
Held Order IDtervai DiltributioD ad Meaa IDtervai

Exhibit A

•

• Any order canceled by the CLEC will bf:
excluded from this measurement

• Order Activities ofSST associated with
internal or administrative use of local services.

Data Retained Relatin to SST Performance:
• Report Month
• Average Held Order Interval
• Standard Error for the Average Held Order

Intava1

• Service Type
• .Hold Reason
• State "on and

Excluded Situations:

StaffR.ccoJJUDeDdation
Service Quality Measurements

Performance Reports

rience:

7

rtin Dimensions:

PROVISIONING

• CLEC Specific
• CLEC Aggregate
• SST Agrcgate
• State, Regional.and~ Level

Data Retained RcIatin to CLEC E

Page 14

• Report Month
• CLEC Order Number
• Order Submission Date
• Committed Due Date
• Service Type
• Hold Reason
• State .on and

6 Ibid.
7 Ibid.
S Ibid.

%>a1.5e- %>-9ODII¥I
FIllI1iIiII Eqaip. 0lIla' EadUllr FIllI1iIiII EqIIp. 0lIla' £lIdUllr Mc.m

a- -- x-wJ
Loc.I~.xl

TnIIIka X X X X X X X X X

UNE Nan DeIiF X X x X. x x x x x

UNEDesip X X X X X X X X X

Resale • Residence X X X X X X X X X

Resale • BUIiDess X X X X X X X X X

Resale - DesiF X X X X X X X X X

UNE"~",ILNP X X X X X X X X XBST RaIil Raj__ X X X X X X X X X

BSTRaIil~ X X X X X X X X X

BST RtlI.IiJ I:lesim X X X X X X X X X



Dimensions: Excluded Situations:
CLEC Specific

.
Any order canceled by the CLEC will be• •

• CLEC Aggregate excluded from this measurement

• State. Regional and~ Level • Orders held for CLEC end user reasons

Data Retained Relating to CLEC ExPCrience: Data Retained Relating to BST Perfonnance:

• Report Month • No BST Analog Exists

• CLEC Order Number

• Order Submission Date
• Committed Due Date

• Service Tvoe

Function: Average Jeopardy Notice Intenral & Percentage of Orden Given Jeopardy
Notice.

~

Measun llent When BST can determine in advance tbat a committed due date is in jeopardy it will

Overview: provide advance notice to the CLEC. There is no equivalent BST analog for Average
Jeopardy &: Percent Orders Given Jeopardy Notices.

Measurement 1. Average Jeopardy Interval == [t (Date and Time ofSc:beduled Due Date on
Methodology: Service Order) - (Date and Time of Jeopardy Notice)]/{Number ofOrders in Jeopardy

in Reporting Period).

2. Numbers ofOrders Given Jeopardy Notices in Reporting PeriodlNumber ofOrders
in Reporting Period.

Exhibit A

x

x
x

x
x
x

Pen:eat Orden in
Jeopardy

x

x

x

x

PagelS

x

x

StaffRecommendation
Service Quality Measurements

Performance Reports

Averqe Interval of
Prior Nodftc:ation

OlIn

PROVISIONING

Average Jeopardy Notice Interval & Percentage of Orders ·Given Jeopardy Notice.

PROVISIONING

CLEC

9 Ibid.



R-u-om-iClIII: E.lIdudId SiIuIIica:

• CLEC Specific • CLEC &Id u...It-.(Jeopny NaIificIl:iaa aaIy)
• CLEC..- • SST &Id u...It-.(. Jeopny Nolifie:-liclD aaIy)
• SST..- • 0nIIn-*' by !be CLEC
• s.... JUPalIIIdWM: lAvel • ClrcW,AaiYiliea aCBST MIOCiItecI wnb iDIemaI or~ \lie

aCJo.I.-iaa
lAta RMaiDed RaIaIiM toCLEC~_: 1Ata~~toBSTPaf_:

· RIIIIllIt MaIIh • ll8pat Maadl

· CLEC ClrcW Number • SST ClrcW Number
• 0nIcr SubmilliClll Dere • ClrcW &ftn"" Dere· 0nIIr SubmilliClll Time · ClrcW SUlaiaIian Time· SleaType · SleaType
• Slea NOIioe DIIe • Slea NOIioe DIIe
• Slea NOIioe Time • s.. NOIioe Time
• SUDdIrd 0nIIr Aaivily · SteIIrd ClrcW Aaivily
• lhIfe Retrion lIIId MSA"I • lhIfe ReaioD lIIId~

2. % Provisioning Troubles within 30 days of Service Order Activity =t (Trouble
reports on Services installed S 30 days following service order(s) completion) / (All
Service Orders in a calendar month) X 100

Percent Missed Installation Appointments is the·pcrcentage oftotaJ orders processed
for which SST is unable to complete the service orders on the committed due dates.
Missed Appointments caused by end-user reasons will be included and reported
separately.

