
SOUTHWESTERN BELL
SECTIO~ 271 PERFORMANCE MEASUREME~TS

29. Measurement - Percent Missed Repair Commitments.
Definition - Percent of trouble reports not cleared by the commitment time.
excluding disposition code" 13" reports.
Calculation - (Count of trouble reports not cleared by the commitment time
for company reasons ~ total trouble reports) ... 100.
Report Structure - Reported for CLEe. all CLECs and SWBT retail by
dispatch and no dispatch.

30. Measurement - Receipt To Clear Duration.
Definition - Average duration of customer trouble reports from the receipt of
the customer trouble report to the time the trouble report is cleared with the
customer excluding subsequent. and all disposition code "13" reports
(excludable ).

Calculation - I[(Date and time ticket is cleared with customer) - (Date and
time ticket received)] ..:... Total customer network trouble reports.
Report Structure - Reported for POTS Resale trouble reports by CLEe, all
CLECs and SWBT retail for Out of Service and Affecting Service by
Dispatch and No-Dispatch.

31. Measurement - Percent Out Of Service (OOS) < 24 Hours.
Definition - Percent of OOS trouble reports cleared in less than 24 hours
excluding subsequents. tIckets received on Saturday or Sunday, no access
and all dIspositIOn code" 13" reports (excludable).
Calculation - (Count ofOOS trouble reports < 24 hours -:- total number of
OOS trouble reports) * I QU.

Report Structure - Reported for CLEC. all CLECs and SWBT retail.
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32. Measurement - Percent Repeat Reports.
Definition - Percent of customer trouble reports received within 10 calendar
days of a previous customer report that were not caused by ePE or wiring
excluding subsequent reports and all disposition code" 13" reports
(excludable).
Calculation - (Count of customer trouble reports, not caused by CPE or
wiring and excluding subsequent reports, received within 10 calendar days of
a previous customer report -'- total customer trouble reports not caused by
CPE or wiring and excludmg subsequent reports) * 100.
Report Structure - Reported by CLEe, all CLECs and SWBT retail.

III. RESALE SPECIALS (EXCLUDES "ACCESS" ORDERS)

A. Provisioning

33. 1\1easurement - Average Installation Interval.
Definition - Average business days from application date to completion date
for N,T.C orders by item. Excludes customer cause misses and customer
requested due date greater than "x ,. business days.

Calculation - [~( completion date - application date)]/(Total number of orders
completed ).
Report Structure - Reported for CLEC, all CLECs and SWBT by DDS,
OS t. DS3. Voice Grade Prt\'ate Lme (VGPL) and ISDN.

3-l. 'leasurement - Percent Installations Completed Within "X" Business Days.
Definition - Percent lIlstaJ latl0ns completed within "x" business days
exc]udmg customer caused mIsses and customer requested due date greater
than "x" busmess da\'s,
Calculation - (Count of 1\.T.C orders by item installed within business "x"
buslIless days - total 1\.T.C orders hy Item) * 100.
Report Structure - Reported for CLEC. all CLEes and SWBT by DDS,
OS 1. OS3. Voice Grade PfI\atc LlIle (VGPL) and ISDN.

1(j
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35. Measurement - Percent SWBT Caused Missed Due Dates.
Definition - Percent of N.T.C orders where installations were not completed
by the negotiated due date excluding customer caused misses.
Calculation - (Count ofN,T,C orders by item with missed due dates
excluding customer caused misses -'- total number ofN,T.C orders by item)
* 100.
Report Structure - Reported for CLEC, all CLECs and SWBT by DDS,
DS 1, DS3,_Voice Grade Private Line (VGPL) and ISDN.

36. Measurement - Percent Installation Reports Within 30 Days (1-30).
Definition - Percent of N.T.C orders by item that receive a network
customer trouble report withIn 30 calendar days of service order completion.
Calculation - (Count of1'\.T,( orders by item that receive a network
customer trouble report within 30 calendar days of service order completion
-'- total N,T.C orders by item (excludes trouble reports received on the due
date)) * 100.
Report Structure - Reported for CLEe, all CLECs and SWBT by DDS,
OS 1. DS3,_Voice Grade Pri\'ate Line (VGPL) and ISDN.

