
Staff RccoJtUnendation
Service Quality Measurements

Performance Reports
PROVISIONING

Pm:eat Pnn'isioaial Troubles witbia 30 days or 1DItaIl.tioa
l.-I__tI4IicD

. T.... (a.IC & BS!)

UNI Noao.iII X X

UNlo.iF X X

...·.1laidaIce X X........... X X....~ X X

UNI·~wIUlP X X
1ST............ X X

BIT......... X X

vr.....DoiIi.o X X

TCllIIOnly
X

Exhibit A

PROVISIONING
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StafI' Recommendation
ScMce Quality Measurements

Perfonnanc:c 'Reports
Exhibit A

Function: Coordinated Custoaaer Coavenioa!
Measurement This category measura the average time it takes BST to disc:onnect an unbundled loop
Overview: from the BST switch aI'ld cross connect it to a CLEC's equipment. This measurement

..applif,s to service orden with aDd without LNP.....wjtlptt WI! and where
the CLEC bas n:quated SST to provide a coordir ted cut-owr

..

MeIIun:meat 1. Averaae CoardiDIUld CuItoIIIer COIMIIioD Ia&cM1 • {t {(Completion Date and
McIbodolosy. TillIe for CRIll e.e..-:doD fA aD U_..ee4 Loop'"ur')- Discounection

Date IDIl Time fA18 U......La" 'MIla UiP)l1/ToIal Number ofUnbuadJed
Loop Orden witIII&.NP (or the n:paniJII period.

"

..

DiIDeaIioas: S..... SJtaedons:
• CLEC Sfleciftc • AJrrJ Older Qlaled by the CLEC will be

• CLEC Agrepte excluded fJom thillIIC:ISIRIDCDt.
• State. Regional ancl~ Level • Delays due to a.EC {ollowing disconnection

ct........,Iod loop

• A1Ir onIIr 'tl'bln..C1.EC has DOl requested a
ClCICIIdi..-t eat ewer

•
U_

set LoapI wbae tbcR is DO existiDl
....iberloop

" " .
n..·RICIiaed toa..EC DaIa to BST PerformaIIcc:

" '. RIIport Moath No BST ADa10J E'Cists•
• CLEC Order Number
• Order $qIw;...... Date
• QwmjttecI Due Date

• ....Twe

..

u c-.nfIeets StarSJ"CX'ID"'C'DdIdon that UNEa be~ betMeD cbaIc with INP aad witbDut
INP a 1Wd1 as with IDd without LNP. 'Ibis is .......... with the FCC NClIlice ofPtopoad RuJemaking, where
BeUSouth bas iDdic:aIeCI that the 1cYcl of product disagleption is 1CCqItIbIc.
14 Ibid.
\5 MBA was Iddcd to rctloct Staff's RlClODUDCIIdIti that poptphic diIIgrepIioe JdIect Mc:bopolitID

Stads1ical Areas. General Order dated August 31, 1998
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PROVISIONING

Coordinated Customer Conversions

StaffRecommendation
Service Quality Measurements

Pesfonnance Repons
Exhibit A

" .

" Cbaap rdIec:Ia SId"'I«lC"IIIJN1'Id1lioa ...UNEI••;...., 1e11 beilMeDc-. wiCb INP widaIt
INP.well. with IIId widIDut LNP. Tbis is COlli..with..uaw.1 01'- ~I
Bel1South bas indicated that the level~product diIaaJepdon is~

PIlI 20



PROVISIONING

Staff' IUcommendation
Service Quality Measurements

Pcrfonnance Reports
Exhibit A

FuacttoII: A...... ~ NIIice linen'll
Mea.remea. TIle receipt of. compIeti01l aoticx 'oy the CLBC from BST inf'onns the carrier that
0¥en:Iew: tIIeir fimDal reIatioNbip with I CUItOl l;I' bas bepD. This is useftd to the CLEC in that

Itlets tbc:m bow tbIt tbey CIA beJin with lCtM1ies such as biJliq the customer for
service.

".

Mu.aremeat 1. Average Completion Notice Interval- t((Date at: Time ofNotic:c of Completion)
Metbodolol)': • (J:)~ et Time ofWork Complction») I (Number ofOrders Completed" in

RIpOrUDg Period)

Odinitjon: The CompIeIioD Nodce 1Draval is tbe c1Ipscd time between the BST
npadId ClOIJII*doa ofwort IIId !be~ ctI valid compJedOD DOtic:e to the
a.EC. Tbere is DOequivaIaIt BST RIIailManr_

.......
• .. • ~........... eoCLI:CE ce: .......... to BST PerforDIuce:

• UDder DeveIopmaIt • Nil. ...

MonIh:
Awraae IDIeI'\Ial

a..ECA
CLBC AGGREGATE
.....Jtesidenoe X.......... X

.-.SDec:W X
..

", ,,(,' 'T '1' , , t t
fOCltDCCe was Idded for cJariftcItioa.

"$ , ," , 1" .... 11'1' I ,. iiI $ «'IittI
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MAINTENANCE &. REPAIR

StaB'R.ec:ommendation
Service Quality Measurements

Performance Reports
Exhibil A

Function: OSSResaonsc Interval
Measurement • 'Ibis meuure is dcsipeel to monitor the time required for the CLEe interface
Overview: system to obtain from BST'slcpcy syIICIDS the information required to handle

lDIilltc:!llllC!l!! IIDd i w functions. This measure also add' .0CjSC$ the availability of
dilass - b i\'..... 1IId wi......,....

MeuuremcIIt 1.. OSS 1Iderface Availlbility - (Actual AvaiIability)l(ScbeduIed Availability) X 100
Methodology:

Definition: This measure shows the perccntap oftimc the OSS interface is actually
available compared to scheduled availability. AVailability pereentqes for the CLEC
and BST interface systems aad for lepc:y systems ace:ased by tbcm are captured.