Exhibit A
StaffReCOmmendation

Service Quality Measurements
Performance Reports

Installation Timeliness, Quality & AccuraC\'

Page 16

Definition: Percent oforders where completion's are not done by due date. See
"Exclude Situations" for orders not included in this measurement

Methodology:
• Mechaniu.d metric from ordering system

Definition: Measures the quality and accuracy of completed orders

Methodology:
Mechanized metric from ordering and maintenance systems.

Function:
Measurement
Overview:

Measurement
Methodology:

10 Ibid
11 Ibid.
12 Ibid.



Local Imen:amection
TnmkI (Tolal 0aIy)

- Tolal
UNE Non Desilll1

X X X X X X X X
• Tolal

UNE Desilll1
X X X X X X X X

- Tolal
Reule· Residence

x x x x x x x x
- Tolal

Reule-Bum-
X X X X X X X X

- Tolal
Reule· Deailll1

X X X X X X X X
- Tolal

UNE -Loops wlLNP
X X x X X X X

- Total

N~Dispatch

<10 dell >-10 dell
U!DIlI BIT QZiCIIIU lIlT

StatrRecommendation
Service Quality Measuremcnts Exhibit A

Pcrformance Reports

PROVISIONING

PerceDt Milled InstallatiOD A

<S dell
QZiCIIIU

Local Interconnection
Trunks (Total Only)

- Total
UNE Non Design x x x x x x x x

- Total
UNEDesign x x x x x x x x

- Total
Resale - Residence x x x x xx x x

- Total
Resale - Business x x x xx x x x

- Total
Resale - Design x x x x x x x x

~ Total
UNE - Loops wlLNP x x x x x x x x

- Total

Page 17

PerceDt Missed InstallatioD AppoiDtmeD~EIId User CIIIISUKuudAppoilrtments
Dispatch N~Dispatch Dispatch

<S dell >-5 dell <S dell >-5 dell <10 dell >-10 dell
QZiCIIIU lIlT QZiCIIIU lIlT U!DIlI lIlT U!DIlI BIT IICII!U lIlT QZiCIIIU lIlT



StaffRecommendation
Service Quality Measurements

Performance Reports
·PROVISIONING

Perceat Provisionin Troubles witbin 30 da s of Installation

LocaIIDI8'ccaDDl:tiIlll
TNIIb (CLEC.t: BST)

UNE NaIl DeIip X X

UNEc.ip X X

Resale • Residenoe X X

Reule.B_ X X

Reule.Dsip X X

UNE • Loapa wlLNP X X
BST_Rtail_~ X X

BSTJt..uB.a- X X

BSTRIuiI X X

PROVISIONING

Page 18

Tot&I Only
X

Exhibit A



Page 19

13 Change reflects Staff's t=)mmendation that UNEs be disaggrepted between those with INP and without
INP as well as with and without LNP. This is consistent with the FCC Notice ofProposed Rulemaking, where
BellSouth has indicated that the level ofproduct disaggregation is acceptable.
14 Ibid.
15 MSA was added to reflect Sta1f's recommendation that geographic disaggregation reflect MetropOlitan
Statistical Areas.

R.cDoninll Dimensions: Excluded Situations:

• CLEe Specific • Any order canceled by the CLEC will be

• CLEC Aggregate excluded from this measurement.

• State, Regional and~ Level • Delays due to CLEC following disconnection
of the unbundled loop

• Any order where the CLEC has not requested a
coordinated cut over

• UnbuDdled Loops where there is no existing
subscriber loop

Data Retained Relatinl to CLEC Exoerience: Data Retained Relatinll to SST Performance:
• Repon Month • No BST Arialog Exists

• CLEC Order Number
• Order Submission Date
• Committed Due Date

• Service Type

Exhibit A
StaffRecommendation

Service Quality Measurements
Perfonnance Repons

Function: Coordinated Customer Convenions
Measurement This category measures the average time it takes SST to disconnect an unbundled loop

Overview: from the SST switch and cross connect it to a CLEC's equipment. This measurement
etHy applies to service orders with and without LNP. wjtb ,pel Jrilbgut W 3 and where
the CLEC has requested SST to provide a coordinated eut-over

Measurement 1. Average Coordi.aated Customer Conversion Interval ,. [1: [(Completion Date and
Methodology: Time for Cross CoaDec:tion ofan UnbuDdled LoopIwifIt~ Disconnection

Date and Time ofan UDbuDdled Loop' with U'JP))) I Total Number o(UDbundled
Loop Orders~ for the reporting period.



16 Change reflects Staff's recommendation that UNEs be disagrepted between those with INP and without
INP as well as with and without LNP. This is amsistent with the FCC Notice ofProposed Rulemaking, where
BeIlSouth has indicated that the level ofproduct disaggreption is acceptable

Page 20

PROVISIONING

Coordinated Customer Conversions

StaffRecommendation
Service Quality Measurements

Performance Repons
Exhibit A



17 eg. gfOrdog.M ;E'I*hP'b e-kM gaIpg" pPa; 'bM lwIa 9"rftWioo IM!'im ;".". This
footnote was added for clarification.

