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PRE-QRDERING AND ORDERING OSS

Function: Averace Response Interval for Pre-Orderlne and Orderlne Lqaey Information"
OSS Interta" AvallabUlly

Measurement As an initial step ofestablishing service. the customer service agent must establish such
Onrvlew: basic facts as availability ofdesired features. likely service delivery intervals. the

telephone number to be assigned. product and feature availability, and the validity of the
street address. Typically. this type of information is gathered from the supporting OSS',
while the customer (or potential customer) is on the telephone with the customer service
agent This information may be gathered via stand-alone pre-order inquiries or as part of
the ordering function. Pre-orderinglordering activities are the first contact that a customer
may have with a CLEC. This measure is designed to monitor the lime required for the
CLEC interface systems to obtain from legacy systems the pre-orderinglordering
information necessary to establish and modify service. This measurement also captures
the availability percentages for the BST systems that the CLEC uses during pre-ordering
and ordering. Comparison to BST results allow conclusions as to whether an equaJ
opportunity exists for the CLEC to deliver a comparable customer experience.

Measurement I, Averaae OSS Response Interval - I «Date & Time of Lquy Response) • (Date"
Mdhodolo&)": Time of Request to LqaCY)I/(Number of Lqaey Request.s Durlne the Reportinz

Period)

The response interval for retrieving pre-order/order information from a given legacy is
determined by summing the response times for all requests (contracts) submitted to the
legacy during the reponing period and then dividing by the total number of legacy
requests for the reporting period. The response interval starts when the client application
(LENS for CLECs; RNS for BS1) submits a request to the legacy system and ends when
the appropriate response is returned to the client application. The number oflegacy
accesses during the reporting period that take less than 2.3 seconds and the number that
take more than 6 seconds are also captured.

Definition: Average response time for accessing legacy data associated with appointment
scheduling, service &. feature availability, address verification. request for Telephone
Numbers (TNs). and Customer Service Records (CSRs).

1, ass Interface AnUabUity - (Actual AvaUablllly)l(Scheduled Availability) X 100

Definition: Percent of time ess interface is actually available compared to scheduled
availability. Availability percentages for CLEC interface systems and for all legacy
systems accessed by them are captured.

'.
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PRE-{)RDERING AND ORDERING OSS

Rt'porting Dimensions: [xduded Situalion.:

• Not CLEC specific. • None

• Not producllservice specific.

• Regional Level
Data Retained Relalln& 10 CLEC Experience: Data RetainteS Relallne to SST Performance:

• ReponMonth • ReponMonth

• Legacy contract type (per reponing dimcnsion) • Legacy contract type (per reponing dimension)

• Response interval • Response interval

• Regional Scope • Regional Scope

LEGACY SYSTEM ACCESS TIMES FOR RNS

System Contract nata < 2.3 sec >6sec Avg. Sec " orCalls

RSAG RSAGTEN Address x x x x

RSAG RSAGADDR Address x x x x

ATLAS ATLASTN TN x x x x

DSAP DSAPDDl Schedule x x x x

CRJS CRSACCTS CSR x x x x

OASIS OASISNET FcaturelSve x x x x

OASiS OASJSBSN FeatureJSve x x x x
OASIS OASISCAR FeatureJSvc x x x x

OASIS OASISLPC FeatureJSvc x x x ;It

OASIS OASISMTN FeaturelSvc x x x x

OASIS OASISOCP FeaturelS\'c x x X x

LEGACY SYSTE~ACCESS TL\iES FOR LE~S

System Contract nata < 2.3 sec > 6 sec Avg. $c(; " of Calls

RSAG RSAGTEN Address It x :It x
RSAG RSAGADDR Address x x :It x

ATLAS ATI.ASTN TN :It :It X :It

DSAP DSAPDDI Schedule :It II II :It

HAL HALCRlS CSR x x :It II

COFFI COFJUSOC FcaturelSve :It :It :It x
PISIMS PSIMSORB FcaturelSve x x x x
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PRE-ORDERING AND ORDERING OSS

OSS Interface Avallablllty

OSS Interface % Availability

LENS ~

LEO Mainframe ~

LEO UNIX x

LESOG ~

EDI x

HAL x
BOCRlS x
ATLAS/COFFI ~

RSAGIDSAP x
SOCS x

Pap 4 ofSO Vcnion: 02I1VJ9



ORDERING

Service Quality Measurements
Louisia.'1a Performa.'1ce Repo~.s

Function: Orderlnc
Measurement When a customer calls their JerVice provider, they expect to get information promptly
Overview: regarding the propess on their order(s). Likewise, when changes must be made. such

as to the expected delivery dace, customers expect that they will be immediately notified
so that they may modify their own plans. The order status measurements monitor,
when compared to applicable BST results. that the CLEe has timely access to order
progress information so that the customer may be updated or notified when changes and
rescheduling are nccessatY.

Musurement 1. Percent FIow-throuch Service Requests - t (Total Number of valid Servke
Methodolo&)': Requests that now-throuch to the BST OSS) I (Total Number or nlld Service

Requests delivered to BST OSS) X 100.

Definllion: Percent Flow-through Service Requests measures the percentage of orders
submined electronically that utilize BSTs' OSS without manual (human) intervention.

Methodolo&y:

• Mechanized tracking for flow-through service requests and manual SOER error
audit reports (3131198). Mechanized tracking for SOER errors and flow.through
(4130198).

• BST mechanized order tracking.

1. Percent ReJ~tedService Requests - I (Total Number of Rejected Service
Requests) I (Total Number of Service Requests Received) X 100.

