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@ BELLSOUTH"Service Quality Measurement Plan

I. INTRODUCTION

The BellSouth Service Quality Measurement Plan (SQM) describes in detail the measurements
produced to evaluate the quality of service delivered to BellSouth's customers both wholesale and
retail. The SQM was developed to respond to the requirements ofthe Communications Act of 1996
Section 251 (96 Act) which required ILECs to provide non-discriminatory access to Competitive
Local Exchange Carriers (CLEC) and its Retail Customers. The reports produced by the SQM
provide regulators, CLECs and BellSouth the infonnation necessary to monitor the delivery ofnon·
discriminatory access.

This plan results from the many divergent forces evolving from the 96 Act. The 96 Act, the Georgia
Public Service Commission (GPSC) Order (Docket 7892-U 12130/97), LCUG 1-7.0, the FCC's
NPRM (CC Docket 98·56 RM9101 04/17/98), the Louisiana Public Service Commission (LPSC)
Order (Docket U-22252 Subdocket C 04/19/98), numerous arbitration cases, LPSC sponsored
collaborative workshops (10/98-02/00), and proceedings in Alabama, Mississippi, and North
Carolina have and continue to influence the 8QM. The SQM must reflect the Orders by the
GPSC and LPSC.

However, in addition, the SQM and the reports flowing from it must change to reflect the dynamic
requirements of the industry. New measurements are added as new systems and processes are
developed and fielded. New products and services are added as the markets for them develop and the
processes stabilize. The measurements are also changed to reflect changes in systems, to correct
errors to respond to 3n1 Party audit requirements, and PSC andlor customer requests..

This document is intended for use by someone with a basic knowledge of telecommunications
industry, information technologies and a functional knowledge of the subject areas covered by the
BellSouth Perfonnance Measurement reports.
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ORDERING

BeIlSouth
Service Quality Measurements Plan

Report/Measurement: .>

0-1. Percent Flow~ThroughService Requests (Summary)
Definition: .' .' .. .... ' ........ : .

.'.

The percentage of Local Service Requests (LSR) and LNP Local Service Requests (LNP LSRs) submitted electronically
via the CLEC mechanized ordering process that flow through and reach a status for a FOC to be issued, without manual
intervention.

Exclusions: . .

• Fatal Rejects

- Auto Clarification

- Manual Fallout

- CLEC System Fallout
Business Rules: . .. '.' '.

The CLEC mechanized ordering process includes all LSRs, including supplemenlS (subsequent versions) which are
submitted through one of the three gateway interfaces (TAG, EDl, and LENS), that flow through and reach a status for a
FOC to be issued, without manual intervention. These LSRs can be divided into two classes ofservice; Business and
Residence, and two tYPes of service; Resale, and Unbundled Network Elements (UNE). The CLEC mechanized
ordering process does not include LSRs, which are, submitted manually (e.g., fax, and courier), or are not designed to
flow through, i.e., Manual Fallout.

Definitions:

Fltal Rejects: Errors that prevent an LSR, submitted electronically by the CLEC, from being processed further. When
an LSR is submitted by a CLEC, LEOILNP Gateway will perform edit checks to ensure the data received is correctly
formatted and complete. For example, if the PON field contains an invalid character, LEOILNP Gateway will reject the
LSR and the CLEC will receive a Fatal Reject

Auto-Clarification: errors that occur due to invalid data within the LSR, LESOGILAUTO will perfonn data validity
checks to ensure the data within the LSR is correct and valid. For example, ifthe address on the LSR is not valid
according to RSAG, or if the LNP is not available for the NPA NXXX requested, the CLEC will receive an Auto-
Clarification.

Manual Fallout: Planned Fallout that occur by design. Certain LSRs are designed to fallout of the Mechanized Order
Process due to their complexity. These LSRs are manually processed by the LCSC. Wlten a CLEC submits an LSR,
LESOG/LAUTO will detennine if the LSR should be forwarded to LeSe for manual handling. Following are the
categories for Manual Fallout:

I. Complex- 8. Low volume such as activity tYPe "1'" (move)
2. Expedites (requested by the CLEC) 9. Pending order review required
3. Special pricing plans 10. More than ZS business lines
4. Denials-restore and conversion, or disconnect and 11. Restore or suspend for UNE combos

conversion orders
5. Partial migrations 12. Transfer ofcalls option for the CLEC's end usen
6. Class of service invalid in certain states with some types of 13. CSR inaccuracies sll(;h as invalid or missing CSR

service data in CRIS
7. New telephone number not yet posted to BOCRIS

*Attached is a list of services, including complex services, and whether LSRs issued for the services are eligible to flow
through.

Total System Fallout: Errors that require manual review by the LSCS to determine if the error is caused by the CLEC, or
is due to system functionality. If it is detennined the error is caused by the CLEe, the LSR will be sent back to the CLEC
for clarification. If it is detennined the error is BST caused, the LeSC representative will correct the error, and the LSR
will continue to be processed.