Reoortial! Dimeasions: EKI1IcIed Shuatloas:
• Under Develooment • Under DeYelooment
Data Retained RelatiDI! to CLEC Emerience: Data Retained Relatinl! to SST Performance:

• Under Development • N/A

Fuaction: Averaee Comoletioa Notice laterval
Meuuremeal The receipt 01 II completion notice by the CLEC from BST informs the carrier that
Overview: t!teU' formal relai 'nship with a customer bas begun. This is useful to the CLEC in that

it lets them know that they can begin with activities such as billing the customer for
service.

Measurement 1. Average Completion Notice Interval = t[(Date &. Time of Notice of Completion)
Methodology: - (Date &. Time ofWork Completion)] I (Number ofOrders Completedl7 in

Reporting Period)

Definition: The Completion Notice Interval is the elapsed time between the BST
reponed completion ofwork and the issuance ofa valid completion notice to the
CLEC. There is noequiva1ent BST Retail Measurement.

Exhibit A
StaffRecommendation

Service Quality Measurements
Performance Reports

Page 21

PROVlSIONlNG

Average Completioa Notice Interval
Reponed Month:

Average Interval
CLECA
CLEC AGGREGATE
- Resale Residence x
- Resale Business x
- Resale Soecial x



BSTTAFI X
LMaSHost X

Exhibit A
StaffRecommendation

Service Quality Measurements
Perfonnance Reports

ass Resoonse Interval
• This measure is designed to monitor the time required for the CLEC interface

system to obtain from BST's legacy systems the information required to handle
maintenance and r~t'air functions. 1:.''; measure also addresses the availability of
the ass interface for It"138ir and mainten-ll:::ce::.. ~

1. . ass Interface Availability = (Actual Availability)/(Scheduled Availability) X 100

Methodology: Mechanized reports from asss.

Definition: This measure shows the percentage of time the ass interface is actually
available compared to scheduled availability. Availability percentages for the CLEC
and BST interface systems and for legacy systems accessed by them are captured.

2 ass Response Interval = Access Times in Increments ofLess Than or Equal to 4
Seconds, Greater Than 4 Seconds but Less Than or Equal to 10 Seconds, Less Than or
Equal to 10 Seconds, Greater Than 10 Seconds, or Greater Than 30 Seconds.

Definition: Response intervals are determined by subtrac:ting the time a request is
submitted from the time the response is received. Percentages of requests falling into
the categories listed above are reported, along with the actual number of requests
falling into those categories. This measDre.provides a method to compare BST and
CLEC response times for accessing the legacy data needed for maintenance & repair
functions.

MethodoloRV: Mechanized reports from asss.

Function:

MAINTENANCE & REPAIR

Page 22

Measurement
Overview:

Mea.surement
Methodology:

OSS Maintenance and Be air IDterface Availabili

OSS IDterface ". AvaiiabiU
CLECTAFI X

MARCH X
sacs X



\~ RIIIplDC Time

T.....aiOll Totals :54s.aaad1 ~4_:510s..dt :510.0 s.c. > 10 sec. >305«.

TnnactiOll N_ <UC Ill' Ill' <UC = Ill' cue .... = cue :: Ill' <UC Ill' lit cure Ill' Ill'
IIVI as as as IIVI as IIVI .. -CRlS

-Count X X X X X X X X X X X X X X X X X X
-%ofTotaJ X X X X X X X X X X X X X X X

DLETH -
- Count X X X X X X X X X X X X X X X X X X
-%ofTotaJ X X X X X X X X X X X X X X X

DLR
-Count X X X X X X X X X X X X X X X X X X
-%ofTotaJ X X X X X X X X X X X X X X X

OSPCM
-Count X X X X X X X X X X X X X X X X X X
-%ofTotaJ X X X X X X X X X X X X X X X

LMOS
-Count X X X X X X X X X X X X X X X X X X
-%ofTotaJ X X X X X X X X X X X X X X X

LMOSupd
-Count X X X X X X X X X X X X X X X X X X
-%ofTotai X X X X X X X X X X X X X X X

MARCH
-Count X X X X X X X X X X X X X X X X X X
-%ofTotaJ X X X X X X X X X X X X X X X

Predictor r

-Count X X X X X X X X X X X X X X X X X X
-%ofTotaJ X X X X X X X X X X X X X X X

SOCS
- Count X X X X X X X X X X X X X X X X X X
-%ofTotaJ X X X X X X X X X X X X X X X

LNP
-Count X X X X X X X X X X X X X X X X X X
-%ofTotaJ X X X X X X X X X X X X X X X

Staff Recommendation
Service Quality Measurements

Perfonnance Repons

MAINTENANCE & REPAIR

OSS MAINTENANCE AND REPAIR RESPONSE INTERVAL

Page 23

Exhibit A



MAINTENANCE AND REPAIR

Exhibit A

. Centers Automatic Call Distributors.