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

Mdhodolo&y:

• Manual tracking for non flow-through service requests

• Mechanized tracking for flow-through service requests

• BST retail repon not applicable.

J. Reject Interval - E l(Date and Time of Service R~uestReJecllon) - (Date and
Time or Service Request Receipt)! I C"lumber of Service R~uestsRejected In
ReportlnE Period). R~uests are provided based on four (.c) hour Increments
within a 24-hour period, alonE with the percent ~reater than 24 hours.

Definition: Reject Interval is the average reject time from receipt ofservice order
requesc to discribucion of rejection.

Methodolozy:

• Non-M~hanized Results are based on actual data from all orders.

• Mechanized Results are based on actual data for all orden from the OSS.

• BST retail report nol applicable.
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Measurement
Methodoloer:

Service Quality Measurements
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.c. Firm Order Connrmatlon Timeliness - I I (Datt and Time of Firm Order
Confirmallon)· (Date and Time of Service Request Re«lpt) II (Number of
Service Requats Confirmed In Reportin& Period)

Dennltlon: Interval for Return ofa Finn Order Confirmation (FOC Interval) is the
average response time from receipt of valid service order request to distribution oforder
confirmation. Results are provided based on four (4) hour increments within a 24-hour
period, along with the percent greater than 24-hours.

Methodolo&y:
• Non-Mechanized Results are based on actual data from all orders.
• Mechanized Results are based on actua' data for all orders from the OSS,
• eST retail repon not applicable.

5. Speed of Answer In Orderine Center • I (Total time In sKonds to reach
LCSq I (Total #I of Calls) in Reportine Period.

Definition: Measures the average time to reach a eST representative. This can be an
important measure of adequacy in a manual em'ironment or even in a mechanized
environment where CLEC service representati\'es have a need to speak with their eST
peers.

Methodoloer:
• Mechanized tracking through LCSC Automatic Call Distributor.
• Mechanized tracking through eST retail cenler suppon systems.
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ORDERING

Reporting Dimensions: Elcluded Situation.:

• CLEC Specific • Finn Order Confinnation Interval: Invalid

• CLEC Aggregate Service Requests

• SST Aggregate (Where Applicable) • Percent Flow-through Service Requests:

• State and Regional Level Rejected Service Requests

• f 10 and ~ 10 Circuit Categories not available • % Rejected Service Requests: Service
in a pre completion order mode. Requests canceled by the ClEC

• Resale Res and Bus reporting categories • Supplements on Manual Orders
require adherence to OBF standards.

• "Other" calegory reflects service requests
which do not have service class code
populated.

• Dispatch, No Dispatch ~ 10 and ~ 10 Circuit
Categories not available in a pre completion
order mode.

Data Retained Relating to CLEC Elperience: Data Rttained Relating to SST Performance:

• Report Month • Report Month

• Interval for FOC • Interval for FOC

• Reject Interval • Reject Interval

• Total number oflSRs • Total number of LSRs
• Total number of Errors • Total number of Errors

• Adjusled Error Volume • Adjusted Error Volume

• Total number of flow through service requests • Total number of now through service requests

• Adjusted number of flow through service • Adjusted number of flow through service
requests requests

• Slate and Region • State and Region

Percent Flow-Through Service Requests
Mcclwllnd LSlU eST flo.. - TluOUlh

Lox•• Inl~n:OnnccllOft Trv..... X Rn"Ic"". X

UNE X e...incu x

knalc • Ilaidnocc X

RcYIe • BusIMU X

kcule • Spec;') X

UNE -loops .,LNP X
.'

Ollw X

x

x

x

x

x

X

X

x

• RcsidcN:c x

-1IoaMnI X

-s...- x

-a..a.wtlMP X

X

Percent Rejccted Service Requests
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ORDERING

Reject Distribution Internl and Averagf Interval
McchMizcd LSIls Noft-Mcc.....iad LSIl.s

lAallnl~li .... Trunlu

UN[ X X

Resale • ltcsidcftec X X

Reule· Boaincss X X

ac..1c . Special X X

lINE • u.ap. .iLNP X X

Odwr X X

Firm Order Conflrmatlon Distribution Interval and Average Interval
Mccllallilltd Ulls Noft-h4«......z.ed LSIlJ

Lacall_m>nncc'-' T........ X X

UNE X X

Ilcule • Rcsi<lcncc X X

Ilcule • Busincu X X

Resale· Special X X

UNI • Loopo w·lNP X X

Other X X

Speed or Answer in Ordering Center

Ave. Answer time (Sec.) I month
LCSC x
Residence Service Center X

Business Service Center X

.'
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PROVISIONING

Function:
Measurement
Overview:

~easurtmtnt

McthodoloC:

Service Quality Measurements
Louisia.'1a Perfonn.a..'1ce Reports

Averaee Completion Interval and Order Completion Interval Distribution
The "average completion interval" measure monitors the time required by BST to
deliver integrated and operable service components requested by the CLEC, regardless
of whether resale services or unbundled network elements are employed. When the
service delivery interval ofBST is measured for comparable services. then conclusions
can be drawn relarding whether or not CLECs have a reasonable opponunity to
compete for customers. The "order completion interval distribution.. measure monitors
the reliability of BST commitments with respect to committed due dates to assure that
CLECs can reliably quote expected due dates to their rerail customer. In addition, when
monitored over time, the "average completion intervai and '"percent completed on
time" may prove useful in detecting developing capacity issues.
l. Averaee Completion Interval - t I (Completion Date & Time) - (Order Issue

Date & Time) II (Count or Orders Completed In Reportln& Period)

2. Order Completion Interval Distribution - t (Service Orders Completed in "X"
days) I (Total Service Orders Completed in Reportinl Period) X 100

The actual completion interval is detennined for each order processed during the
reponing period. The completion interval is the elapsed time from BST issues a FOC
or SOCs date time sramp receipt ofa order from the CLEC to BST's actual order
completion date. Elapsed time for each order is accumulated for each reponing
dimension. The accumulated time for each reponing dimension is then divided by the
associated total number of orders completed within the reponing period.

