
• Can Type (OS or DA) • Call Type (OS or DA)
• Mean Speed of Answer • Mean Speed of Answer
• Standard Error for MelD Speed of Answer • Standard Error for Mean Speed of Answer

Ave..... Speed to Answer
Avmp Melli Time % Calls Answemt % Calls Answered

to Answer within 12 seconds within 10 seconds

Directory AssistIDce X X

Operator 5ervices X X
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Serviee Quality Measurements
Measurement Detail

01127/98

BellSoutb's Proposed Implementation of Geol'Jia Docket No. 7891_U

E911
Function: TlmeHD.. and Aecuraey
Business • In the interest of public safety, it is BellSouth's goal to maintain 100% accuracy in
Implications: the E911 database for both CLEC's customers and aST's retail customers and to

have zero errors in processing orders for E911 database updates.
• CLECs that purchase UNEs or provide local service as a facility-based provider are

responsible for the accuracy of their data that is input in the E911 database.
• As part of BSTs effort to maintain 100% accuracy of the E911 database, data

verification parameters and requirements for all companies that submit E9l1 inputs
will be reviewed and modified accordingly to ensure the highest integrity.

• These measurements were developed to ensure parity between the processing and
accuracy of E911 database orders for both the CLEC's customers and BST's retail
customers.

M....rem.at 1. E911 Tim.lia... -!: (Number of Orden missed ia ReportiDI Period) / (Number
Metbodolol)': of Orden Conftrmed in Reportial Period) X 100

Ojeetive: Measures the percentage ofmissed due dates of 911 database updates

Metbodoloty:
Mechanized metric from ordering system

1. E911 Aecuraey - ~ ITotal Dumber of soms witb erron leaerated from Daily
TN activity (bued on tbe E91 t Local Elebanll Carrier Guide for FacUlty-Bued
Providen) II (Total aumber of som orden for E911 updates) X 100

Objective: Measures the percentage of accurate 911 database updates

MetbodololY:
Mechanized meaic from orderina system

R.portiD. Dlmeuiou: EICI.ded Sltuadou:

• CLECs in Agareaate • Any order canceled by the CLEC will be

• aST in Agrepte excluded from this measurement.
• See Appendix A, item 4 • Order Activities of aST associated with

internal or adminis1:rative use of local services
Data Retataed RelatAB. to cue ESlMrteace: Dlta RIta.... Relatiq to SST Performance:

• Report Month • Report Month
• CLEC Order Number • Error Type

• Order Submission Dare • Averaae number of error

• Order Submission Time • Standard Order Activity

• Error Type • Geogaphic Scope

• Error Notice Date
• Error Notice Time
• Staadal'd Order Activity

• G 'c Scope

TE9t1 1..1i.... aDd Accuracy
CLEC BST

% E911 Orden Missed X X

% E911 Accurate Orden x X
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Service Quality MeauremeDU
MeasuremeDt Detail

01/27/98

BellSoutb's Proposed (mplementation or Georgia Docket No. 7892_U

T ki T)rua 181<
FullCtioa: [nterconnection Trunking Perfonnanc:e
Measurement [n order to insure quality service to the CLECs as well as protecting the integrity of the
Overview: BST network, BST collects traffic perfonnance data on the trunk groups intercoMected

with the CLECs as well as all other trunk groups in the BST network.
MeasuremeDt t. CLEC TruDk Group Service Report - Contains the service perfonnance results of
Metbodology: fInal trunk groups between the CLEC switch and a SST tandem or end office.

1. BellSoutb CTTG Blocldnl Report - Contains the trunk blocking results of flnal
trunk groups between the SST end office and SST access tandem.

3. Local Network Trunk Group Service Report - Contains the service perfonnance
results of final trunk groups in the SST local service tier of the network.

4. BellSoutb Local Network BlocldDI Report - Contains the trunk blocking results of
fmal trunk groups in the SST local service tier of the network.

Metbodoloty: The data are processed weekly through a mechanized system which
calculates the percentage blocking during the time-consistant busy hour (TCBH). The
TeBH is defmed as the identical hour each day during which, over a number ofdays.
the highest average traffic is measured.