I
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BellSoutb
Service Quality Measurements Plan

ORDERING (0-1. Percent Flow-Through Service Requests (Summary) - Continued)

ReVISIon Date. 0511 5/00 (tm)

Calc:ulattol1\ . .... . .... ·i ..,.' .. . ' .... .

Percent Flow Through - (The total number of LSRs that flow l/Irough LESOG/LAUTO and reach a status for a FOC to
be issued) / (the number of LSRs passed from LEOILNP Gateway 10 LESOG/LAUTO) - I:[(the number of LSRs that fall
out for manual processing) + (the number ofLSRs that are returned to the CLEC for clarification) +( the number of
LSRs that contain errors made by CLECs)] X 100.

Report Structure:' '. . ." . .... .' ....... ... . ..
, .

• CLEC Aggregate
)- Region

Level of Disaggregation: . .. .

• Geography
)- Region

• Product
» Residence
» Business
» UNE
» LNP

Oat. Retained Relating·to.CLEC Experience: .. Data Retained Relatlng.to BST Performance: 'i'

• Report month • Report month
• Total number ofLSRs received, by interface, by CLEC • Total number of errors by type

» TAG » aST syslem error
)- EDI
» LENS

• Total number of errors by type, by CLEC
» Fatal rejects
)- Auto clarification
)- CLEC caused system fallout

• Total number oferrors by error code

• Total fallout for manual processing
Retail Analoll/Benchmark:

Residence 90%
Business 80%
UNE 8oo/o ..

2
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ORDERING

BellSouth
Service Quality Measurements Plan

ReportlMealuremeut: . '

.. ..

0-2. Pe~eDtFlow-Tbrollgh Service Requests (Detail)
Definition: ... '.': ::' .: ':/'';' .•.... '.,:... :. ......... .'. '. .. '.': ,:,.,.,:",,: ',,,' '. ' ..>

A detailed list by CLEC ofthe percentage of Local Service Requests (LSR) and LNP Local Service Requests (LNP
LSRs) submitted electronically via the CLEC mechanized ordering process tlutt flow through and reach a stalUs for a
FOC to be issued, without manual or human intervention.

Exclusions: ... . ," .:. .. . '.'

• Fatal Rejects

• Auto Clarification
• Manual Fallout
• CLEC System Fallout

Business Rules: ....: : '. '. .....
.. ... ; .: ; ..... ::: . ".;...

.' '.,. -.

The CLEC mechanized ordering process includes all LSRs, including supplements (subsequent versions) which are
submitted through one of the three gilteway interfaces (TAG, EDI, and LENS), that flow through and reach a status for a
FOC to be issued, without manual intervention. These LSRs can be divided into two classes of service; Business and
Residence, and three types of service; Resale, and Unbundled Network Elements (UNE) and specials. The CLEC
mechanized ordering process does not include LSRs, which are, submitted manually (e.g., fax, and courier), or are not
designed to flow through, i.e., Manual Fallout.

Definitions:

Fatal Rejects: Errors that prevent an LSR, submitted electronically by the CLEe, from being processed further. When
an LSR is submitted by e CLEC, LEO/LNP Gateway will perform edit checks to ensure the data received is correctly
formatted and complete. For example, if the PON field contains an invalid character, LEO/LNP Gateway will reject the
LSR and the CLEC will receive a Fatai Reject.

Auto-Clarification: errors that occur due to invalid data within the LSR, LESOGILAUTO will perform data validity
checks to ensure the data within the LSR is correct and valid. For example, if the address on the LSR is not valid
according to RSAG, or ifthe LNP is not available for the NPA NXXX requested, the CLEC will receive an Auto-
Clarification.

Manual Fallout: Planned Fallout that occur by design. Certain LSRs are designed to fallout of the Mechanized Order
Process due to their complexity. These LSRs are manually processed by the LCSC. When a CLEC submits an LSR,
LESOG/LAUrO will determine if the LSR should be forwarded to LCSC for manual handling. Following are the
categories for Manual Fallout:

I. Complex services· 8. Low VOlume suell as activity type "r (move)
2. Expedites (requested by the CLEC) 9. Pending order review required
3. Special pricing plans 10. More than 25 business lines
4. Denials-restore and conversion, or disconnect and I \. Restore or suspend for UNE combos

conversion orders
5. Partial migrations 12. Transfer ofcalls option for the CLEC's end users
6. Class of service invalid in certain states with some types of 13. CSR inaccuracies such as invalid or missing csa

service data in CRIS
7. New telephone number not yet posted to BOCRIS

•Attached is a list of services, including complex services, and whether LSRs issued for the services are eligible to flow
through.