37. l\leasurement - Percent MIssed Due Dates Due To Lack Of Facilities.
Definition - Percent !'\.T.C orders by item with missed committed due dates
due to lack of facilities,
Calculation - (Count of !,\,T.C orders by item with missed committed due
dates due-tD lack of facilIties - total N.::r.C orders by item) * 100.
Report Structure - Reported for SpecIals Resale by CLEC, all CLECs and
S\VBT Retai I. Reported for:.> 30 calendar days & > 90 calendar days.
(Calculated monthly based 011 posted orders,)

3S. l\lcasurement - Dela\ D<'1\'s For I'v1Jssed Due Dates Due To Lack Of
FacilIties.
Definition - Average calendar days from due date to completion date on
company missed orders due to lack of facilities.
Calculation - =(Completloll date - Committed order due date)/(# of posted
orders l.
Report Structure - Reponed for CLEC, all CLECs and SWBT Retail
Specials.
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B. Maintenance

39. Measurement - Mean Time To Restore.
Definition - Average duration of network customer trouble reports from the
receipt of the customer trouble report to the time the trouble report is cleared
excluding no access and delayed maintenance.
Calculation - I[(Date and time trouble report is cleared with the customer) 
(date and time trouble report is received)] ~ total network customer trouble
reports.
Report Structure - Reported for CLEC, all CLECs and SWBT by DDS,
DS 1, DS3, Voice Grade Private Line (VGPL) and ISDN.

40. Measurement - Percent Repeat Reports.
Definition - Percent of netv,:ork customer trouble reports received within 30
calendar days of a previous customer report.
Calculation - (Count of network customer trouble reports received within 30
calendar days of a prevIOus customer report ..:.. total network customer
trouble reports.) * 100.
Report Structure - Reported for CLEC. all CLECs and SWBT by DDS,
OS I. 053. Voice Grade Private Line (VGPL) and ISDN.

-+ 1. Measurement - Failure Frequency.
Definition - The number of net\\"ork customer trouble reports within a
calendar__liionth per 100 circuIts.
Calculation - [Count of network trouble reports..:.. (Total Resold circuits
-100)].

Report Structure - Reponed for CLEC. all CLECs and SWBT by DDS,
OS 1.053. Voice Grade PrJ\'Jte L1I1e (\"GPL) and ISDN.
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IV. UNBUNDLED NETWORK ELEMENTS (UNES)

A. Provisioning

42. Measurement - Average Installation Interval.
Definition - Average business days from application date to completion date
for N,T,C orders excluding customer cause misses and customer requested
due date greater than "x" business days. The "x" business days is determined
based on quantity of UNE loops ordered and the associated standard interval.
Calculation - [2::( completlon date - application date)]/(Total number of orders
completed).
Report Structure - Reported for CLEC and all CLECs by loop type [2-Wire
Analog 8dB Loop, SRI (2-Wire Digital Loop), and PRJ (DS I Loop)], switch
port (Analog, Analog DID, SRJ and PRJ) and unbundled dedicated transport.

43. Measurement - Percent Installations Completed Within "X" Business Days.
Definition - Percent installatlOns completed within "x" business days
excluding customer caused mIsses and customer requested due date greater
than "x" business days.
Calculation - (Count of1\.T.C orders installed within business "x" business
days -'- total N,T.C orders) * 100
Report Structure .. Reponed for CLEC and all CLECs by loop type [2-Wire
Analog 8dB Loop. BRl (:::- \\'Ire DIgital Loop), and PRJ (DS 1 Loop)], switch
port (Analog. Analog 01 D. BRJ and PRJ) and unbundled dedicated transport.

...j. ..+. i\leasurement .. Percent !\llssed Due Dates.
Definition - Percent of l:r\E 1\.T.C orders \vhere installations are not
completed by the negotlated due date excluding customer caused misses.
Calculation - (Count of!\.T.C orders wah missed due dates excluding
customer caused mIsses - wla! number of UNE N,T,C orders) *100.
Report Structure .. Reportcd for CLEC and all CLECs by loop type [2-Wire
Analog 8dB Loop. BRl (:::-\\'lr(' DIgital Loop), and PRJ (DSl Loop)], switch
port (Analog. Analog 01 D. BRI alld PRJ) and unbundled dedicated transport.
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45. Measurement - Percent Installation Reports Within 30 Days (1-30).
Definition - Percent UNE N.T.C orders by item that receive a network
customer trouble report within 30 calendar days of service order completion.
Calculation - (Count ofUNE N.T,C orders by item that receive a network
customer trouble report within 30 calendar days of service order completion
-'- total UNE N,T.C orders by item (excludes trouble reports received on the
due date» * 100.
Report Structure - Reported for CLEC and all CLECs by loop type [2-Wire
Analog 8dB Loop, SRJ (2- \Vire Digital Loop), and PRJ (DS 1 Loop)], switch
port (Analog, Analog DID. SRI and PRJ) and unbundled dedicated transport.