The distribution of completed orders is detennined by first counting. for each specified
reponing dimension, the tou.1 numbers of orders completed within the reponing interval
and the interval between the issue date of each order and the completion date. For each
reponing dimension. the resulting count of orders completed for each specified time
period following the issue date is divided by the total number of orders completed with
the resulting fraction expressed as a percentage. D&F orders are excluded from this
measurement. BellSouth does not have established inlervals for these orders. The
customer chooses their disconnect date including 0 day disconnect. Also. excluded are
"L" appointment coded orders where the CUSlomer has requested a due dale beyond the
offered interval.

Definition: Average time from issue date of service order to actual order completion
date.

MethodolOJY:
• Mechanized metric from ordering system.

Paae90f50 Vcraion: 02112199
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Reportinz Dimensions: Excluded Sltu.tlons:

• CLEC Specific • Canceled Service Orders

• CLEC Aggregate • Order Activities of BST or the CLEC

• BST Aggregale associated with internal or administrative use

• Slale. Regional, and MSA Levels orlocal services (R Ordel1, Test Orders. etc.)

• ISDN Orders included in Non Design. GA Only • D &: F orders

• DispatchINo Dispatch categories are not applicable • "L" Appointment coded orders (orders with
to trunks. intervals beyond the offered interval at the

• Product Reporting Levels customer request)

• Resale residential POTS Cdi~lchA -..ti1f*C1I)

• Resale business POTS (di.tehA -.cIitpelclll

• Resale ISDN (d.lChA ......-.Ii.ICIII

• Resale Cenlrelt CdispelCh A ...-dispecdl)

• Resale PBX (dispalCII A NltHl.IC:II)

• Other Resale (d;sp.tell A ftD~cll)

• Unbundled loops 2-wire
• w/interim number portability
• wlo intcrim number portability

• Unbundled loops all other
- w/interim number portability
- wlo interim number portability

• Unbundlcd ports

• Intcrconnection Trunks
Data Retained Relallne to CLEC Experience: Data Retained Relating to BST Performance:

• Report Month • ReponMonth

• CLEC Order Number • A verage Order Completion Inlerval

• Order Submission Date • Order Completion by Interval

• Order Submission Time • Se"..ice Type
• Order Completion Date • Activity Type

• Order Completion Time • State. Regional. and MSA
• Service Type

• Activity Type

• State, Regional. and MSA

Pa,ae 100f50 Version: OVl2J99
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PROVlSIONING

Order Completion Intenal Distribution and Averqe Completion Intenal

AF~Al~ C-oo_n..J t ., I ~ I • .. ... ,Int~....

DiIPIkh
p.EC~
I< \0 circ:Yta x X x X II II X X

,.. 10 ciralits X X X X X X X x

BSTOlOef$
I< '0dn:uU x x x x x x x x
~••n .......... " " " I! " " y y

No~\CtI

!cLec orcMts
c '0 c::iraAS X X X X X X X X

•• '0 c:iraAta X X X X X X X x

BST 0l0ef$
c 10 circ:UtI X X X X X X X X

:u 'O,.iIM.... y II II y " " or "

IAFO:A' F Ic:..._n... 1 I ., I "\ I ~ I ~ I >iIi ._- , In,.."""

Dlapeteh
a.econierl
c , 0 c:on:UItS II X X X X X X X

>- '0 circuitt x x x x x x x x

BSTOtdeQ
c 10 circuitt X X X X X X X X
~. ,a "inoUlft II or " x y y x x
!No [)ispalCh
CLECotOert
c 10 c:irtuit, X X X X X X X X
>a 10 circuit,

BSTonsera
< , 0 C1rCUItS x x x x x x x x
~. ,n ,..........

L"SE SOS OESIC~ o· s I ~. 10 I II· 15 I 16·20 I ~ I .25 I 26·)() I >~ ""nat<' Co)mp~tlO" 1Nft'r11
Di~h

c 10Ci~l& X X X X X X X X
>.IOCj~l& X X X X X X X X
No DiJPllfCh
c IOCi~\I X X X X X X X X
>-IOCil'ttOiu X X X X X X X X

(;:O;E D£5IC:'\i O·S I 6· 10 I II·IS I 16.20 I 21.2S I 26·)() I >)() A_etqc Complct"", 11llcna'
Dill*dt
c IOCiowiIs X X X X X X X X
-IOCienits X X X X X X X X
NoDi.....
c IOCftuila X X X X X X X X
~·IOCimliu X X X X X X X X
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t;~E LOOPS ./LNP s..m. Olty I I I 2 I ) I • I S I >S AYCTqC CCIfIIlHctiool~
o.lpecch
< SC~lIilS X X X X X X X X
>- S Ci",uill X X X X X X X X
Noo.~ceII

< S C"""II X X X X X X X X
>- S Circllill X X X X X X X X

0.5 16-10 111.15 '''-20 121-25126.)0 1>)0 A-. Completion~

lOCAl.
1:\,.ERCOSNECTIO:"l X X X X X X X X
TRliSICS

RESALE DESIGH
OlSpatch
CLEC Ot'de"
< 10 Citwits X X X X X X J: X
>a 10 Cin:uits X X X X X X X X