Methodology: Mechanized..,u fIom 0SSs..

1 OSS IlcIpoIIIe 1DIerval- N:J:#G Timel i.D 1IK:remeDII of'u.1"bID or Equal to 4
Semv'., an.:r Tbu 4 SecaadI but Las Tbu or EqaIl to 10 Second'. Less 1ban or
Equal to 10 Secoads, GIatcr 1'bID 10 SecDadI. or 0raIcr 1bIIl30 Secoods.

DefiDition: RapaaIe iDIavaII are dcU::nIIiDed by IUbUIcIiD& die time a request is
submitted from die time die respoDIC is zeceiwld. PerceatapI of requests faJliDg into
the e:ateaorieslisled IboYe are reported, aloq with the ICbII1 DIIIDber of requests
faWq iDto thole eatqorieI. TbiI meuurej)l'CWides I medIod to compare BST and
CLEC respoase times for IIO:'"Gna the lepcy dIIa IIClIded for IDIiDt.eaaIICe &~
fiIDcIioaI.

. . Mechanized reoortI from OSSa. . '.

055 Maiateaute aDd ReDair IDtelface AvailabilItY
OSS_rface %A
CLECTAFI X
BSTTAFI X
LNOSHost X
MARCH X
sacs X

General Order dated August 31 t 1998
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StaffRcalmmendation
Service Quality Measurements

Performance Reports

MAINTENANCE &; REPAIR

OSS MAINTENANCE ANDUPAJR ""UPONS! INTEllVAL

Exhibit A

t_ ..
"

1i T'" <..~ ~.... ... >10... >:1...
·T~N_ ..... :; = ..... ::; = - = = ..... :; elK = :; elK = :;
CD
.Count X X X X X X X X X X X X X X X X X X
.~arTllIlIl x x x x x x x x x x x x x x X

DLITH .
'.

·Count X X X x. x x x x x x x x x x x x x X
."aCTllIlII 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
• "alTllIlII X X X X X X X X X X X X X X X

OIPCM
.e:- x x x x X X X X X X X X X X X X X X."tIT_ X X X X X X X X X X X X X X X

LMOI
.e:- x x x x x x x x x x x x x x x x x X
.~"'TGUl .. X X X X X X X X X X X X X X X
~
·Counl X X X X X X X X X X X X X X X X X X
• "alTllIlII X X X X X X X X X X X X X X X

NAItCH x..·Counl X X X
~

X X X X X X X X X X X X X
• "II'TllIlII X X X X X X X X X X X X X X..-
.e- x x x x x x x x x x x x x x x x x x
• "arTllIlII x x x x x x x x x x x x x x X

lOCI
.c.n X X X X X X X X X X X X X X X X X X
•"arTllIlII x x x x x x x x x x x x x x X

LHP
·Coual X X X X X X X X X X X X X X X X X X
• "alTGUl X X X X X X X X X X X X X X X

General Order dated August 31,1"8
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MAINTENANCE AND REPAIR

FU1ICtion: A

MtuunmlcDt
Mdhodology:

StaffRcc:onunendation
Service Quality Measurements

Penonnance Reports
Exhibit A

"""'''''''''~

Definition: This measure demonstrates an averqc rcspDnse time for the a..EC to
CiClDllCtI BST~

. Ccaten Automatic Call Distributors.

A Aaswer n.e-

. Total

..
"24
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.MAINTENANCE &. REPAIR

StaffRecommendation
Service Quality Measurements

Performance R.epons
Exhibit A

'.

FUKticm: Missed R.eDair ADDointments
Mcuurement '. When the data for this measure is c:oUocted for SST ancl.a CLEC it can be used to
Overview: compile tbe pen:entap of ICCUJ'8te estimates of the time requm=d to complete service

1'ClIIIi..' for SST ud die a.EC.
.MIIIun:mc:Dl 1. PateL'. or.......... Appointments- (Couat ofCulromer Troubles ~u:
Mdbo4oIoIY: Raolwd by the Quotell1WolutioD Time and Date) I (Count ofCustomer Trouble

Tickets Closed ) X 100.
"

DdiDition: Pm:cnI of ttouble reports not cleared by date aDd time committed. Note:
AppoiDUnent inteMls VIIY with force avaiIIbility in the POTS ClIl\IiroJuDeDt. Specials
IDll TruDk iDteIvals an: ItIDdaJd iDtervIl appoiaImemI orDO ....ter than 24 bours.

MedIodoIo-: Mecbuized metric !10m mti,tei.ftC!! I).

~ :
• CUCSpecik • T.... tidIIII cuceled It tile a.EC n:quat

• cue Agrepte • SST tnJubIe reports lIIOdated with iDterDal or
• SST Agrepte IdDdDiIlrItM ICI'Yice

• State. RqiODllIDd~ Level
'.

n... toCLEC DltaJ... to BST PafoIIIIIDCC;"

• lipan Maa&b • RIpaIt .....

• a.BC Tic1&:It Number • BITTic:bl Number
• 11c:bt SubmiIsioA Date • neat SnbnriuieJD Date
• Tic:ket Submiaioa Time • Ticket Submission lUDC
• Ticket Completion lUl1C • Ticket Completion Time
• Ticket CompletiOD Date • Ticket Completion Date
• SeMceType • Servic:c Type
• DiIposition IDd Cause (NClD-DesiplNODoSpecial • DiIpoIitioD IUd cause (Noa-DeaipJNoo-Special

ClIIIy) .-Iy)

• Stili: ReDon and~t • S_bIioD IDd wu..a

II MSA was added to rdlect Staff's recommendation that popapbic dilagreption rdJect Metropolitan
SladJlicaJ Areu.