46. Measurement - Percent Missed Due Dates Due To Lack Of Facilities.
Definition - Percent N.T.C orders with missed committed due dates due to
lack of facilities.
Calculation - (Count of i\.T.C orders with missed committed due dates due
to lack of facilities -'- total i\.T.C orders) * 100.
Report Structure - Reponed for LINE by CLEe, all CLEes Reported for >
30 calendar days & > 90 calendar days. (Calculated monthly based on posted
orders. )

47. )\leasurement - Dela\' Da\'s For Mlssed Due Dates Due To Lack Of
FacilitIes.
Definition - Average calendar days from due date to completion date on
company missed orders due to lJck of fJcilities.
Calculation - 2:,( CompletIon date - committed order due date)/(# of posted
orders ).
Report Structure - Reported for CLEC Jnd all CLEes.
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B. Maintenance

48. Measurement - Trouble Report Rate.
Definition - The number of network customer trouble reports within a
calendar month per 100 ONEs.
Calculation - [Count of network trouble reports -;- (Total ONEs -"- 100)].
Report Structure - Reported for CLEC, all CLECs and SWBT by loop type
[2-Wire Analog 8dB Loop, BRl (2-Wire Digital Loop), and PRI (DSI Loop)],
and switch port (Analog, Analog DID, BRI and PRI) and unbundled
dedicated transport.

49. Measurement - Percent Missed Repair Commitments.
Definition - Percent of trouble reports not cleared by the commitment time
for company reasons.
Calculation - (Count of trouble reports not cleared by the commitment time
for company reasons -'-- total trouble reports) * 100.
Report Structure - Reported for each CLEC, all CLECs and SWBT for
"POTS type" loops (2-\Vire Analog 8dB Loop).

50. l\leasurement - Mean Time To Restore.
Definition - Average duration of network customer trouble reports from the
receIpt of the customer trouble report to the time the trouble report is cleared
excluding no access and delayed mamtenance.
Calculation - :[(Date and lIme trouble report is cleared with the customer) 
(date and time trouble report IS recelved)J -7- total network customer trouble
reports.
Report Structure - Reported for CLEC. all CLECs and SWBT by loop type
[2- \\' Ire Analog 8dB Loop. BRI (2- \Vlre Digital Loop), and PRJ (DS I
Loop )J.s\\'ltch port (Analog. Analog DID. BRl and PRI) and unbundled
dedIcated transport by dlSratch and no dlspatch.
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51. Measurement - Percent Out Of Service (ODS) < 24 Hours.
Definition - Percent of ODS trouble reports cleared in less than 24 hours.
Calculation - (Count of UNE ODS trouble reports < 24 hours -'- total
number of UNE OOS trouble reports) * 100.
Report Structure - Reported for CLEC, CLECs and SWBT by "POTS like"
loop (2-Wire Analog 8dB Loop).

52. Measurement - Percent Repeat Reports.
Definition - Percent of network customer trouble reports received within 30
calendar days of a previous customer report.
Calculation - (Count of network customer trouble reports received within 30
calendar days of a previous customer report -'- total network customer
trouble reports) * 100.
Report Structure - Reported for CLEC, all CLECs and SWBT by loop type
[2- \Vire Analog 8dB Loop. BRl (2-Wire Digital Loop), and PRJ (OS I
Loop )].switch port (Analog. Analog DID. BRl and PRJ) and unbundled
dedicated transport.

Y. I:\TERCONNECTIOl\' TRl!NKS (See Attachment 3)

.:; ~ Measurement - Percent Trunh Blockage
Definition - Percent of calls blocked on outgoing traffic from SWBT end
office to CLEC end office and from S\VBT tandem to CLEC end office.
Calculation - (Count of blocked calls -'- total calls offered) * 100
Report Structure - Reported for CLEC. all CLEes and SWBT. The SWBT
end office to CLEC end office and S\VBT tandem to CLEC end office trunk
blockage will be reported separatel:'

5..+. J\lcasurcment - Common Transport Trunk Blockage.
Definition - Percent of local common transport trunk groups exceeding 2%
blochage.
Calculation - (Number of common transport trunk groups exceeding 2%
blocking -,- total common transport trunk groups) * 100.
Report Structure - Reponed on local common transport trunk groups.
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55. Measurement - Distribution Of Common Transport Trunk Groups
Exceeding 2%.
Definition - A distribution of trunk groups exceeding 2% reflecting the
various levels of blocking.
Calculation - The number of trunk groups exceeding 2% will be shown in
histogram fonn based on the levels of blocking.
Report Structure - Reported on local common transport trunk groups.

56. Measurement - Percent Missed Due Dates.
Definition - Percent trunk order due dates missed on interconnection trunks.
Calculation - (Count trunk order orders missed ...;- total trunk orders) * 100.
Report Structure - Reported for CLEC, all CLECs and SWBT.