BST 0",-"

< 10 Cin:uitI x X x x x x x X
>z

No Dispatch
CLEC orde"
c 10 Cin:UfIs x X x x X
>a10C~

BST orders
< , 0 Cin;uils x x x x x
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Function:
Measurement
Overview:

Mnsurement
Methodoloc-:

Service Quality Measurements
Louisiana Performance Reports

Held Order Interval Dlstribullon and Mean Interval
When delays occur in eompletin, CUC orden. the average period that CLEC orders are
held for BST reasons. pending a delayed completion. should be no worse for the CLEC
when compared to BST delayed orders.
1. Mean Held Order Interval -1; (Reportln. Period Close Date - Committed Order

Due Date) I (Number of Orden Pendln. and Put The Committed Due Date) for
all orden pendln& and past the committed due date.

This metric is computed at the close ofeach report period. The held order interval is
established by first identifying all orden. at the close of the reporting interval. that both
have not been reported as "completeer via a valid completion notice and have passed the
currently "committed completion date" for the order. Held orden due to end-wer reasons
are included and identified in this rqxJrt. For uch such order the number ofcalendar
days bclWecn the committed completion date and the close of the reponing period is
established and represents the held order interval for that panicular order. The held order
interval is accumulated by the standard groupings. unless otherwise nOled. and the reason
for the order being held. if identified. The total number ofdays accumulated in a
category is then divided by the number of held orders within the same category to
produce the mean held order interval.

2. Htld Order Distribution Internls

(1# ofOrders Held for ~ 90 days) / (fotal tI ofOrders Pending But Not Completed) X 100.

(fl of Orders Held for ~ 15 days) I (Total #I of Orders Pending But Not Completed) X 100.

This "percentage orders held" measure is complementary to the held order interval but is
designed to reflect orders continuing in a "non-completed" state for an extended period of
time. Computation of this metric utilizes a subset of the data accumulal~ for the "held
order interval" measure. All orders. for which the "held order interval" equals or ellceeds
90 or IS days are counled. unless otherwise noted as exclusion. The total number of
pending and past due orders are counted (as was done for the held order interval) and
divided into the count ororders held past 90 or 15 days.

Ddinilion: Average time orders continue in a "non-complete" state for an extended
period of time.

Mdhodolozy:
• Mechanized metric from ordering system.

PapJ30UO Version: 02112199
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PROVISIONING

Reportlne Dimensions: Excluded Situations:

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

• CLEC Aggregate excluded &om this measuremenL

• BST Aggregate • Order Activities ofBST associated with

• Slate. Regional. and MSA Levels internal or administrative use of local

• Product Reponing Levels services.

• Resale residential POTS (di..-tchA .........itpaldI)

• Resale business POTS (displlch4 -...di~h)

• Resale ISDN (~chA lIOlMIispeldll

• Resale Centrex (diopelch 4 ~h)

• Resale PBX (di....ch A ..........1dI1

• Other Resale (oIiopelCh A -.liopeldll

• Unbundled loops 2-wire
• w/interim number portability
• wlo interim number portability

• Unbundled loops all other
• wlinterim number portability
• wlo interim number portability

• Unbundled pons

• Interconnection Trunks
Data Retained Relatine to CLEC Experience: Data Retained Relaline to BST Performance:

• Repon Month • Repon Month

• CLEC Order Number • Avcrage Held Order Interval

• Order Submission Date • Standard Error for the A"erage Held Order

• Committed Due Date Interval

• Service Type • Service Type

• Hold Reason • Hold Reason

• State. Regional. and MSA • State. Regional. and MSA

Held Order Interval Distribution and Mean Interval
·~·15 c.,.. ~ w> -'10 Dty.._- 1_. a.- 1-.1.:- f...- '- 0.- , ... l ... ""--a_ a_

'ncft'I'
loa! ,-..:__

TNftIu X X X X X X X X X

UNE Non Dftipl X X X X X X X X X

UNE Dnipl X X X X X X X X X

Rcwk·l~ X X X X X X X X X

Rftalc • a..sincsa X X X X X X X X X

Rftalc - Onipl X X X X X X X X X

UNE·~ .. 1.NP X X X X X X X X X
BST Retail~ X X X X X X X X X

8ST R.ec.iIBuoi_ X X X X X X X X X

BST .....ifDaip X X X X X X X X X-
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Function: Aver_ee Jeopardy Notice Intervll & Percentage of Orden Given Jeopardy Nolice.

Measurement When SST can determine in advance that a committed due dale is in jeopardy ir will
Overview: provide advance notice to the CLEe. l1lerc is no equivalent BST analog for Average

Jeopardy &: Percent Orders Given Jeopardy Notices.

Musurement Ja. Avera£e Jeopardy Interval -II (Date and Time of Scheduled Due Date on
Methodolol)': Service Order) - (Date and Time of Jeopardy Notlce)Jl{Num~rof Orden In

Jeopardy In Reportlnc Period).

3b. Numbers of Orden Given Jeopardy Notices In Reportlnc PerlodlNumber of
Orders Completed In Reporting Period.