Genen) Order dated August 31, 1998
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MAINTENANCE & REPAIR

StaffRecommendation
Service Quality Measurements

Performance Reports
Exhibit A

Mi-.cI Realir ADaailltllleDti
TIILII

c~
...
~~ CI..ECo'IU BST

1.aIII.......... T"'··.T"......... X X X X X·T_ X X......... X X I X X I X
»

.TIILII X X
...·DIIe .. I I

·T_
tY.,.. .. I I

.TIILII

UNB""D-.. X X I X X I X
• TIILII X X

BIT

lA.IlaMi it.T...... >.......... X X X.......... X X X

.....0.;. •• X X ,
X

NcM"'.: c:u.-T................. lo Lui_IlIllIiC'••Truab_n.q. If.. ' ...._ ........prioriIyflnt........... ..

General Order dated August 31,1998



MAINTENANCE &. REPAIR

swrR.ec::ommendatioD
Service Quality Measurements

Performance Reports
Exhibit A

fuae:tioD: Customer TMUbIe ReDart RIle
~ ITbilIDIIIUI'e CID be t -d to CIt.Iblisb the frequeacy (rate) of C''ilomer troUble reportS

o O¥erriew: aDd to 'UC with1ST.... .
~......II'IaIIIIt 1. Cuamer TnJIIbIe~ ..... (Coaat af'lldtill aDd RepeItfld Trouble Repons in
MetbadoIogy: ..Camnt~ / (Number tlService Aa:al1JneI in Service at £ad ofthe Repo~.

Period) X 100. Note: Local Inten::oDnCiCtion Trunks are JqlOI'ted only as total
troubles.

TIle cuilomer TraubJe RIport ItItc is CX'DIflUUld by IClCI1III1IIIIi tbC DUIDber of
DIIb.temlW'.iDitiallllll npeated traabIc....duriq the NpOdiDg period. The
ftIU1tiDI IItIIIIber tI trouble n=ports are divided by the tGIIlllt11llbcr of"senic:c aocess
liDeI" aiIIiq for a..ECI aDd 1ST respec:aMly It the eDd t4 the report'period.

Deft......: IDidaIlDIlllJ tiled QIIIQ_ cIiIect or nIemlIl uaabIeI reponed within.
ClJeader 1DOIltb (Wbere ClUte is DOt in c:anic:i eqaipmeDt) per 100 liDcsIcircuits in
IIe.I'Yicc.

.,

MIIbodolosy. Mechui7Ad marie for troubJc n:partI aad IiDeI ill service•

. ,

~: l'$uF'i_:
• cue Spocilic • Trauble tidlItI c:aIMldcd It the CLEC request
• CLEC Agrepte • BIT trouble reports IIIOCiated with

• BSTAgrepte Idministrative service

• State. Rqioaal and~ Le\'d

DIta IIUiDed RelatiDI to a.2C : 0....... to BST PerronnaDcc:
• R&Iport Moatb • __MaaIh

• CLEC Tlcbt Number • BST TidIet Number
• Ticbt S1IbmiaioIl Date • TIdait Suhaaipim 0aIe".
• Ticket SubmilliOil Time • Ticbt St-;__ TUDe ., ",

• Tic:kc:t Completion Time • TlCkIt CompIctio1l Time . ,

• Ticket Completion Date • Tic:bt CompIctio1l Date
• Scmc:eType • Scnicl: 1)pc
• DiIpositiOD and Cause (Noo-DeIipINoo-Spsial • DiIpaIitioD aDd cause (NoD-DeIipINaooSpeciai

GIlly) .)
• S&IIe Raion aDd ......211 • s......udYSA.1I

",

"27
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MAINTENANCE & REPAIR

StaffRecommendation
Service Quality Measumnents

Performance R.epons
Exhibit A

CuItoIIIer TrOIIble ReDort Rate
or-_ No~ TDIII

L-a" '.t.. A x X......-..- X X x
...a-.- x x X

IleMIll DeliII' X X X

UNE~ X X x
UNEN.-DIIiF x x X

BIT
1.-1 ____ llliaa trwa

x x x........... x x x.......... x x x
....o.iID x x X

UNa Locp wlLNP X X

General Order dated August 31,1998
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MAINTENANCE & REPAIR

StaffRecommendation
Service Quality Measurements

Performance Repons
Exhibil A.

fUDClion: Ouality ofRallir ATime to Restore
I~ TbiI meuure, wba1 coUectecl for both the CLEC r'1Cl SST aDd compared., DIO'\itors

\."Wview: dill Q.EC . " III cIeInd lDIIIlIIl,:hly 10 SST "'Ii......,.k~·~
WIuurcmeDt 3. MajatCDace A\WIP Dm'IIioa - (Teal Dundoa T.... from the Receipt to the
Methodology: ClcarinI of Trouble R.eparts ) I (Total Troubles)

4. Percent Repeat Troubles within 30 Days • (Total Repeated Trouble Repons within
", 30 Days) I (TOtal Troubles) X 100

5. Out ofScMce (OOS) > 24 Hours • (Total Troubles 005 > 24 HouIs) I (Total 008
Troubles) X 100

Dc8DitioD: F.Out ofScMc:le TnJabIII (DO dill .... c:aa be CI11ed or CIIUKlt call
out): the paceaIIp fl.tnlUbklI cIeued ill...fI. 24 boun.

",
Far Pa'CCIIt R.cpcat TraubJc Repons witbiD 30 DayI: TIOUbIc n:portI OIl the same
liDeIciR:uit •• previous trouble 1epoIt within the last 30 e-'cndar days as • percent of
total troubles n=poned.

For Awrap Duration: Averqe time fnHD the: RICCipt of. trouble UDtil the: tredtlc is
cIeIred.