57. Measurement - Average Trunk Restoration Interval.
Definition - Average time to repair interconnection trunks.
Calculation - Total trunk outage duration ...;- total trunk trouble reports.
Report Structure - Reported for CLEC, all CLECs and SWBT.

\'1. DIRECTORY ASSISTANCE (DA) AND OPERATOR SERVICES (OS)
(See Attachment 2)

58. !\leasurement - Directory Assistance Grade Of Service.
Definitio-n - 0;0 of dIrectory assistance e-alls answered < 1.5, < 2.5, > 7.5, >
10.0. > 15.0 . > 20.0. and .~ 25.0 seconds.
Calculation - Calls answered wIthlll "x" seconds ~ total calls answered.
Report Structure - Reported for the aggregate of SWBT and CLEes.

59. Measurement - Directory ASSIstance Average Speed Of Answer.
Definition - The average time a customer is in queue. The time begins when
the customer enters the queue and ends when the call is answered by a SWBT
represen ta1l ve.
Calculation - Total queue time - total calls.
Report Structure - Reponed for the aggregate of SWBT and CLECs.
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60. Measurement - Operator Services Grade Of Service.
Definition - % of operator services calls answered < 1.5, < 2.5, > 7.5, > 10.0.
> 15.0, > 20.0, and> 25.0 seconds.
Calculation - Calls answered within "x" seconds ~ total calls answered.
Report Structure - Reported for the aggregate of SWBT and CLEes.

61. Measurement - Operator Services Average Speed Of Answer.
Definition - The average time a customer is in queue. The time begins when
the customer enters the queue and ends when the call is answered by a SWBT
representative.
Calculation - Total queue time -'- total calls.
Structure - Reported for the aggregate of SWBT and CLECs.

VII.Il'lTERIM NUMBER PORTABILITY (lNP)

62. Measurement - % Installation Completed Within "x" (3, 7, 10) Business
Days.
Definition - % installations completed within "x" (3,7, 10) business days
excluding customer caused mlsses and customer requested due dates greater
than "x" (3, 7. 10) bUSIness days.
Calculation - Total INP orders IIlstalled within "x" (3,7,10) business days
- total INP orders,
Report Structure - Reported for CLEC and all CLECs.

63. ]\Ieasurement - Average INP Installation Interval.
Definition - Average bUSIness days from application date to completion date
for INP orders excludlllg customer requested due dates greater than the
S\\'BT standard Il1ten'al.
Calculation - (Total bUSIness d3ys from application to completion date for
IN P orders -'- tota I IN P orders) * 100
Report Structure - Reported for CLEC and all CLECs.
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\"111. 911 (See Attachment 4)
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1<1

(Final VersIon)

Measurements for POTS resale \\lil be broken down by business and
residence,

1\1easurements \\'ill be reponed Oil a Market Area Basis.

SpeCIals \\'ill be broken dO\\Tl b~ \'Olce Grade Private Line (VGPL), DDS,
OS 1. DSJ and ISDl\.

64. Measurement - Percent INP I-Reports Within 30 Days.
Definition - Percent of INP N,T,C orders that receive a network customer
trouble report not caused by CPE or wiring within 30 calendar days of service
order completion excluding subsequent reports and all disposition code" 13"
reports (excludable reports).
Calculation - (Count of INP N,T,C orders that receive a network customer
trouble report within 30 calendar days of service order completion ...:... total
INP N,T,C orders (excludes trouble reports received on the due date») * 100.
Report Structul'e - Reported for CLEC and all CLECs.

65. 1\1easurement - Percent MIssed Due Dates.
Definition - Percent of INP N,T,C orders where installations are not
completed by the negotiated due date excluding customer caused misses.
Calculation - (Count of INP N.T.C orders with missed due dates excluding
customer caused misses - total number of INP N,T,C orders) * I00.
Report Structure - Reported for CLEC and all CLECs.

l.

66, Measurement - A\'erage T Imc To Clear Errors.
Definition - The a\erage tIme It takes to clear an error is detected during the
processing of the gIl database file.
Calculation - :( Date and tIme error detected - date and time error cleared)
total number of errors
Report Structure - Reported fC)f' CLEe. all CLECs and SWBT.



~I .

4.

5.

SOUTHWESTERN BELL
SECTION 271 PERFORMANCE MEASUREMENTS

SWBT does not provide repair commitments for design circuits. Design
circuits are given a higher priority than POTS and are prioritized by type of
service. Due to the shorter clearing times, SWBT feels that this measurement
is not required. The CLEC will be able to assess non-discriminatory
treatment from the MTTR measurement.