Reportinc Dimensions: Exc:luded SituaUons:

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

• CLEC Aggregate eltcluded from this measurement

• Stare. Regional, and MSA Levels • Orders held for CLEC end user reasons

• Producr Reporting Levels

• Resale residential POTS ldispatch.t noowIi~1

• Resale business POTS ldi....lc:h '" --.lispuchl

• Resale ISDN (di~ '" ftOtMIi....IC..1

• Resale Centrclt (di....tchA noowIilf>llChl

• Resale PBX (Nc-cc:h '" ..-..li....tehl

• Other Resale ldi....lCh.t -.diopecc:hl

• Unbundled loops 2-wirc
• w/imcrim number ponability
• 14'/0 interim number portability

• Unbundled loops all other
• w/interim number portability
- wlo interim number portability

• Unbundled ports

• Interconnection Trunks
Data Retained Relating to CLEC Experience: Data Retained Relatine to BST Perrormance:

• ReponMonth • No BST Analog Exists

• CLEC Order Number

• Date and Time Jeopardy Notice sent
• Committed Due Date
• Service Type

Pap 150(50 Version: 02I12J99
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AVtrqe Jtopardy Notice InttrYal &. Percentqe of Orden Given Jtopardy Notice.

Avera£e Interval of
Prior Notification

(Houn)

Percent Orden In
Jeopardy

Local Interconnection Trunks
Resale Residence
Resale Business
Resale Design
UNE loops with lNP
UNE

x
x
x
x
x
x

P.160(5O

x
x
x
x
x
x
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Function:
Measurement
Overview:

Measurement
MethodolO&)':

Service Quality Measurements
Louisiana Performance Reports

Installation Timeliness, Qualley" AecuraC'Y
The "percent missed installation appointments" measure monitors the reliability ofSST
commitments with respect to commined due dates to assure that CLECs can reliably
quote expected due dates to their retail customer as compared to 8ST. Percent
Provisioning Troubles within 30 days of Installation measures the quality and accuracy
of installation activities.
•• Percent Missed Installation Appointments -1: (Number or Orden missed in

Reportlnc Period)' (Number of Orden Completed In Reportlne Period) X 100

Percent Missed Installation Appointments is the pereentage of total orders processed for
which aST is unable to complete the service orders on the commincd due dates. Missed
Appointments cauud by end-user nasons will be included and reported separately.

Definition: Percent oforders where completions are nor done by due date. Sec
"Exclude Situations·· for orders nor included in this measurement

MethodoloO:
• Mechanized metric from ordering system

s. ..... Provlslonlne Troubles within 30 days of Sc:rvlce Order Activity· I (Trouble
reports on all completed orden ~ 30 days rollowlne service order(s) completion)
'(All Service Orden In a calendar month) X 100

Definition: Measures the quality and accuracy of completed orders

MethodolOi)':
• Mechanized metric from ordering and mainrenance systems.
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Reportinz Dimensions: Excluded Situation.:

• CLEC Specific • Cancelled Service Orders

• CLEC Aggregate • Order Activities orBST or the CLEC associated with

• BST Aggregate internal or administrative use of local services. (R

• State, Regional, and MSA Levels Orders, Test Orders. etc.)

• Product Reporting Levels • D&FOrders
• Resale residential POTS(~a~)
• Resale business POTS (clilpMcll A -.4;"'ICh)

• Resale ISDN (ditpMdooA -.4i~)

• Resale Centrex (diapel(lI A ......-..)

• Resale PBX (4;"'1(11 A --.o;lpetdl)

• Other Resale (diapelCh a ........lpMCh)

• Unbundled loops 2-wire
• w/interim number portability
• wlo interim number portability
• Unbundled loops all other
• w/interim number portability
• wlo interim number portability
• Unbundled ports
• Interconnection Trunks

Data Retained Relatlni: to CLEC Experience: Data Retained RelaUnz to BST Performance:

• Repon Month • Repon Month

• CLEC Order Number • BST Order Number

• Order Submission Date • Order Submission Date
• Order Submission Time • Order Submission Time

• Status Type • Status Type

• Status Notice Date • Status Notice Date

• Status Notice Time • Status Notice Time
• Standard Order Activity • Standard Order Activity

• State. Regional, and MSA • State. Regional. and MSA
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PROVISIONING

Percent Mlssed Installation Appointments

Dispalch No-Dispau:h Dispaldl No-Dispaldl
<SelLU >-Sctts <Sdtu >as ctts <'Octts >aIOcltu <10 eltlS >-JOdtlS

Icue·l1J 16' CUCI1: 16 LUlu aSf IUC tL: aST I ten' aST ICUCIU an IUCru I6T Lien I:n

Local Inlerconncc:tion
Trunks (TOlal Onlv)

-ToW
UNE Non Desian

X x X X X X X x
-ToW

UNE Design
X X X X X X X X

- Toul
Resale - Residence

X x X X X X X X

• Tocal
Resale· Business

X X X X X X X X

• Tocal
Resale - Design

X X X X X X X X
• Tocal

UNE· Loops wlLNP
X x x X x x X X

• Tocal

Percent Missed [nstallatlon Appointments-End U$~T CQuudMiss~dAppo;ntm~nts

Dispatch No-Dispatch Dispatch No-Dispatch
<Seku >-5 elLIS <Setu >-5 eklS <10 eklS >-10 cILII <IOekls >-IOcklS

eueQ. I IS' LIen. , au LIe IL I as Llf IL I IS I( ILl." I(U( II: I U'J LtC IL' In Lt< IL ,I:n

Local Inlcn:onncclion I I I I I 1 I ITf\lIIu (Total Only)