x X X

Page 24

SST Resale Residence UNE Center
. Center . Center

StaffRecommendation
Service Quality Measurements

Perfonnance Repons

Avera Answer Time - . Centers
• This measure 5 monitolJ that SSTs handling ofsupport center calls from cw:r..$ _

are Ie with ceoter c:aUs SST's raail customers.
1. Average Answer Time for SST's Repair Centers:ll: (Total time in seconds for BST's
Repair Centers response) I (Total number of calls) by reponing period

Definition: This measure demonstrates an average response time for the CLEC to
contact a BST representative

Methodolo : Mecbanjud

Function:

Measurement
Methodology:

Avera ADswer TlDle -

R.e .on Total

..Measurement
Overview:



Page2S

19 Ibid.
20 Ibid.

Exhibit A
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• Trouble tickets c:anc:eled at the CLEC request
• BST trouble reports associated with internal or

administrative service

Data Retained R.elatin to BST PeJformance:
• Report Month
• ~ BST Ticket Number
• Ticket Submission Date
• Ticket Submission Time
• Ticket Completion Time
• Ticket Completion Date
• Service Type
• Disposition and Cause (Non-DesignlNon-Special

only)
• State Re .on and

Excluded Situations:

StaffRecommendation
Service Quality Measurements

Performance Repons
MAINTENANCE & REPAIR

rUn Dimensions:

• CLEC Specific
• CLEC Aggregate
• BST Aggregate
• State, Regional and~ Level

Data Retained Relatin to CLEC E 'ence:
• Report Month
• CLEC Ticket Number
• Ticket Submission Date
• Ticket Submission Time
• Ticket Completion Time
• Ticket Completion Date
• Service Type
• Disposition and Cause (Non-DesignlNon-Special

only)

• State Re 'on and~

Function: Missed Repair Aooointments
Measurement .When the data for this measure is collected for BST and_a CLEC it can be used to
Overview: compare the percentage ofaccurate estimates of the time required to complete serviCe

~
reoairs for BST and the CLEC.

·Measun. -nent 2. Percentage ofMissed Repair Appointments =(Count of Customer Troubles Not
Methodology: Resolved by the Quoted Resolution Time and Date) I (Count of Customer Trouble

Tickets Closed) X 100.

Definition: Percent of trouble repons not cleared by date and time committed. Note:
Appointment intervals V8IY with force availability in the POTS environmenL Specials
and Trunk intervals are standard interval appointments of no greater than 24 hours.

Methodology: MecMniud metric from maintenana: database(s).

18 MSA was added to reflect Sta1f's recommendation that geographic disaggregation reflect Metropolitan
Statistical Areas.



N~·: CuIlomer Trouble Reports relaIed to J.mercoaoec:tio Truab IIId o.ip~ are DOtIi- appoiaImcaII, but are handled on.
priority fint in, fint out baaiI

Page 26

Exhibit A
StaffRecommendation

Service Quality Measurements
Perfonnance Reports

MAINTENANCE & REPAIR

Miued Re . A . tID~DlUr ~DDOla eats
TCIlII Dim iIdI ~Disllldl

CLECIEU SST CLECIEU SST
LocaI~.TruaIr:I**

- TCIlII
JUuIe - R.idIDllB X X X X X

• TCIlII X X
R.ale-Bum- X X I x x I x

• TCIlII X X
R.aIe • 0.1111 ** I I

• TCIlII

UNE 0esiIIl** I
• TCIlII

UNE NellI 0esiIIl X x I x x I x
• TCIlII X X

BST

Local~ TruaIr:I**

R.aiI ReUdIIIce X X X

R.ailB__
X X X

ReI&iI 0esilIn ** ·x x x



Function: Customer Trouble ReDort Rate
Measurement This measure can be u..t'.d to establish the "'equency (rate) ofcustomer trouble repons
Overview: and emoloved to CODlD8l't: "l.EC with BST ~ '11lts.
Measurement I. Customer Trouble Report Rate =(Count of Initial and Repeated Trouble Reports in
Methodology: the Current Period) I (Number of Service Access Lines in Service at End of the Report

Period) X 100. Note: Local Interconnection Tnmks are reported only as total
troubles.

The Customer Trouble Report Rate is computed by accumulating the number of
maintenanceJnitial and repeated trouble reports during the reporting period. The
resulting number oftrouble reports are divided by the total number of"scrvice access
lines" existing for CLECs and BST respectively at the end of the report period.

Definition: Initial and repeated customer din:d or referred ttoubles reported within a
calendar month (Where cause is not in carrier equipment) per 100 linesIcircuits in
service.

Methodology: Mechanized metric for trouble reports and lines in service.