. Mechtnjzed IIICIric from~ It

Dimasions: Exdlllllld Situatioas:
• a.EC Specific • Trauble repons c:aucelcd at the: CLEC request

• CLEC Agrcpte • BST uoable rc:portI UIOciated with
• BSTAazepte admiDiItrative IeI'Vice
• SlIM. - ud~ Level
0a1a...... toa.EC : 0..".._ 10 SST PIIfonDaDcc:

• Rflport Mouth ." • RIpaft Moath
• Total Tic:IrIa • Total Traub1eI
• CLEC Ticket Number • PerceDtage of Customer TlOlIbles Out of
• TicUt SubmissioD DIIC Service> 24 Hours
• Tk:bt Submi-on Tame • TOIII aDd Percent Repeat Trouble RepoIU with
• Tic:bt CompIetioa Time JODays

• TicIrIt CGDp1etioIl Date • Total DurItiOIl Time
• TOIII Duration Time • SerYic:e Type
• SemceType • DiIpoIitioD aDd c... (Nc"DripIN..spocW

• DiIpoIitioD aDd Clue (NcIIl-I)eIipIN ClIIly) "
-.1)') ." • Stile R.ePcm IDd~

• StIle bIDcm aDd YSA2S

24 DIid.
2Slbid.
26Ibicl.

•

General Order dated August 31,1998
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MAINTENANCE &. REPAIR

StaffRccommendation
Service Quality Measurements

Performance Reports
Emibit A

It 31,1998

MaiDteauee Ave.... Dunt
I ~ NoDi-.:h Taul

lMIllllla ...imTN!Ila I X X X........ X X X.......... X X X

..... o.iF x x X

UH£Dooilft x x x

UNI NoD DeiIF x x X

lIT
,

1.-1 __
.. T..... X X X......... X X X........ X X X

X X X

t"

PertGt IIaeat T...1t1e wttIIIa 30 Daft
~ No~ TlMI1.-1____ TNIIaI

X X X.......... X X X.......... X X X

.....c.iID x x x

UNBDaIiF X x x
UN1!.NCII\c.p X X X

lIT1..-1_- T..... X X X......... X X X......... X X X

....o.n.. x x X

r-... *~
~-

L....a..
·.T__

X x X......... X X X......... X X X

.....DINiF X x X

UNBc.iID X X X

UNI NoD DiNiF X x X

BIT

1.-IbW '0.TIUIlkN X X X......... X X X....~ X X X
t·

....r-.. X - . ~ . • A ... mX

"30



Slaff P.calmmcn<tation
Service Quality Measurements

Performance Repons
Exhibit A

un t nJr.:

Fucttoa: hwoice Accuracy Ie TilDClioeu
Mu.ftlDcat .. The IQCWIC')' ofbilliDl iJMriccs delivered by BST to the CLEC must provide CLECs -
Overview: with the opportunity to 4eIim' bills at least IS ac:cmate IS those deUv=d by BST.

Produc:iaa aDd c:ompariJII this Ill( . -'IUJ'CmeDt result for bath the CLEC and BST allows
.~. to .....or 1IIll,-uitYcxiIlI............ L JIMIc:e Manwq -((T1IaI LocU SemaI... lfte.......... curreat

Medaodolocr. _til) • (rretll~.. IIefta.........carreat -til/) I Total Local
ServiccI Billed Reveaua durlal aarnaC....1s 100
This measure prvvides the perceIltaae accuracy of the billiDS invoices for a CUCby
dividiDllhe dUremx:e between the total billed m'eIlUe ancl total adjustment revenues
by the toW biUecl maucs during the c:umat moath.

2. Meu n.e to DeIher IImIka • tl (Ia¥*e Tru...... Dale) • (Dlte ofSdr_"..C1de CIoIe))I(e-at fII ....Tnm_htu' ......rdDl Period)
TIIia ___pn:MdcI the... iIIfawlb'biUhtI iIMlicII. c:RJS.baIed iDvoices
UoaId be deIiYaed widlilllix (6) wvdrda,.. ud CABS4:lIIed iDvoiceI sbauld be
dcIMnd witbia ciPt (I) c:a'eodIr cIayL

0IIjedM: Measures the pen:eatqe ofICaII'lIC1ad IDIIIl iDIInal for timeliness of
billinc records delivered to CLECs in ID aped upoD format.

• C1J!C SpeciIc • Aay bmliccI rejected due to fonDaUiDg or
• a.EC Agrepte COIIIeDt cnors
• SST •
Data Retaiaed Idatiu to CLEe ElDeritacc: Dltl Rdaieed Ildatlaa to BST Perfol'1DaDee:

• Report Mo1Ithly • Report Moathly

• 1DYDic:e Type • RaIil T)'pc

• Reale • CRIS

• UntRmdled Elemeaa IIMices (UNE) • CABS

lmolce Tv!Ie:
<

ToIIJ Billed Reveaues TOIII AAU-*""'" %Atx:Mracy
RaI3 :

Ci.J!C-A x x x

~ ATE x X X

AGGUQATE X X X

Maath:
IDWice TYDe:

I ,.,cu ......... I ,., .........
nwf!'WcftlIavl ,.""w....,

a.ae..........
a.ae............. I x I

.\JMI I I x
lit......... x - .- . _ 1r • ...

~.u"'. u••"'u
"" --,

Pqe31
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Service Quality Measurements

Performance Repons
Exhibit A

BMING

The ICCUI'IC)' ofusaF records deliveredby BST to the CLEC must provide CLEes·
with the opportunity·".dcIMr~ at 1eut IS accurate IS thcr:~delivered by BST,
Pzoduci"l aDd COIIIpIriM( tbiI ............ result for both the \.7 EC and SST allows
• .to.....«......