• Total
l;NE Non DniJl' I I I 1 X I X I X x I X X I XX

• local
UNE Desip I I I I X 1 1 I IX X X X X X X

• local
Resale· Residence I I I 1 xl 1 x I X x I XX X X

• Toul
Rcsak - Busi_ I I I I I I I IX X X X X X X X

·10111
Resale • DcaiJII I I I I I I I I XX X X X X X X

• local
UNE·~w'LNP I X I 1 I X 1 1 I IX X X X X

• TOll!
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PROVISIONING

P~rc:~nt Provislonln& Troubles within 30 days or InstaUatlon

o...lCh ~~

LocaIlnlClCONWCl_
T""*I (CLEC .. Bsn

UNE Non Dnil" X X

UNE Dosi.,. X X

Reule· bsidcncc X X

Reul~ • BUlincu X X

Rnalc· Deii.,. X X

UNf • t-ps w:lN' X X
BST.Rellil.RuidcftC~ X X

BST.R~..il e ..inns X X

eST ReII,1 Dosi." X X

TocaICWy
X
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Fun~lIon: Coordinated Customer Convenlons

Measuremenl This category measures the average time it takes aST 10 disconnect an unbundled loop
Onrvlew: from the aST switch and cross connect it 10 a ClEC's equipment This measuremenl

only applies 10 service orden with and without number portability and where the ClEC
las requested BST 10 provide a coordinated cut-over

Measurement 6. Averaie Coordlnaled Customer Convenlon Inlerval - II (Completion Dale
Methodoloe,y: and Time ror Crosa Connection or an Unbundled Loop).. Dlsconnecllon Date

and Time or an Unbundled Loop}J) I Total Number or Unbundled Loop Orden
for the repordne period.

Reportlne Dimensions: Exduded Situations:

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

• CLEC Aggregate eJlcluded from this measurement

• State. Regional. and MSA levels • Delays due to ClEC following

• Product Reporting levels disconneclion of the unbundled loop

• UNE Loops with Number Portability • Any order where the CLEC las not

• UNE Loops without Number Portability requested a coordinated cut over

• Unbundled Loops.where there is no existing
subscriber loop

Data RClained Relalinl: 10 CLEC Experien~e: Dala Retained Rei_line 10 BST Performan«:

• Report Month • No BST Analog Exists

• CLEC Order Number

• Commined Due Date

• Service Type

• Cutover Start Time

• CUlover Completion time

• Portability start and completion times elNP orders)

Coordinated Customer Convenions

UNE Loops with portability
UNE Loops withoul panability

Anr_l:t Inlerval
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Function: AveraCf Completion Notice Interval
Measurement The RCCipt of a completion notice b)' the CLEC from SST informs the callier that their
Overview: formal relationship with a customer has begun. This is useNJ to the CLEC in that it lets

them know that the)' can begin with activities such as billing the customer for service.

Measurement 7. Averale Completion Notice Interval· I(Date" Time or NoUce of
MethodolOty: Completion) - (Date & Time of Work Completion)' I (Number or Orden

Completed In Reporting Period)

Definition: The Completion Notice Interval is the elapsed lime between the BST
reported completion ofworic and the issuance ofa valid completion notice to the CLEC.
There is no equivalent BST Retail MeasuremenL

Reporting Dimensions: Excluded Situations:

• CLEC Specific • Non-mechanized Orders

• CLEC Aggregate • Cancelled Service Orders

• State. Regional. and MSA Levels • Order Activities ofBST associated with

• Product Reponing Levels internal or administrative use of local services
• Resale residential POTS (dispalCh" _

dispalChl

• Resale business POTS Idiipateh.l-"ilf*Ch)

• Resale ISDN 11Ii...ICh"~hl

• Resale CenlTell 11Ii..-.ch" -"ispaldl)

• Resale PBX (4i"lCh.~lch)

• Other Resale 14i.,..",11 4 -..Ii~1

• Unbundled loops 2-wire
- w/interim number portability
• wlo interim number portability
• Unbundled loops all other
- w/interim number portability
- wlo interim number portability
• Unbundled ports
• Interconnection Trunks

Data Retained Relating to CLEC Experience: Data Retained Relating to BST Performance:

• Repon Month • BST Analog cunently under development
• State. Regional. and MSA
• CLEC Order Number
• Work Completion Date

• Wone Completion Time

• Completion Notice Availability Date
• Completion Notice Availability Time

• Service Type

• Activity Type

Averace Completion Notice Interval
Reponed Month:

Avenlge Interval
CLECA
cue AGGREGATE
- JleuJe Keaidence x
-1t.aaJe Buai_ x
- RaaIe Special x
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Function:
Measurement
Overview:

Measurement
MethodolOl)":

OSS Response Interval
This measure is designed to monitor the time required for the CLEC interface system to
obtain from SST's legacy systems the information required to handle maintenance and
repair functions. This measure also addresses the avai~bility of the OSS interface for
repair and maintenance.
1. OSS Interface Availability - (Actual Avallabillty)/(xheduled Availability) X 100

Dennlllon: This measure shows the percentage of time the OSS 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.

Mrlhodolo&)': Mechanized reports from OS55.

2. OSS Response Interval - Acreu Times In Inc~ments of Less Than or Equal to ..
Seconds, G~alerThan" $«onds but Las Than or [qual to 10 Seconds, Less
Than or Equal to 10 Seconds, Creater Than 10 Seconds, or Creater Than 30
Seconds.

Dennltlon: Response intervals are determined by subtracting the lime a request is
submined from !he time the response is received. Percentages ofrequests falling into the
categories listed above are reported. along with !he actual number of requests falling into
those categories. This measure.provides a method to compare SST and ClEC response
times for accessing the legacy data needed for maintenance & repair functions.

M~thodology: Mechanized repons from OSSs.