Page 27

Exhibit A
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• Trouble tickets canceled at the CLEC request
• aST trouble reports associated with

administrative service

Data Retained Relatin to BST Performance:

• Report Month
• aST Ticket Number
• Ticket Submission Date
• Ticket Submission Time
• Ticket Completion Time
• Ticket Completion Date
• Service Type
• Disposition and Cause (Non-DesignlNon-Special

only)

• StateRe ·onand

"Excluded Situations:

StaffRecommendation
Service Quality Measurements

Performance Repons

22

rtin Dimensions:

MAINTENANCE & REPAIR

• CLEC Specific
• CLEC Aggregate
• BST Aggregate
• State, Regional and~ Level

Data Retained Relatin to CLEC E .coce:

• Report Month
• CLEC Ticket Number
• Ticket Submission Date
• Ticket Submission Time
• Ticket Completion Time
• Ticket Completion Date
• Service Type
• Disposition and Cause (Non-Design/Noo-Special

only)

• State Re 'on and

21 Ibid.
22 Ibid.
23 Ibid.



Customer Trouble ReDOrt Rate
DiIDIId1 NoDill*dl I ToIaI

LocU LaiODWCtiClll TnmkI X x I x

R-.Ie R.aciIDce X X X

R-.leB...u- x x X

Reule DeaiaD X X X

UNEDsip X X X

UNE Noll o.ip X X X

SST

Local~ TNIlb X X X

Rd.IiI R.aciIDce X X X

Rd.lilBum- X X X

Rdailo.ip X X X

UNE Locp wlLNP X X

MAINTENANCE & REPAIR

Staff'Recolll11lendatiOD
Service Quality Measurements

Performance Reports

Page 28

Exhibit A



RcDOrtin2 Dimensions: Excluded Situations:

• CLEC Specific • Trouble reports canceled at the CLEC request

• CLEC Aggregate • BST trouble reports associated with

• BST Aggregate administrative service

• State Relrional and MSA34 Level
Data Retained RelatinJt to CLEC Exoerience: Data Retained RelatinJt to BST Performance:

• Report Month • Report Month

• Total Tickets • Total Troubles

• CLEC Ticket Number • Percentage 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 (Non-Design/Non-8pecial

• Disposition and Cause (Non-DesignlN0n-8pecial only)

only) • State Region and~

• State ReJtion and MSA.25

MAINTENANCE & REPAIR

Page 29

Exhibit A
StaffRecommendation

Service Quality Measurements
Perfonnance Reports

This measure. when collected for both the CLEC and BST and compared. mo'litors
that CLEC mainteDaDCe are cleared com to BST mainteMncckt]~
3. Maintenance Average Duration = (fotal Duration Time from the Receipt to the
Clearing of Trouble Reports ) I (fatal Troubles)

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

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.

5. Out of Service (OOS) > 24 Hours =(Total Troubles OOS > 24 Hours) I (Total OOS
Troubles) X 100

Definition: For Out ofService Troubles (no dial tone. cannot be called or cannot call
out): the percentage of troubles cleared in excess of 24 hours.

For Average Duration: Average time from the receipt ofa trouble until the trouble is
cleared.

MethodololZV: Mechanized metric from maintenance s).

Oualitv ofRcoair & Time to RestoreFunction:
Measurement
Overview:
Measurement
Methodology:

24 Ibid
2S Ibid.
26 Ibid.



DiIDIIdI No~ ToW
Local~an Trunks X X X

R.-Ie RsicIence X X X

R.-Ie BUIiDea X X X

RaaleDes1p X X X

UNEDesipI X X X

UNE Nan Desip X X X

BST

LocaI1DIen:cmectian TIUIlks X X X

IUaiI Resiclence X X X

Relail Buaineu X X X

Retail Desiml X X X

Exhibit A
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Performance Repons

T bl withia 30 D

A D ti

MAINTENANCE & REPAIR

Pe

Out of Service more tbaa 24 Roan

MalDteDllDce veraee ura 00
DiSIlIICh NoDi-'Ch ToW

LocaIIDIcn:oaDec:tic TIUIlks X X X

RaaIe ';'-.ideDce X X X

R.-Ieeum- x x X

RqaleDesip X X X

UNE 0esI(lII X X X

UNE Non Des1p ·X x X

BST

LocaI1DIercaaDeetian TIUIlks X X X

IUaiI ReaicIlDce X X X

RlItaiI Buam- X X X

RlItaiI DesilIlI X X X

rcent ~oeat rou e IVI
DiSIlIICh No~ ToW

LocaI1DIaamDec:IJan TIUIlks X X X

Reule ReaicIlDce X X X

Reule BUIiDea X X X.
Raale Desian X X X

UNE 0esI(lII X X X

UNE Nan Desip X X X

BST

Local r-cannectian Trunks X X X

IUaiI Rsiclence X X X

IUaileum- X X X

IUaiI DesilIlI X X X



Exhibit A
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Staff Recommendation
Service Quality Measurements

Perfonnance Repons

BilLING

IDVOIce rlDleliness

Invoice Accuracy
Reported Month:
ID\" T

Function: Invoice Accuracv & Timeliness

Measurement . The accuracy ofbilling invoices delivered by BST to the CLEC must provide CLECs

Overvie,,: with the opportunity to deliver bills at least as accurate as those delivered by BST.
Producing 8,i.-.j comparing this measurement result for both the CLEC and BST allows
a determiDatiOIl ""S to wbetber or not Daritv exists.