MeuuremcDt .
~etlaodology:

1, UIIF Data DeIMIy At1:uJII:y. (TaCIllIIIIIIber ofUIIP data packs sent during
c:urreot month) • (Total aumber ofusap cIata paw requirinl JetraNmission
duriq current month) I Total number ofUIllF data packs sent during current
IDODIh

TbiJ IIaIUIeIDCIIl capIUnlIthe pm:easqe of I'ICOJded usap and reconIed usage data
plK:UU Ullllllitbld error be IIIll ill ID ..... upoIl format to the appIOpIia1e a.EC.
IS well ••parity 1IIICImJaaet1t apiDsl BST Data PIlCbt TI"D1I1IissimL

3. U....DIIa DcIMlIy Cci:mFhte_· (Total IIII1IItler arR.econtell-ae records
d&IiWIId", Cbe~ IIIGIIIIa dill are 'tridda tIIiIt)' (30)'" ofCbe
ml n_ 1'ICDI'lI) cr-. "*) I (TaIIl DIIIDber arRecordcd UDF ftlCDI'ds
delft dariDI die cumat ......)
TbiI MICRiI'Clllllll pnwidII pacellClll.,ar rec:oaded UIIP data (BeUSouth recorded aDd
UIIIIIClCOIded by otIIer'CII!ien) proc:lndad tnnI'nritted to tbc a.EC within thirty
(30) ..,. of the m:,.. (... record) c:MIO date. A parity IIICIS1R is..pnwidc:d
IboMa&~ofBST m:....~ I cd IDlI tlaDllDitted via OdDS...

3. UIIIIDIta De1iwIyTlM__ • (T1II1 .....ar-.ncardI_ witbiD
six(6) ca'eadlr'" fIom iDiIial~) I (focal IIIIIDber of..nciionIs
-..." This pnMdeI (BeI1Saatb recacdecllDd.... rec:oaded by other
c:anien) ddMred to tbc appaopliate CLI!C witbiD ax (6) c:alendv days from initial
recoretiDg. A parity lIICIIIIR it also provided showing timeliness ofBST IDCSSlges
pI'CICl:ald aDd UlDpuitted via CMOS,

0Itjedh'e: Tbe purpoe: of~ IDeDII'IIIIIIdI is to demoaIInte 1IIe level ofquality
IDlldmeU_ ol .........D.1IId UI...;"'oa afbatb types ar....data (BeIlSouth
recorded ad usqe ftlCOIded Wore ocber curicn) to tbc tppIOJiii.lte a..EC., .

Met.......,.: Tbc UIIP data will be lJ"dt.niclUy traIIIIDitbld to the a.:sC data
pmP""i"l caa&cr ODCO dilly. Th"eli_ad comp......meaura an: n:port.ed OD
tbe ....

BJUJNG

I~=':
2'1 The JlClformaace report ptVYided by Bel1Sou1h Ibows the peICeIdIfe of UIIP ftlCOCdI_ witbiD ZCIV,
OM, two, Uno, loar, !lYe, six, .."., eiJbt, Dille, teD to 30, ud CMI' 30 da)'L '1'IIenift, tile~.1'IIi..s

by the CJ!Cs tbat BcIISoutb CDUlcl be prcMdiJIa.......~'~~Il
for a..EC&, but ItilI be in parity, could be~with tbe perfonaIIIce
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Sta1fRecommendation
Service Quality Measurements Exhibit A

Performance 0_.."

• CLEC Specific
• BST A21reaate
Data Retaiaed Relatha2 to CLEC ESDerieace: Data Itetai.ed Relatlal to a51 Performance:

• Report Monthly • Report Monthly
• RecordTypc • JUcordType

• CMOS(~Message Dc.. ttry
Syitem)

• NclD.QdDS

'0...Data DtUvery Accuracy- • Moath:
l\epofted Month Total Data Packs Total PICb JIquiriDa %A.cancy- Reus

,
ioa

a.ECA x x x
a..BC x x x
BIT x· x x

V,. JteeonIa Tlmenr.1 ad C..paae-
ReDort Period:

.,

CLECA
.,

Q.EC AgrqIte BSTAllnpte

::- TaIIl C
' "- ::: TtIIl ()=;':rt.. := TCIlII c..IIIM

v..... ~ v... .. v.... ~

x x X X X X X X X
X X X X X X X X X

.,

General Order dated A.....at 31,199.
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The speed of answer delivered to CLEC retail customers. when BST provides Operator
Services with ToU Assisted Calls or DireclOJY AssiSWICC on behalf of the CLEC. mUSl

be substantially the same as the speed ofUISMf' that SST c1divers to its own retail
CUIIGJDCII. for equivaleDllotal seMccs. Tbe same r,c:ilities and operators are ..~ to
......1ST IIId CLEC CUItOIIJer CIDs, as MlJ as iDbu:'ucS calJ queues that will nv: .
dlareatille bctM:eD SST .tCLEC IIIYicc.

Exhibit A
StafI'Recommendation

Service Quality Measurements
Performance Reports

YA: TOL A T
S d to AalWer Performaace

Meuuremellt
Metboclology: 1. Average Speed to Aaswer (Toll) •

I (Total can Waitinc5eamds) I (Total Calls SeM4)

2. Peraat AIuwered wttIIia 11](" SIcioIIdI(T" •
Dc:rMld by COII'YCItiDI the Awrap Spee4 to Amwer (Toll) .... BeUCore Statistical
AIJswcr CoDYel"lioD Tables, to arrive at • pcn:lCIIl ofcalls _eel i.D less thaD 30
MODdI.