OSS Malnlenance and Repair Interface Avallablllt)'
OSS Interface e;. Availability
CLECTAFI X
BSTTAFI X
LMOS HOSl X
MARCH X
sees X
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MAINTENANCE &. REPAIR

ass MAINTENANCE AND REPAIR RESPONSE IN'TERVAL
" ..~~T_

Tran$KliOl'l Tocals =:. Seconds ~. MIl =: 10 Scconda =: 10.0 Sec. > 10 Sec. > )0 Sec.

Traruac:llOfl Name ....... :,; lISt cue .,. .,. U&
~ = CLAC IU'

_. ....... ..1 .., cu.< .' ..,
au all au - .., au !IUS au .."

CRIS
-Counl X X X X X X X X X X X X X X X X X X

- % ofTocaJ X X X X X X X X X X X X X X X
DLETH
- COUIII X X X X X X X X X X X X X X X X X X
-%orTocal x x x x x x x x x x x x x x X

DLR
-COUIII X X X X X X X X X X X X X X X X X X
-%ofTocal X X X X X X X X X X X X X X X

OSPCM
-Counl X X X X X X X X X X X X X X X X X X
.0;' or Total x x x x x x x x x x x x x X x:

LMOS
-Counl X X X X X X X X X X X X X X X X X X
..... ofTocal X X X X X X X X X X X X X X X

LMOSupd
• Coonl X X X X X X X X X X X X X X X X X X
-%ofToul X X X X X X X X X X X X X X X

MARCH
-Coonl X X X X X X X X X X X X X X X X X X
- %ofTocal X X X X X X X X X X X X X X X
P~iaor

- Counl X X X X X X X X X X X X X X X X X X
- % ofTocal X X X X X X X X X X X X X X X

SOCS
-Counl X X X X X X X X X X X X X X X X X X
-%ofTocal X X X X X X X X X X X X X X X

LNP
-Counl X X X X X X X X X X X X X X X X X X
• "'. o( TOlal X X X X X X X X X X X X X X X

function: Anrage Answer Time - Repair Cente"
Measurement This measure 6 monitor'! that BSTs handling of support center calls from CLECs are
Overview: comparable with support center calls by BST's retail customers.
Measurement I. Averlte Answer Time for BST's Repair Centers - (Total time In seconds for
MethodoloiY: BST's Repair Centtn response) I (Total number of calls) by reportine period

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

Methodoiocy: Mechanized report from Repair Centers Automatic Call Distnbutors.

Average Answer Time· Repair Cenltrs

Average Answer TimcJMonth in Seconds
Business Repair BSTResale Residence UNE Center

Center Repair Center Repair Center
Region Total X X X X
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Function: Misstd Repair Appointments

Measurement When the data for this measure is collcc:tcd for BST and.a CUC it can be used CO

Overview: compare the percentage ofaccurate estimates of the time ~uired to complete service
repairs for BST and the CLEC.

M~asurement 2. Percenlace or MI.led Repair Appointments - (Count of Customer Troubles Not
MethodoloC)': Resolved by the Quoted Resolution TIme and Dale) I (Count or Customer

Trouble Tickets Closed) X 100.

Definition: Percent of trouble reports not cleared by date and time committed. Note:
Appointment intervals vary with force availability in the POTS environment Specials
and Trunk intervals are standard interval appointments of no en:ater than 24-hours.

Methodology: Mechanized metric from maintenance database(s).

Reporline Dimensions: Excluded Situations:

• CLEC Specific • Trouble tickets canceled at the CLEC

• CLEC Aggregate ~uest

• eST Aggregate • BST trouble reports associated with internal

• State, Regional. and MSA Levels or administrcltive service

• Product Reporting Levels

• Resale residential POTS (~ha __
~.I

• Resale business POTS (clise-teh A -.elise-loth)

• Resale ISDN (ditpalCh A -.lilfllllchl

• Resale Centrex CtlifolMlChA -.lifolMtch)

• Resale PBX Cdi....teh a -.eli..,.ce.)

• Other Resale Cdilflllich A -.dispMch)

• Unbundled loops 2·wire
- w/interim number portability
- wlo interim number portability

• Unbundled loops all other
- w/interim number portability
- w/o interim number ponability

• Unbundled pol1S
• Interconnection Trunks

Data Relain~Rel.tine to CLEC Expulence: Dala Retained Relaling to BST Performance:

• Repon Month • Report Month

• CLEC Ticket Number • BST Ticket Number

• Ticket Submission Date • Ticket Submission Date

• Ticket Submission Time • Ticket Submission Time

• Ticket Completion Time • Ticket Completion Time

• Ticket Completion Date • Ticket Completion Oate

• Service Type • Sefvice Type
• Oisposition and Cause (Non-DesignlNon-Spc:ciaJ • Disposition and Cause (Non-DesignlNon.

only) Speciat only)
• State, Regional, and MSA • State. Regional, and MSA
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Missed Rtpalr Appolnlmtnh
Tocal 0... lid! ..0....-.

CLECJEU 8ST CLECIEU SST
Locall~TRIIIkJ ••

• To&aI
Rnalc • Rniokncc X X X X X

• Tocal X X
Rnalc • Busincu X X T x x x

• Tocal X X
Reule· Desi.. •• I

• TClUl
lINE Desip·· J I

• TClUl
lINt: No.. Onip X X X X X

.10la1 X X
85T

~11...cmlflnC'<liOlI Trunks··

lCLlil lniclcftec X X X

ltcuil Buoi_ X X X

RftlIil Onip •• X X X

Nole··: Cuslomer Trouble Rcpons ~laled 10 Inl~onnectiOft Trunks Ilnd DesiJII SCf'/iccs M'C IlOIlivcn app:>inuncnts, bul are hmdlcd on a prioriry
fi~ in, finl oul basis

,.
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function: Customer Trouble ReportlUlte

Measurement This measure an be used to establish the frequency (rone) of customer trouble repons and
Overview: employed to compare CUC with BST results.