Measurement 1. IDvoice Acc:unc:y • [(Total Local Services Billed Revenues during current
Metbodology: montb) - (rrotal Adjustment Revenues during current montbl) I Total Local

Services Billed Revenues during current montb] :1100
This measure provides the percentage accuracy of the billing invoices for a CLEC by
dividing the difference between the total billed revenue and total adjustment revenues
by the total billed revenues during the current month.

2. Mean rlDle to Deliver Invoices - t[ (lDvoice Tnnsmillion Date) - (Date of
Scheduled Bill Cycle CIoIe»)/(Count of IDvoices Tnuumitted in Reporting Period)
This measure provides the mean interval for billing invoices. CRI8-bascd invoices
should be delivered within six (6) workdays, and CABS-based invoices should be
delivered within eight (8) calendar days.

Objective: Measures the percentage ofac:curacy and mean interval for timeliness of
billing records delivered to CLECs in an agreed upon format

-ReaortiDtr DimeJuions: Esdaded Situations:

CLEC Specific
~

Any invoices rcjccted due to formatting. or• •
• CLEC Aggregate content errors
• BST Atz2leote
Data Retained Relatine to CLEC :Exoerience: Data Retained Relatine to BST Performance:

• Report Monthly • Report Monthly

• Invoice Type • Retail Type

• Resale • CRIS

• Unbundled Element Invoices ruNE) • CABS

Olce fvnc:
Total Billed Revenues Total AdjuStment % Accuracy

Revenues
CLECA x x x
CLEC AGGREGATE x x x
BST AGGREGATE x x x

· .
- . Month:

Invoice Tvnc:

I % CRIS Billa R.eleaed I % CABS Billa R.e-..cl
(by~Woricdav) (By ... WftII<dav\

CLEC SpecifIC iUIlCll

CLEC...iUIlOl:l

-Reule I x I
- UNE. I I X

BST~

ROIDOI'I X X



1
~~;;..;;;;;;I~rtiD;;;;'~I~D;;;;'I:::'m::.::e:::D:::::li=oa::':I::': I...:E::.:X;.:d;;;:aded==-=.Situ=atioD:::'=I:::,: _
.• CLEC Aggregate .• None

27 The performance repon provided by BellSouth shows the percentage of usage records sent within zero.
one, two. three. four. five, six. seven, eight. nine, ten to 30. and over 30 days. Therefore, the concerns raised
by the CLECs that BellSouth could be providing usage records in less than 6 days to itself and within 6 days
for CLECs, but still be in parity, could be detected with the performance measurements reponed by BellSouth.
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Methodology: The usage data will be mechanically transmitted to the CLEC data
processing center once daily. Timeliness and completeness measures are reponed on
the same reoon.

Exhibit A
Staff Recommendation

Service Quality Measurements
Perfonnance Reports

Vlue Data Deliverv Accuracv, Timeliaea & ComDleteaea

3. Usage Data DeliVCty CompletelleSS = (Total number ofRecordcd usage records
delivered during the current month that are within thirty (30) days of the
message(usage record) create date) I (Total number ofRccordcd usage records
delivered during the current month)
This measurement provides percentage of recorded usage data (BellSouth recorded and
usage recorded by other carriers) processed and transmitted to the CLEC within thirty
(30) days of the message (usage record) create date. A parity measure is also provided
showing completeness ofBST messages processed and transmitted via CMDS.

3. Usage Data DeIiVCty Timelinest'= (Total number ofusage records sent within
six(6) calendar days from initial recordingIreceipt) I (Total number of usage reCords
sent)27 This measurement provides (BellSouth recorded and usage recorded by other
carriers) delivered to the appropriate CLEC within six (6) calendar days from initial
recording. A parity measure is also provided showing timeliness ofBST messages
processed and transmitted via CMOS.

1. Usage Data DeliVCty Accuracy = (Total number of usage data packs sent during
current month) - (Total number of usage data packs requiring retranSmission
during current month) I Total number of usage data packs sent during current
month

This me8surcment captures the percentage of recorded usage and recorded usage data
packets transmitted enol free and in an agreed upon format to the appropriate CLEC,
as well as a parity measurement against BST Data Packet Transmismon.

The accuracy of usage records delivered by BST to the CLEC must provide CLECs .
with the opportunity t"deliver bills at ler'1 as accurate as those delivered by BST.
Producing and comparll.~ this measuremen.~t for both the CLEC and BST allows
a determination as to whether or not Daritv exists.

Objective: The purpose of these measurements is to demonstrate the level of quality
and timeliness of processing and transmission ofboth types of usage data (BellSouth
recorded and usage recorded before other carriers) to the appropriate CLEC.