3. AftnIes.- to Auwer (DA)·
1: (1'CUl Call Wlitilll Secoads) I (1'0111 CallI ScMld)

4. Permat AIlswend wldaia -r Sec...(DA).
Derived by CIOIMItiD& tbe AWlII' Speed to A.-.:r (DA) lIIiD& WCore SwisUc:a1
ADIWffl CoDversioD TIbIcI. to arriw at. pen::eat ofcalla ......eeI in lea thaD "10...
DeftaltIoa:
MeuureIneDt of the awrap time ill MCIOIIdI calla wait before aIIIMJ' by I ToU or DA
operator aDd the pen:ad. otToU or DA caDs that are lIDS'WtI'CIl1 in less than a
predetermined time frame.

MedIDd~
The Awrqe Speed to ADIwet for Toll aDd DA ill pnMded today from moatbly system
.........-at ...... tJIba tn. till 0IMIIUzerI caD roudq IW'i1cbII. 1be "Total Call
WIitiq SeccaII" illalUlt< altIUa EN Ire, wbicb BellSoutb aystaDs
calcu..by IDOIIitoriDI1M taIIl ofcaUl iD queue t1uwItiout the day
muldpUed by the ti8 (iD 1eCOIIdI) betMea..moai1oriDI CYCIItI. The "T0II1 Calls
Scned'" is die othcI' lab 00......oftbil....n,·wbicb BclISoutb aystaDS record u
the taW DUIIIber ofcaUl hudled by Operator SeMces ToU or DA c:eaIa'S.

The PeR:leat AJIIMlNd widIiD..ad tweIw secoads maswaaeat for Toll aad DA is
daiWId by... tile BeDOn SCIdIdct' A-.CaawnioD T to CDIIYCIt tbe
AWlip Speed to Mftet ntl 1ft iDIoa ellCIIII witbiD 2Of3O
..... The BeIlO1ce CoInwIioa T arc II*iIIc to the daIaed pIIIIIDClfen of
'"*time, • ofopentDII, max queue IizIIDd caD ........ rateI.

Cuneat BeUSouth call ceat« switdl teebaolosY aDd buIiIIIU operatioDs do DOt pmvide
......niz.. meuurements cWrerentiating betweea bwDan wrsus machi,. call answer

. 1DIIhods.

GeDeral Order dated August 31,1998



• Calls abandoned by customers prior to answer
by the BST Toll or DA operator

Exhibit A

[lCladed SituatioDs:

StaffR.ec:ommendation
Service Quality Measurements

Performaace Reports
E

Be rtia Dtmeusioal:
• Toll Assistance (Toll) in Aggregate
• DiJectory Assistance (OA) in A~gate

• Slate

.• MoIIth
• Call Type(ToU or DA)
• Awn S· of Answer

..

..
Report ' ....ltI:
Separate Repons will be produced for Each State in the BellSoulh RqioD:

Operator Service.: Toll & DI,.ctory Aaalstance

REPORT: Op,ERATOR SERVICES TOLL AND DIRECTORY ASSISTANCE
RePORT PERIOD: XX1XX119XX - XXIXX/19XX
STATE:

AVERAGE SPIED TO AHIWE" II ANSWERED WITHtN -x- SECONDS..
"-I X
IDIItICTORV ASltSTANCE X ......20---

..

General Order dated August 31,199.
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E9Jl
Function:

Staff Recommendation
SelVicc Quality Measurements

Pcrfonnance R.epons

Timeliness and AccuracY

Exhibit A

Business
Implications:

'.,

• BelISouth's goal is to maintain 100% accuracY in the £911 database for all its
CLEC resale and mail customers by c:omctJy processing all orders for E9ll
datlbuc updates. The 911 database update process eDSUI'CS that the CLEC's
updates are budled inparit· ""th SST's upcIata. BST usa Network Data Mover
(NDM) 10 uu.it baIb c:L8C 1""aDd BST reIIi1 E911 updates to sec (third
JIIft)' E911 ...~wadar) 0IIClI~day tar tbe catirc feIIon. No procapal
diIdDcIioDS lie""between a..EC records and BST records. These updates are
praceued within 24 hours.

• CLBCs ordcrin& unbuDdlecl switehiaJ and facility-buecl CLEC E911 providers are
reIPCJItIiblc for tbuex:Ullcy oftbeir dill tbIt is iDput iDlo the B911 database.
FIIliJiticH.cd a.EC nlCOI'd updates are uumiUed by the C1.EC diIect1y to
sec widIaut lIlY BST iJIwMImeDL

• WhID BST reIIi1 or~ ftlCOI'ds 1!!lIcxpcl'1m1!!riieacceaae errors ill SCC'sl)'ltCUl, the errors
me ............. 10 BIT tor comctioIL. sec hudIca ad ClOI'ftlCtI aU
cnan widIia 24 ..... tarbadl CLEC r-a. BST retIil nmrds.

• 8IIISIada1InuP ill8911 tIIiId J*lYWIIdDr JIIG'ridIS IIOC:UmC)' aDd tialeliDell
mPT. ... far BST.. ita CLEC ....ClIIII.... lD "IkUrioD, BeUSouth
tbIwP ita E91 t tIliId JIIft)' WIIdar prcMcIIa • -..:uacy..li_UDeII report for
"....... ......... .. • L ... a.ECs.