Measurement 1. Customer Trouble Report Rate - (Count or Initial and Repeated Trouble Reports In the
Methodolo(Y: Current Period) I (Number or Service Access Lines In Service at End or the Report

Period) X 100. Note: LocJallnterconnection Trunks are reported only as total troubles.

The Customer Trouble Report Rate is computed by accumulating the number of maintenance
initial and repeated trouble reports during the reponing period. The resulting number of trouble
reports are divided by the IOtal number of"servicc access Jina" existing for CLECs and SST
respectively at the end of the report period.

Definition: Initial and repeated customer direct or referred troubles reported within a calendar
month (Where cause is not in carrier equipment) pcr 100 lines/circuits in service.

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

ReportlnE Dimensions: Excluded Situation.:

• CLEC Specific • Trouble tickets canceled at the CLEC request

• CLEC Aggregate • eST trouble reports associated with administrative

• BST Aggregate service

• Slate. Regional, and MSA levels

• Product Reporting Levels

• Resale residential POTS (dilpllCh a -.dilpaldll

• Resale business POTS (dill*Ch A -.di1pllCh)

• Resale ISDN (dispelCh A~h)

• Resale Centrex (di~ a llOfI-4i.,.edl1

• Resale PBX Cdi'4MICh.t -...di~")

• Other Resale Cdilpaldl I< """""itpotehl

• Unbundled loops 2-wire
• w/interim number portability
- wlo interim number portability

• Unbundled loops all other
- w/interim number portability
• wlo interim number portability

• Unbundled pons

• Interconnection Tnmks
Data Retained RelatinE to CUC Experience: Data Retained Relatin£ to BST Perrormance:

• ReponMonth • Report Month
• CLEC Ticket Number • BST Ticket Number

• Ticket Submission Date • Ticket Submission Date
• Ticket Submission Time • Ticket Submission Time
• Ticket Completion Time • Ticket Completion Time
• Ticket Completion Date • Ticket Completion Date
• Savic:e Type • Service Type
• Disposition and Cause{Non-DesipINon-Spcc:ial only) • Disposition and Cause (Non-DesipINon-~
• State, Jteaional, ud MSA aaly)

• , Service Ac:caa LiDea in ScMcc: at cad ofperiod • Slale,1tqional, lad MSA
• , Servico Acceu Lila in Service at end orperiocl
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Reportlne Dimensions: Excluded Situations:

• CLEC Specific • Trouble repons unceled at the CLEC

• CLEC Aggregate request

• BST Aggregate • BST trouble reports associated with

• State. Regional. and MSA Levels administrative service

• Product Reponing Levels

• Resale residential POTS (di~"A .-..Ii~.l

• Resale business POTS (dilflMdl A 110' tits...",

• Resale ISDN (di~A-.dispMdll

• Resale Centrex (dilplldlA none,plech)

• Resale PBX 14i1P'lCh A ..-li..-h)

• Other Resale (dispetdl A -.dispeldll

• Unbundled loops 2-wire
- w/interim number portability
- wlo interim number portability

• Unbundled loops all other
- w/interim number portability
- wlo interim number portability

• Unbundled pons

• Interconnection Trunks
Dala Relalned Relallnllo CLEC Exptriena: Dala Relalned Relatfn,lo SST Perrormana:

• Report Month • Report Month

• Total Tickets • Total Troubles

• CLEC Ticket Number • Percentage OfCuslomer Troubles Out of

• Ticket Submission Date Service> 24 Hou~

• Ticket Submission Time • Total and Percent Repeat Trouble Repons
• Ticket Completion Time with 30 Days

• Ticket Completion Date • Toral Duration Time

• Total Duration Time • Service Type

• Sen'ice Type • Disposition and Cause (Non-Design. Non-

• Disposition and Cause (Non-DesignINon-SpeciaJ only) Special only)

• State. Regional. and MSA • State. Regional. and MSA
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Maintenance Averare Durallon
o..-a Noou.-:h 1_1

1..oca11_ICoo acel_ T...... X X X

Resalc Itcsidcnl:c X X X

RnalcBusi_ X X X

IlnalcDcsip X X X

ONE Dnll" X X X

UNEIoloftDcsiIl" X X X

BSl

tocall_~TNrU X X X

ltcIaii Rcsidnocc X X X

IlCUlil 8 ...incu X X X

R_iIOui~ X X X

Percent Repeat Trouble within 30 Days
o..lCh No DIIpMctI 1_'

LouIllltc",ONICClOon T,.... X X X

1cM1c laidcncc X X X

Reulc Busincu X X X

~Onil" X X X

UHE Onil" X X X

UNE Non Dcsi", X X X

SST

Local I"1~lCOnI'CClioft TruNts X X X

leui' Rn.6mcc X X X

Rclail Busincu X X X

ltcuil [)nip X X X

Out Or Sen"lce more than 24 Houn
Oi.,lCh Noo.lC*Ch loul

1..oca11..._1i0ll TftlItb X X X

In.alc llnOdaIcc X X X

In.alca-o- X x x
In.alc DcsipI X X X

UNEOcIiIl" X X X

UNE NCNI [)nip X X X

8ST

""INc T.... X X X.......... X X X........ X X X

....o.w. X X X

'.30or50 Version: 02I12J99

~..._...__..__._------------------