Some measurements described above are reported in the aggregate of SWBT
and the CLECs (i.e. Directory Assistance and Operator Services) and in some
cases no measurement has been required based on the process being the same
for the CLECs as it is for S\VBT (i.e. 911 Database, Billing). IfSWBT
changes its process that would change the underlying assumptions for these
measurements, SWBT will notify the Department of Justice and the FCC of
the change and initiate diSCUSSIOns to detennine if additional perfonnance
measurements are requIred.

2U
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cms BILL AUDIT

The purpose of the CRlS Bill Audit position in Billing Operations is to ensure that
the CRlS billing system is functioning properly, updates to the system are applied
accurately, and that bills are issued to residence and business customers on a
timely and accurate basis. As changes are made to CRIS, it is critical that these
changes be verified prior to releasing bills to customers. It is the responsibility of
the Bill Audit function to determme if bills are to be released to the customers. In
general, if an error is detected. bills are not released until the error is corrected.

In order to validate the bills, a sample of specific services requiring different
system functions are used as criteria to develop preview account files. The sample
is not a statistical sample: however, it does reflect an accurate representation of
customer products and services. This sample is used to verify billing system
functions. Therefore. data from errors found during the audit cannot be
extrapolated to create a percentage of bills in error.

The pre\'le\\' bill file creates a copy of the "Live" bill during the bill creation
process, Mechanically the current billing amounts are compared to the previous
month's billing amounts, If nothing has changed on the accounts since the
prC\'IOUS bill period. the totals should be the same. Using the mechanized
printouts and other manual reviews. all accounts which reflect a discrepancy are
Ill\'estlgated to determme the cause of the difference. This may require looking at
sen'lce orders that posted to the accounts or Investigating any regulatory, tax or
rate change \\'hlch may have taken affect. Should a system wide error be detected
th3! would require the rerunning of the bills to avoid issuing inaccurate bills, the
current bllllllg processes allo\\ for that capability. Ifa system error is not
\\ loespreaJ. the error IS refened for program correction.

The purpose of the Bill AudIt IS to re\'le\\ and recalculate each service billed for
each of the seven Indl\'idual processing centers in the five states. Wholesale
accounts are included In each processlllg center's verification every billing period.
The dIscount table is used to ensure that the correct discount is applied.

Currently. the Bill Audit unit maintaills a preview file that includes at least one (1)
CLEe CBA and one ( I ) CLEC end user account per bill period, per site when
J\'ailable, ThiS equates to ~ 10 potentlal CLEC bills audited per month. In
addition to thiS process. the Bill AudIt Unit also attempts to verify that the discount
applied to every new CLEC CSA IS correct when it is first billed to the CLEe.
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TOLL/USAGE BILL AUDIT

The TOLL/USAGE BILL AUDIT is performed to ensure that toll, and associated
charges are correct on residence and business customer bills. The focus of the
audit is to manually or mechanically review every toll service we provide to
residence and business customers each billing period.
The Customer Information Data Base (CIDB) is utilized for the account selection.
CIDB program is used to find accounts and provides information on which
accounts have the requested services. Whenever possible, accounts with multiple
items are tested to maximize efficiency. Once accounts are selected they are
entered into a Preview Bill File. The Preview Bill File contains a copy of each
selected account to be audited. The Preview Bill File is continually reviewed and
additions or deletions made.

The purpose of the Bill Audit is to review and recalculate each service billed for
each of the seven indivIdual processing centers in the five states. Wholesale
accounts are included in each processing center's verification every billing period.
The dIscount table is used to ensure that the correct discount is applied.

Any discrepancies found must have root cause analysis done before bills are
released to be mailed on the sixth workday of the billing period.

CABS BILL AUDIT

C-'\BS Bill Audit IS perfomled to ensure that the CABS billing system process
each billing function correctly. Bills are chosen based on different billing
functlolls. and usage types. (Feature Groups). This includes each different
Feature Group for Switched Access. Non-Switched Access & Special Access.
Switched and SpeCIal Access both have liNEs included in their bill audit
functIons.

The lisage billmg process IS mechall1cally validated by our Production Code Test
(PCT) process for most usage types. and we manually verify any other usage type
not Illcluded III the PCT process. The PCT process includes processing from
AMA through CABS billmg uSIllg a test-bed of actual usage and creates billed
data that IS compared to expected result data. Root cause analysis is performed
where the actual billing does not match the expected results.

")...
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Other Charges and Credits, (OC&C), generated by service order activity is
reviewed daily prior to bills being created. During the Bill Audit process we
verify that the amount expected for OC&C amount appears on the bill.

Late payment charges (LPC), Alternate Billing Media (ABM), surcharges and
taxes are additional manual verifications performed on all types of services.