Bll..LING

Measurement
Methodology:

Measuremeat
Ovemew:

Functioa:

BaLING



Perfonnance Remrts

• CLEC Specific

• SST Ae:IU'ee:ate
Data Retained Relatin2 to CUC Exoerience: Data Retained ReiatiD2 to SST Performauce:

• Report Monthly • Report Monthly

• Record Type • Record Type

• CMOS (Centralized Message Delivery
System)

• Non-eMDS

Staff'Recommendation
Service Quality Measurements

Usage Data Delivery Accuracy
Reoorted Month:
Reported Month Total Data Packs Total Packs Requiring % Accuracy

Sent Retransmission
CLECA x x x
CLEC Aureate x x x
SST Aggrepte x x x

Usage Records Timermess aud Complete..
Report Period:

CLECA CLECAggregate SST Aggregate

Da)'l Total Cumulative = Total CuaIIIIIiw := Total CuaIIUIM
DeI8v Volume % Volume % Volume %

X X X X X X" X X X
X X X X X X X X X
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OPERATOR SERVICES: TOLL ASSISTANCE AND DIRECTORY ASSISTANCE (Toll DA)
Function: SDeed to Answer Performance
Measurement The speed of answer delivered to CLEC retail customers, when aST provides Operator
Overview: Services with Toll Assisted Calls or Directory Assistance on behalf of the CLEC, must

be substantially the same as the speed ofanswer that aST delivers to its own retail
customers; for equivalent local services. The same facilities and operators are :'sed to
baDdle aST and CLEC customer caIJ.s. as well as inbound call queues that will n,,~

differentiate between aST &. CLEC service.

Measurement
Metbodology: 1. Average Speed to Answer (Toll) =

r (Total Call Waiting Seconds) / (Total Calls Served)

:z. Percent Answered within "r' SecoDdI (Toll) -
Derived by converting the Average Speed to Answer (Toll) using BellCore Statistical
Answer Conversion Tables, to arrive at a percent ofcalls answered in less than 30
seconds.

J. Avera. Speed to Answer (DA) -
r (Total Call Waiting Seconds) I (Total Calls Served)

4. Percent Answered within "X" Seconds (DA) =
Derived by converting the Average Speed to Answer (DA) using BellCore Statistical
Answer Conversion Tables, to arrive at a pen::ent ofcalls answered in less than 20
seconds.

r

Def'mition:
Measurement of the average time in seconds calls wait before answer by a Toll or DA
operator and the percent ofToll or DA calls that are answered in less than a
predetermined time frame.

Methodology:
The Average Speed to Answer for Toll and DA is provided today from monthly system
measurement reports, taken from the centralized call routing switches. The "Total Call
Waiting Seconds" is a sub-co.mpooent ofthis measure, which BellSouth systems
calculate by monitoring the total number of calls in queue throughout the day
multiplied by the time (in seconds) between .monitoring events. The "Total Calls
Served" is the other sub-component of this measure, whicb BellSouth systems record as
the total number ofcalls handled by Operator Services Toll or DA centers.

The Percent Answered within ten and twelve seconds measurement for Toll and DA is
derived by using the BellCore Statistical Answer Conversion Tables, to convert the
Average Speed to Answer measure into a percent ofcalls answered within 20130
seconds. The Be11Core Conversion Tables are specific to the defined parameters of
work time, # ofoperators, max queue size and call abandonment rates.

Current BellSouth call center switcb technology and business operations do not provide
mechanized measurements differentiating between buman versus machine call answer
Processin2 methods.

StaffRecommendation
Service Quality Measurements

Performance Reports
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Operator Services: Toll &Directory Assistance

REPORT: OPERATOR SERVICES TOLL AND DIRECTORY ASSISTANCE
REPORT PERIOD: ~19XX -~19XX
STATE:

AVERAGE SPEED TO ANS\NER .. ANSWERED VlllTHIN j(" SECONDS
(SECONDS)

TOLL ASSISTANCE X .. within 30 IeClOnda
DIRECTORY ASSISTANCE X . .. within 20 ..conda

OPERATOR SERVICES: TOLL ASSISTANCE AND DIRECTORY ASSISTANCE iToll DAl
ReDOrtin2 Dimensions: Excluded Situations:

• Toll Assistance (Toll) in Aggregate • Calls abandoned by customers prior to answer

• Directory Assistance (DA) in Aggregate by the BST Toll or DA operator

• State

Dda f ~tained (On Aarelate Buis):
• Month
• Call Type (Toll or DA)
• Average Soeed of Answer

StaffRecommendation
Service Quality Measurements

Perfonnance Repons

Report Formats:
Separate Reports will be produced for Each State in the BellSouth Region:
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Methodology:
Mechanized metric from ordering system

1. E911 Timeliness =t (Number ofConfir'med Orders) - (Number ofOrders missed in
Reporting Period) / (Number ofOrders Confirmed in Reporting Period) X 100

Definition: Measures the percentage ofE911 database updates within a 24-hour
period. •

Exhibit A
StaffReconunendation

Service Quality Measurements
Performance Reports

Timeliness and Accuracv
• BellSouth's goal is to maintain 100% accuracy in the E911 database for all its

CLEC resale and retail customers by com:ct1y processing all orders for E911
database updates. The 911 database update process ensures that the CLEC's
updates .1re handled in parity with BST's updates. BST uses Network Data Mover
(NOM) to L-msmit both CLEC resale and BST retail E911 updates to SCC (third
party E911 database veDdor) once per day for the entire region. No processing
distinctions are made between CLEC records and BST records. These updates are
processed within 24 hours.