R DI••oslou: Elchldtd SltuldoDl:

• BST trunk groups • N/A
• CLEC trunk groups
Data Rltalald RltatlDl to CUC ESDeneDce: Dlta Relalaed ""tIaI to 1ST PerformlDce:

• N/A • N/A

CLEC Trunk Group Service ReDOrt
CLEC TRUNK GROUP SERVICE REPORT

MONTHLY SUMMARY
BSTORDERED AI. I GA I KY I lA I MS I NC r NF I SC I SF I TN I TOTAl. T TOTALw/oGA

Total Trunk Groupa: lC lC lC lC lC lC lC lC l( l( l( l(

TIte Gfp. MeeIIProc: Ie Ie l( Ie Ie Ie Ie Ie X l( X x
Tot Grps > 3% NC thi. report l( l( lC lC lC l( lC l( Ie l( l( x
PCT1 l( l( lC l( l( lC l( l( l( l( l( l(

CLEC ORDERED "L. I GA I KY I lA I MS I He I NF I sc I SJI I TN I TOTAL.l TOTALwloGA

Total Trunk~: lC lC lC l( lC l( lC l( l( l( l( l(

TIte Grpe MeIIIPrac: Ie Ie l( Ie Ie l( l( l( l( l( lC l(

Tot Grps > 3% NC thll~ lC l( lC lC lC lC lC lC l( lC l( lC

PCT1 lC l( lC l( lC l( lC lC Ie l( l( l(

TOTAL Al.T GA 1 KY I I.A I MS I He I NF I SC I SJI I TN I TOTAL. I TOTAL w/o GA

Total Trunk Groups: lC lC l( lC l( lC l( l( l( l( Ie l(

TIte Grps MeMlProc: Ie l( lC II l( l( lC l( II l( Ie l(

Tot Grp. > 3% NC thil report II Ie l( lC l( l( X l( lC lC lC l(

PCT1 l( lC lC lC lC l( lC l( l( l( l( l(
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Service Quality Meuuremeau
Measuremeat Detail

01127/98

BetiSoutll's Proposed Implemeatation of Geoflta Docket No. 7892_U

BeIISo tb CTrG Blockm at rtu II tpOl

8ELLSOUTH CTTG BLOCKING REPORT - SUMMARY
GROUPS EXCEEDING MBT

PROCESS DATE
STUDY oBSVD VAL NBR

TGSN TANDEM END OFFICE DESCRPT PERIOD BLKG HR TKS DAYS RPTS RMKS
x I x I x I x I x I x I x I x I x I x I x

Service atkT kGL INoca etwor rUD roup aport
LOCALNEnNORKTRUNKGROUPSeR~CeRePORT

MONTHLY SUMMARY
AL I GA I I('( I LA I MS I NC I NF I sc I SF I TN I TOTAL I TOTALwloGA

Total Trunk Group.: II II II II II II II II II II II II

TI1c. Grp. MeISlProc: II II II II II II II II II II II II

Tot Grpl" 3% NC this report II II II II II II II II II II II II

PCT1 II II II II II II II II II II II II

8eIISoutb Local Network Biocidal Report
8ELLSOUTH LOCAL NE1WORK BLOCKING REPORT· SUMMARY

GROUPS EXCEEDING MBT
PROCESS DATE

STUDY OBSVO VAL NBR
"-END Z-END DESCRPT TGSN PERIOD BLKG HR TKS DAYS RPTS RMKS

x I x J x I x I x I x I x I x I x I x I x
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APPENDIX A

Service Quality Measurements
Mnsurement Detail

BellSoutb's Proposed Implementation or Georgia Docket No. 7892_U

01/17/98

ITEM # DESCRIPTION
1. Carrier Specific - • Interconnection Trunks • average response time, percent less than 10 days.

Reported on a per • UNE - less than 10 lines 1circuits and 10 lines / circuits of more,
order basis mechanized orders and non-mechanized orders.

• UNE (Specials) - less than 10 lines / circuits and 10 lines / circuits of more,
mechanized orders and non-mechanized orders.

• Resale Residential &: Business· less than 10 lines / circuits and 10 lines /
circuits of more, mechanized orders and non-mechanized orders.

• Resale (Specials). less than 10 lines / circuits and 10 lines / circuits of
more, mechanized orders and non-mechanized orders.

• UNE (Unbundled Loops wi interim telephone number portability) - less
than 5 and 5 or more, mechanized orders and non-mechanized orders.

2. Reported by UNE: by groups of lines on single order. Separately tracked for dispatch and
Carrier on a per non-dispatch as follows:
order basis • Local Interconnection Trunks

• Resale (Residence); by groups of lines on single order similar to UNE
(POTS)

• Resale (Business) - by groups of lines on single order similar to UNE
(POTS)

• Resale (Specials) - by groups of lines on single order similar to UNE
(POTS)

• UNE (Unbundled Loops wi interim telephone number portability)
3. Carrier Specific - • UNE • Dispatched, Not Dispatched, and misses where the competing

Reported on a per carrier or end user causes the missed appointment
order basis • Resale Residence &: Business Dispatched, Not Dispatched. All misses,

denoting misses, where the competing carrier or end user caused the missed
appointment

• Interconnection Trunks
• Resale Specials

4. Geographic Scope • State and Regional level unless otherwise specified
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