NON-RECURJUNG CHARGE VALIDATION

SWBT utilizes the daily test order process to validate recurring and non-recurring
charges for products and services billed via service orders. This process is
embedded in the CRlS billing system programs and cycle flow and has been part
of the CRlS program cycle for over twenty years.

Before any live service orders are processed by daily SWBT CRIS billing
programs, a test order file is processed through the live service order rating
programs. The test order file fonnat is the same as live service orders, with the
exception of 3 additional entries. These entries contain expected recurring, non
recurrIng and total charges from the order. There are 7 separate billing databases
for S\VBT. thus 7 separate test order files. Texas has 3 databases, with I database
each for the other states. A total of 1469 test orders reside on these files with 219
he111g CLEe orders.

Each test order file is maIntained by the rate table update groups located in Dallas
III the BIllIng eperations organization, Personnel in the rate groups calculate the
rates based on applicable tanffs. contracts or other approved rate documentation.
Each fi le IS a representatl \'e sample of a vanety of activity for existing products
and sen Ices billed by S\\"BT Each file IS modified on a regular basis to include
ne\\ pmducts. sen'lces and CLE('"s. and any state specific changes.

The jl\C sen'lce order ratl1lg programs calculate and apply rates to the test orders
III the same way they rate 11\'e sen'lce orders. This encompasses using the same
programs and file sources. mcludlllg the CRIS rate tables and discount matrices
for CLEes, When the programs ha\'e rated the test orders, a step in the program
compares the program calculations to the 3 entries on each test order. Any
dIfference causes the program to halt, Processing stops immediately. A data
center manager contacts the appropriate Billmg Operations manager to investigate
the dIfference, The c\'cle lS not allo\\'ed to continue until the difference is
resoh'ed.

3
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BILLING MEASUREMENTS

1.

..,,

BILLING TIMELINESS

• Daily usage feed - SWBT will provide a measurement that measures
the length of time from message creation to when its made available
to the CLEC or the percent of time SWBT transmits the usage feed
daily..

• Non-Recurring Charges (NRC)- No separate measurement will be
provided since they are included in the wholesale bill.

• Wholesale Bill - SWBT will provide a measurement on mechanized
bills that are sent to the CLEC on time. The measurement will be %
mechanized bills sent by midnight of the 6th work day after the end of
the bill period. Since paper bills, diskettes and CD ROMs are sorted
for both the CLEC and SWBT by zip code and mailed at the same
time, then no measurement is necessary.

BILLING ACCURACY
• Daily Usage Feed - S\\'BT will provide a measurement that measures

the percent of billing records transmitted correctly on the usage
extract feed. In addition a toll/usage audit is done each billing period
to verify that toll and associated charges are correct.

• Non-RecurrIng Charges - S\\lBT does a non-recurring charge
validation by passlllg test orders to identify problems during the
~iiling cycle (see deSCrIption ab_Dve). This process ensures the
accuracy of non-recurrIng charges.

• \Vholesale Bill - S\\"BT perfonns an audit of selected bills as
described above. Since thIS IS the same billing system and audit
process that IS used In the retail operation, SWBT believes parity
exists .. However. S\\'BT will provide on a monthly basis the results
of the bill audIt of CLEC accounts. Since the sample was designed to
verify bIllIng system functlons. 11 can not be used to predict the
percent ofo\'era11 bIllIng errors

BILLING COMPLETE~ESS

• Daily Usage Feed - The same process is used to collect the data for
CLEes that IS used for S\\'BT. SWBT will provide a measurement
to capture the aggregate of S\VBT and CLEC unbillable usage.

• Non-RecurrIng Charges - Captured in wholesale bill measurement..
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• Wholesale Bill - SWBT is developing a measurement that shows the
percent of service orders billed on the first applicable bill period for
both CRIS and CABS billing.

5
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DIRECTORY SERVICES

SWBT currently provides nondiscriminatory access to DA Services on behalf
of entities other than its own end user customers that is equal in quality to the
services that SWBT provides to its own customers. Calls from SWBT end
users and end users of other carriers using SWBT DA Services are
processed by the Operator Services system in the order they are received.
When the OS switch detects a trunk seizure on a trunk carrying DA traffic,
it searches for an idle operator position and, if one is available, connects the
calI to the position that has been idle the longest.. If no operator is
available, the call is time stamped and placed in the Calls Waiting queue.
When an operator position becomes available, the OS switch searches the
CalIs Waiting queue and connects the oldest call to the idle position.