• CLECs ordering unbundled switching and facillty-based CLEC E911 providers are
responsible for the accuracy of their data that is input into the E911 database.
Facilities-bascd CLEC record updates are transmitted by the CLEC c:Iirectly to
SCC without any BST involvement.

• When BST retail or resale records experience errors in SCC's system, the errors
are not returned to BST for correction. Instead, SCC banc:lles and corrects all
errors within 24 hours for both CLEC resale records aDd BST retail records.

• BellSouth through its E911 third party vendor provides accuracy aDd timeliness
measuremeurs for BST aDd its CLEC resale customers. In addition, BellSouth
through its E911 third party vendor provides an accuracy and timeliness report for
CLECs orderin2 unbundled switchina aDd facilities-based CLECs.

2. E911 Accuracy = ~ (Total number of SOIR. orders for E911 updates) - ITotal
number of Service Order Interface Records (SOIRs) with errors genel3ted from Daily
TN activity (based on the E911 Local Exchange Carrier Guide for Facility-Based
Providers) II (Total number of 80IR orders for E911 updates) X 100

Definition: Measures the percentage ofaccurate 911 database updates

Methodolo&y:
Mechanized metric from orderin2 svstem

Function:
Business
Implications:

Measurement
Methodology:

E911



Reponing Dimensions: Excluded Situations:

• BST Aggregate (Includes CLEC resale • Any order canceled by the CLEC.
customers) • Order Activities ofBST associated with

• State and Re2iooal Level lb. '"l'D81 or administrative use of local services
Data Retained Rclatin2 to CLEC Exnerienoc. Data Reta;ned Relatin2 to BST Performance:

• ReponMonth • R.epon Month

• CLEC Order Number • J:rrorType
• Order Submission Date • Average number oferror

• Order Submission Time • Standard Order Activity

• Error Type • State and Region
• Error Notice Date
• Error Notice Time
• Standard Order Activity

• State and Region

Staff Recommendation
SelVice Quality Measurements

Performance Repons
·E911

E911 TlDleliDeu
E911 Timeliness % within 24 Hours

CLECA X
CLEC AGGREGATE X
BST AGGREGATE X

E911 Accuracy
E911 %

CLECA X
CLEC AGGREGATE X
BST AGGREGATE X
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ReDortiDe DimeDlioal: Excluded Situadoas:

• BST Trunk Group Aggregate • Trunk Groups for which valid traffic .data
• CLEC Trunk Gi'oup Aggregate measurement unavailable.
• CLEC Trunk Group Specific
• State Remon and~21 Level
Data RetaiDed ReladDIl to CLEC EmerieDce: Data Retaiaed ReladD" to BST Perl'ormaDce:
• Report Month • Report Month
• Total Trunk Groups • Total Trunk Groups
• Total Trunk Group for which data available • Total Trunk Group for which data available
• 'I'breshold exceptions • Thieshold exceptions
• Exceptions percent of the total • Exceptions percent of the total

• State Region and~ • Stale Region and~
• Exceotion Trunk detail - 'on Trunk detail•

FuDctioa: Interconnection Trunk Perfonnance
MeasuremeDt In order to ensure quality service to the CLECs as well as protect the integrity of the
Overview: BST network, BST collects traffic performance data on the trunk groups

interconnected with the CLECs as well as all·od1er tn1Dk 2JOUOS in th~ BST network.

Mea.remeat 1. Comparative Tnmk Group Service Summary. Provides comparClL;ve
Methodology: measurements of the tn1Dk groups which exceed the blocking threshold during

their busy hours. as well as the total number of tnmk groups measured.

Z. Trunk Group Service Report: Contains the service performance results of all
final· tn1Dk groups (both BST administered tn1Dk groups and CLEC administered
trunk groups) between Point ofTermiDatioD (POT) and BST tandems or end
offices, by region. by CLEC, CLEC Aggregate. and BST aggregate.

Specifically measures the total number of tn1Dk groups,.number of trunk groups
measured. and the number of tn1Dk groups which exceed the blocking threshold
during their busy hours.

3. Trunk Group Service Detail: Provides a detailed list ofall final trunk groups
between POTs and BST end offices or tandems (A-eDd and Z-end for BST Loca1
trunks) including the actual blocking performanc:e when blocking exceeds the
measured blocking threshold. The blocldag performaDce includes the observed
blocking number for a partie:tllaJ'PTrunk Group Seria1 Number (TGSN).

Blocking thresholds for all trunk groups are 30/0, except BST CITG, which is 2%.

Measured Blocking =[(Total number ofBlocked Calls)/(Total number of
Attempted Calls») X 100

TRUNK GROUP PERFORMANCE

21 Ibid
29 Ibid.
30 Ibid.

StaffRecommendation
Service Quality Measurements

Perfonnance Repons
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