1. £911 Tiwli_. 2: (N1IIIIbCr ofCoafinDed Orders) - (Number ofOrders missed in
Rcportiq Period) I (Number ofOrden CoatinDed ill ReponiDI Period) X 100 ..
Deftnitim: MIuureI the perceatap ofE91! d....upIateI within a 24-bour
periocL

McthocIoloIY:
MecbaDized metric from oreIeriJlg system

2. E911~. z: (Total DIIIDber ofSOUl onIen for E911 updIta) - rrolal
DUIIIIM:r ofsemce Order 1DIerfIceRanIa (SOIRI) with enors....fruul'Daily
TN .cIMty ('-d 011 chi 8911 Local E""",. c.rier Guide for facility-Based
PnMden) II (TCICIlIl1llDber ofSOIl orden for £911 updates) X 100

DcftDition: Meuwa the pen:catqe of ICCUIIte 911.dat''''' apdias
.. MeIbodolo&r. .,

Medwaized meuic from :..-m

General Order dated Aupst 31,199'



StaB'Recommendation
Service Quality Measurements

Performance Reports
Exhibit A

Dimensions: Excluded SiQlaUons:

• BST Agrepte (Includes CLEC male • AIry order c:anc:eled by the CLEC.
c:ustoIDCJ"4) • Order AcUvities ofBST associated with

• s... ='ejoaa! LcYel iIIIIIu1 or ..
o.l:w use of local services.. toQ.EC . Data..... to Bb" Pert'oI1ltlllCe:

• RIjIort Moatb • R.,nMoadl
• a.EC Older Number • . etrorType
• Order Submission Date • Avcrqc Dumber ofenor ..

• Order SubmissioD Time • StIIIdard Order Activity

• Error 1')'pe • State aad RqiOD

• Error NoUce Date
• Error Notice IUDe
• SIIDdard Older AcdYity

• StIle ad Ite&ioD

X
X

Btl! nDMlti_ "witbiD 24 Roan
X

SST AOGRBGATE

UII TImeIiDeII

I'UCA .

1:911 Accuracy
8911 Ac:!:uI!c;y %

X
X
X

. ,

. ,
. ,

General Order dated August 31,1998
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~""",,,..,""",,,

TIUJNK GROUP PERfORMANCE

Slaft'Recommendation
Service Quality Measurements

Performance Reports
Exhibit A

hactioD: Interconnection Trunk Performance
Malaremeat In order to ensun: quality service to the a..ECs u weU u protect the integrity of the
Oveniew: SST network, BST collects trafIic: paformaac:e data on the tnmk groups ",

iDtcft:onnocted with t1I a.BCs u ..u aU other tn1Dk IDOUIIS in the BST network.
.........eat 1. CGIDparatift T..-k ';..p SenIce SauDar7. Prorida compuative
MedaedoIoIr- ~ attbe II'IIDk II'CIUPI wbic:b exceed tbe b1oc:IdDI thJeIbold duriDg

their busy houri. as well as the tota1 number of IJUJIk JIOUPI measured.

2- Tnuak Grwp Semce Ieport: CoDtaiDs tbe IeMce peIfonDaDce raullS ofall
1iJIIl uuk JI'GUI'I (baIh BST Mmjnj-..l tnmk JI'OUPI ad a.BC administered
tnIDk paupI) .....PaiJIt r4Ternrin adcm (POT) IIId BST """""'lor eud
ofIices, by rqioa. by aJ!C. a.EC~ aDd SST agreptc.

SpecificalJy mna'. tbe tdalllUlDber r4tnmk paupI;'DIIIIIber r4 tnIDk IfOUPS
''''''111. ad the IIIIIIIber r4tn111k Ift'UPI wbicb e:xceed the blockiq tbresbold
duriq their busy houri.

'o.

3. Truk G.-p Sentce DetaIl: PnwideIa dMIiled list ofaU IiIW tJuDk poops
balwoea POri ad SST ad aIIcaor ......... (A-ead ad z.cad for SST Local
trakI) inddqdIe.-a hIoctinI,.........blaAi., exceedI~
mn.aoJ bIa'.,,'I ....... n............... iacIu4II the obIeIwed
"'ncJriDa aamber far • )IIdic:u1ar Trat GIaap Serial NaIber (1'QSN). --.

.. Bloc::kiDJ thresbo1cis for III truDk graupI are 3%, except BST CTTO. which is 2~..

Measured B1ockin.-{(Total number ofBloc:ked Calls)l(Total number of
ADeWfAed cans)] X 100

• BST Trunk 0Iaup AaJepIe • Tnaak GIvupI for wbich valid trdic daIa
• a.EC Tnmk Giaup~ -.aDentunavailIbIe.
• a.EC Tnmk Group Specific
• StalL .......~LcwI.... tea.ac ..... te BST Perfor8aIIce:
• RIpon Moatb • RIpoItMoatb
• Tall! Truak GIaapI • TaII!1'nmk~
• Tall! Truat·Graap Car wIIicb daaa MiJIbIe • TOIII Tnmt 0Iaup for wIticII daaa 1Y8iIIb1e
• 1'IINIbDld~ • t'iaI.Iadeapdou
•~ pageat oftbe tota1 • E..- pIIalIIl attbe_
• StIle IqioIlIIId~ • SIIII bIioa IDd~
• Tnmkdellil • - . Trunk deIail

..

GeRenl Order dated August 31, 1998
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TRUNK GR0tre PERFORMANCE

StaffRecommendation
Servicc Quality Measurements

Performance Reports
Exhibit A

1. Tnak Gnu. semce ......'
CLEC1

"

RMiatI

BSTAdIM..Nd AL. I Got. I KV I lA I MS I NC I NF 1 sc 1 SF 'I TN I TOTAL

TaIIA Trunk GraupI; x x x X II II II II II II •
Tile ar,. ....an>rac: • II II II II II II II II X II

Tat 0.,. » ft 0bIIIWd IIIOClI*'g • • x x x X II II II • 11

....-
TaIIA Trunk Group« II x X II II • • • II II II

TIle QIJIe.....,.,. • • • II X • II II II X x
Tat ar,. » ft 0bIIIWd llIoc1dnCr II II It X X X • II II • •

"