OPERATOR SERVICES

S\V8T currently provides nondiscriminatory access to Operator Call
Completion Services on beh31 f of entities other than its own end user
customers that is equal In quality to the services that SWBT provides to its
o\\'n customers, Calls from S\\'8T end users and end users of other carriers
uSing S\V8T Operator Call Completlon Services are processed by the
Operator ServIces system In the order they are received. When the OS
S\\ltch detects a trun\-: seIzure on 3 trun\-: carrying OS traffic, it searches for
an ldle operator positIon 3nd, 1r one IS 3\'ai lable, connects the call to the
positIon that has been Idle the longest. Ifno operator is available, the call is
time stamped and plJced 111 the C311s \\'alll1lg queue. When an operator
posItion becomes a\'aIlable. the OS s\\'ltch searches the Calls Waiting queue
and connects the oldest c311 to the Idle POSItIon,

BRA:\DI!\G

S\\'8T \\'ill prO\'ide brandln,!; \\Ith the CLEC's name for Operator Services
and DA calls for both resclkrs Jnd facilIty based providers.

5\\'8T lS capable of br3ndJll,!; c311s for a facility based CLEC that establishes
a separate trunk group to the S\\'8T Operator Services switch. Branding is
a\'aIlable III thIS C3SC because the calls are handled first by the contracting
carner's s\\'ltch. aggregated, Jl1d then delivered to SWBT's Operator switch
o\'er separate. dedlc3ted trun~ groups, These dedicated trunk groups allow
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the SWBT switch and operator to identify the call and the CLEC and brand
appropriately. With a separate trunk group, SWBT will brand all calls with
the CLEC's name.

SWBT ordered, purchased. and installed upgrades to its Operator Services
switches to make branding capability available to resellers. This feature is
now available. Provisions for branding are included in SWBT's OCC
approved inter-connection agreements. SWBT has implemented branding for
18 resellers in the five-state area. The installation of this feature gives SWBT
the capability in all situatIOns to brand Operator Services and Directory
Assistance calls with the name of the carrier.

2
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INTERCONNECTION TRUNKS

In 1990, the Exchange Carriers Standards Association Committee Tl
established blocking levels associated with end office to tandem common
transport trunk groups and end office or tandem to IXC POP trunk groups.
It was agreed that the overall blocking objective between the end office
serving an IXC customer and the IXC POP was 1%. If the connection was
routed through the tandem. the common transport trunk group would be
engineered to .5% blockage and the tandem to POP would be engineered to
.5% blockage for an overall blockage of I%. In 1993, in response to
concerns from the IXCs. SWBT changed its policy to engineer common
transport trunk groups from its end offices to its tandems to .25% blockage.

IXC POP ----.5% ---- SWBT Tandem ----.25% ---- SWBT End
Office

As part of its proposed CLEC contractual agreements, SWBT's proposed
language in the Interconnection Trunking Appendix incorporates an overall
blocking objective of 2% for calls between a SWBT customer and a CLEC
customer. That would be I% blockage on end office to tandem common
transport trunk groups and I ~'(l blockage on tandem to CLEC common
transport trunk groups. Howe\·er. SInce calls to the CLEC via the tandem
arc transported over the same common transport trunk group as described
above. the blocking ob:ectlve would be .25% for the common transport
trUll~ group.

The trunk groups between S\\'8T end offices are designed for 2% blocking.

CLEC End Office --- I (I (I --- S\V8T Tandem --- .25% --- SWBT End
Office

S\\'8T End Office ------------------ 2°/;) -------------------- SWBT End
Office

Thus. CLEC calls routed to the S\\'8T end offices via the tandem are
deSIgned to expenence only 1.25°() blockage. while calls routed directly
between S\V8T end offices can experience 2% blockage.



COMMON TRANSPORT TRUNK MEASUREMENTS

> 10%
I

6% -7%.,3°;'0 - 4%.,

SW8T \vill report. for local common transport, the total reportable trunk
groups. the number of trunks groups over threshold for I month and the
percent over threshold for I month by market area. In addition, for those
groups over threshold, S\\'8T will provide a distribution of the trunk
groups by blocking percentage. For example, if the Dallas market area had 7
trunk groups over threshold wIth blocking percentages of2.65, 3.35, 3.97,
4.23.6.25.6.97 and 10.25. the report would show the following:

SWBT interconnects with CLEC switches using one way or two way trunks.
For one way trunks, SWBT typically has "control" over the outgoing trunk
group from its switch and the CLEC has control for those groups incoming
to SWBT switches. For two way groups, the CLEC and SWBT have joint
responsibility for provisioning the trunk group. For those groups over
which SWBT has "control", comparative measurements are provided for
SWBT trunk groups with analogous blocking design criteria. For those
groups over which the CLEC has sole or joint "control", no comparative
measurements for percent blocking are provided.

ATTACHMENT 3
271 PERFORMANCE MEASUREMENTS

Ifa CLEC's customers were experiencin~a problem indicative of a trunk
blockage condition. S\\'8T would do root cause analysis to determine if a
trunk blockage condition eXIsts, If such a condition exists, SWBT would
prm'lde to the CLEC. upon request. the specific trunk group causing the
condItIon as well as the planned actIon to alleviate the blocking condition.
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911 DATABASE

The 911 database update process ensures that both the CLEC's updates are
handled in parity with SWBT's updates. For pure resellers, updates are
provided within 24 hours of the SORD file updates, just exactly as SWBT
9-1-1 updates are provided. Facility based providers use the PS911
approach that provides instant updates to the FRIDBMS (the 911 data
management system) and immediate feedback via a statistical report of
records processed on the file and errors that occurred. A separate error file
is also immediately available. The Automatic Location Identification (ALI)
data base. the data base that sends the address infonnation to the Public
Safety Answering Pomt (PSAP). IS updated 5 times a day in the Missouri,
Oklahoma, Kansas and Arkansas (MOKA) region, and 6 times a day in
Texas. The updates are not 1I1stantaneous. but are made within a 24 hour
period. The updates. process all changes since the last ALI update process
was executed without regard to record ownership. In other words, SWBT
and CLEC records update the All system at the same time via the ALI
updates. The selectIve routers are updated 2 to 4 times a day in Texas
(depending on the regIOn. I.e. Houston router gets updated 4 times. Dallas
get updated 2 times). The selective routers are updated once a day in the
MOKA region. Based on clean mput (no errors) the records would update
the selective routers and the ALI dJtJ base within 24 hours of receipt of the
updJte file.

Errors reslIhmg from thiS process m the cr-I-l Database Management
System Jre handled by the S\\'8 G-I-l DJta Integrity Unit (DIU). Errors are
reccl\'ed \\'hen the fi Ie has complcted processing. Employees in the DIU are
responsible for mvestlgatlng eJch e!Tor and resolving it.

The DIL employee GlIll10t determine Iran account is a Resold Account until
he she begins lIlvestlgatloll ot the e!Tor Only when the account is accessed
111 the S\\'B CRIS or SORD S\Slcm CJIl thev detennine it is Resold. SWB- .
docs not have access to the bJi ling system of the CLEC and therefore cannot
contll1ue the II1vestlgatlon pmccss Procedures have been agreed upon
between the DIU Jnd the LSC. that \\hen It is necessary to contact the
CLEe to get Jddltlonal mImmation to clear an error, the DIU calls the LSC
and refers the e!Tor



ATTACHMENT 4
271 PERFORl\lANCE MEASUREMENTS

The LSC then contacts the CLEe to get the necessary infonnation to correct
the record so it can post to the 9-1-1 Database. The LSC is responsible for
issuing a correcting order that flows to 9-1- I and post. The LSC then
notifies the DIU of the disposition.

The DIU then follows-up to be sure the correcting order posts and at that
time deletes the original error. I f the error can be corrected without an order
being issued, this infonnation is given to the DIU and the error is manually
corrected.

911 DATABASE MEASUREMENTS

Currently, SWBT is not able to mechanically measure the length of time it
takes to clear an error once it IS created in the system. SWBT strives to
meet the Recommended Standards set by the National Emergency Number
AssocIation (NENA) and recently standards were produced with regard to
Data Accuracy. ThIS IS one of the measurements NENA recommends.
S\VB IS currently worklllg \\ltl1 Lucent Technology to develop the
requirements for this enhancement and will implement this measurement
when it becomes available.
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Reciprocal Compensation

and Internet Traffic

A Southwestern Bell Telephone (SWBT) local exchange customer with
individual line business service in Dallas, Texas pays a basic service rate
of $25.25 per month. If that customer dials an Information Service Provider
(ISP) connected behind a Competitive Local Exchange Company (CLEC)
and maintains the connection for the entire month, SWBT would
inappropriately be required to pay the CLEC $388.80 (24 hours x 60
minutes per hour x 30 days x $0.009 terminating compensation) reciprocal
compensation. Consequently, SWBT would lose $363.55 in the provision
of service to that customer. Even if the customer only uses ISP access for
slightly less than 2 hours per day, SWBT's $25.25 monthly rate is wiped
out and SWBT would receive no revenue for its cost of providing local
service.

Dallas Local Exchange Calling Area

SWBT
Business
Customer

Customer Pays SWBT
$25.25 per month for
Basic Business Service

Interconnection
Facility

Customer uses ISP Service on a
Continuous Basis for the Entire Month
(43,200 minutes).

Information
(Internet)
Service

Provider

InterexChange
Interstate

International

SWBT sends the Customer's ISP
usage to the CLEC for termination
to the ISP and pays the CLEC
$0.009 per minute.