TOTAl

T* TIUIlk 01-..: x X II X II X II X X X x
ntc ar,. MIIIfIIInle:

"

x x x x X II II X II II x
Tat QIpI» ft abIIIwd IIIacIIdng • x • • x X II X • • II

I I I I I I I I I I
I I I I I I I I I ,

cue AgpIpII ......
8BT AL I OA I KV I LA I US I Me I NF I se I 'SF I TN I TOTAL

T.... Tnn Oroupa:
, • II x' X X II X X X X " x

TIte arp. ....1IPnlc: • • • II II II II II II II .• II

Tot~» 3.. ot.MId bIocIIdng II II II II II X I II II II x

eLK
TotIII TIUIlk Groupa: II II I X II X II X X X II

TIIc QIJIe ......".,. x x - I • II I II I X II II

Tot GrpI» R. obeItwd IlIoclIlIng x il I I X X II II • II •
TOTAl

Total Tnn Groupa: • • II • II X X • X X x
Tile QrpI ....aIPIDc: II x II X II II • II • II )(

Tot QrpI» ft obIIMd bIocIIdng X I X I I X II • I • •
PeT, II II II X I II I II I II II

I I I I I I I I I I
I I I I I I I I I I

General Order dated August 31 t 1991
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TRUNK GROUP PERFORMANCE

StafrRecommendation
Service Quality Measurements

Paformance Reports

Exhibit A

I........ CTTG T,.. c.. 'UP
R-°'L

lIST AL I OA I I('( I LA I ... T NC I NF I sc I SF I 'TW I TOTAL

Totel Trunk Qnlupe: x x x x x x x x x x x

TrIl~MellfPfoc: . II x X X X .x X 1I 1I X x

Tot~.~ obIeMld blodlIng x x X II II X X II X X X

,...........
Tcal TI"lN QroupI: x x • x • • • • • x x

Trk CJrpe MeuIPr'oc: • • It It • It It • • • x
Tat Grpe • ft oa-rvect bIocIlhg • • x • • • x • x • x

TOTAL
Totel Trunk Qnlupe: x x x x x x x x x x •
TIte CJrpe MeaIlProc: x • x x x x • x x x 1(

Tot Grps.~ obIeMd blodlIng x x • • x • x • 1( x x

I I I I T r I I I I ..
I I I I I I I I I I

....0UItI Local Networtl

A
T... Trunk Gnlupe: • • • 1( 1( 1( x x x 1( .. x

TIk GrpIMIe~ x • x x 1( x x x x x •
Tot QrpI. ft obIIMd tIIDcIIdnD x x x x x • II X X X •

3. Tnmk Group SCnIc:c DctaU

_Network
x ¥tw::Uo~ ~~ ~ 1.,,1

General Ofci'er dated August 31, 1998



swrR.ecommendation
Service Quality Measurements

Performance Reports
Exhibit A

TRUNK GROUP PERFORMANCE

'-~O;:'1",'-,,""" - ~,.- • • " ___4"'~ -
Swltcb. f41ndflcr for tbc 8eIJSouth ead of AJpbaNum(11)

!be Tnmk Group.
Put or 37 cbIncter Common
Lanpllle Location IdeDtifier(CLLI)

c:adc.
POT JcIemifter for the CLEC PoiD1 of AlpbaNum( II)

TermiDltiOD(POT)ofthe Tnmk
Onup.
Putof 37 c:hanIc:fI::r Camraon
LocadoD1"''''11 Jdeulifiel(aJJ)
ex*.

TANDEM tcJ-dfter for tile BellSouth Tadem AlplllNum(11)
_at..Tnmk Group.
Put of 31 cbancta' C""""""
l..aapqe LocIlioD IdeDd6a(CW)
CDdL

ENDomCE ....tlW for tile BeUSouda EDd AlpbaNUID(ll)
oeaaftbc TnIaka...
PIll 0137 c:IIIrIcter C....
lAatioG l.aDpqe Idecd:iflcr(a.LI)
CDdL

A-END ldemific:r for the BeIlSouth AlpbaNum(ll)
OrigiDatiDWLow Alpha eud of the
Tnu1k Gnlup.
Plat of37 chIrItter CoIDIIIOD
1.aDIuaIe LocatioD 1dendficr{C1LI)
aade.

z.END ~'*,.. far tile BeUSautb AlplllNum(ll)
Tena.ialliJlf'Hip AJpht ead of tile
Truak Group.
PIn of37 c:bIIac:U:r ('mtmcm

LocIlioIt I..aapqe 1deati6er(QJJ)
cade.

DESCRFI' 0....faactioaIopeqtioa. or tile AlpbaNum(15}
TnIDk Ozaup.
Put til 37 cbancWo.iunoa
J....LocatioD JdaMifier(a..LI)

'. code.
TGSN U'"tnmk paup kk!I!dtIer. A1pbaNuD(I)

tTI:aIak GnIuD-SIriIl~)
OBSVDBLKG "''IJ ratio deIermiDed fnml Numaic:

tIItIc data ---.(Total
....ofc:alIs blocbdtTotIl
IIUIIIber of c:aI1s

T

General Order dated Aupst 31, 1998
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IRVNK GRoup PERFORMANCE

Staff Recommendation
Service Quality Measurements

Performance Repons
Exhibil A

T ~';ODI Coatinued\
Piel4N11De "00 o.1'YJ)c

11{S Total number of tnmJcs in semce in Numeric:
a UUQk Il'OUD

VAL DAYS Total number ofva1id days of Numeric.........
NBkRPTS Number ofooasec:utiw montbIy Numaic(1)

reports for wbieh the tnmk poup
exooeded the measured bJoc:ldq
~

RM1CS c.. afblockiD& IIIdIor releIIe AIpUNum
DIaD

General Order dated August 31,199'
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