Total System Fallout: Errors that require manual review by the LSCS to determine if the error is caused by the CLEC, or
is due to system functionality, If it is determined the error is caused by the CLEC, the LSR will be sent back to the CLEC
for clarification. lfit is determined the error is BST caused, the LCSC representative will correct the error, and the LSR
will continue to be processed.

3
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BellSoutb
Service Quality Measurements Plan

ORDERING «()"2. Percent Flow-Through Service Requests (Detail) - Continued)

Calculation: ,
" " ,,'. .

. . . .

Percent Flow Through - (The total number ofLSRs that flow through LESOG/LAUTO and reach a status for a FOC to
be issued) I (the number ofLSRs passed from LEO/LNP Gateway to LESOGILAUTO) -I{(the number ofLSRs that fall
out for manual processing + the number ofLSRs that are returned to the CLEC for clarification + the number of LSRs
that contain errors made by CLECs)] X 100.

Report Structure: . .' .. '.' : .... ,.:. ". .. ,.:.:."

• Provides the flow through percentage for each CLEC (by alias designation) submitting LSRs through the CLEC
mechanized ordering process. The report provides the following:

}> CLEC (by alias designation)
» Number of fatal rejects
}> Mechanized interface used
» Total mechanized LSRs
» Total manual fallout
)- Number ofauto clarifications returned to CLEC
) Number of validated LSRs
) Number ofBST caused fallout
» Number ofCLEC caused fallout
) Number ofService Orders Issued
) Base calculation
) CLEC error excluded calculation

Level of Disageregaticin: .:': ,. ... . .' ... _.

• CLEC Specific (by alias designation to protect CLEe specific proprietary data)
• Geographic

)- Region
• Product

» Residence
> Business
) UNE
)- LNP

Data Retained Relating to CLEC Experience: Data Retained Relating to BST Performance:
• Report month • Report month
• Total number ofLSRs received. by interface. by CLEC • Total number oferrors by type

)- TAG ) BST system error
» EDi
> LENS

• Total number oferrors. by type. by CLEC
)- Fatal rejects
') Auto clarification
}> CLEC errors

• Total number oferrors by error code
• Total fallout for manuai processing

Retail AnaJostfBenchmark: . ..
.

. .
.

. . .'

Residence 90%
Business 80%
UNE80%

ReviSIOn Date: 05115100 (tm)
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BeIlSoutb
Service Quality Measurements Pian

ORDERING

ReviSion Date. 02122100 (tm)

Report/Measurement: , , . ,

0-3. Flow-Tbrougb Error Analysis
Definition: . "''- . , ,: , ;,'

An analysis ofeach error type (by error ~ode) tbat was experienced by the LSRs that did not flow through and reach a
status for a FOC to be issued.

Exclusions: ,',":" ',' .. ' ,
. , : ,

Each Error Analysis is error code specific, therefore exclusions are not applicable.
Business Rules: .. : '

"

'.
, '.,' :'.' ,.':"

"

, "

The CLEC mechanized ordering process includes all LSRs, including supplements (subsequent versions) which are
submitted through one of the three gateway interfaces (TAG, EDI, and LENS), that flow through and reach a status for a
FOe to be issued. The CLEe mechanized ordering process does not include L.SRs, which are, submitted manually (e.g.,
fax, and courier),

Calculation: ,
" .. ' ' '. . :

I: Of errors by type
Report Structure:.,.", ',: ",:::, ,,: ,': " ..... " :; ',' ...

t' , ,

• Provides an analysis ofeach error type (by error code). The report is in descending order by count of each error
code and provides the following:
~ Error Type (by error code)
)- Count ofeach error type
}> Percent of each error type
~ Cumulative percent
}> Error Description
)- CLEe Caused Count ofeach error code
> Percent of aggregate by CL.EC caused count
)0 Pe~ent of CLEC caused count
)0 aST Caused Count of each error code
)- Percent of aggregate by aST caused count
» Percent of aST by aST caused count.

Level of Dlssggreaatlon: ' ,

Region
Data Retained Relating to CLEC Experience: Data Retained Relating to BST Perrormance:

• Report month • Report month
• Total number ofLSRs received • Total number of errors by type (by error code)
• Total number oferrors by type (by error code) » BST system error

)- CLEC caused error
Reta iI Analog/Benchmark: .

Not Applicable . ,

S
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( ORDERING

BellSouth
Service Quality Measurements Plan

ReportlMeasurement: : .'. . ' .

0-4. eLEC LSR Information
Definition: ,: ..:' ":", ,e '. ':;."'.. ie' '..: ,,; .......... :.:. , .':" "" :.i.·.. ,:.", ~ ,~ ,:: .. ,'." ....• -- '.

A list, with the flow through activity, of LSRs, by cc, pon and ver, issued by each CLEC during the report period.
Exclusions: . . "'"" .:.:,: : . ~ ,; . , ': .,' .: .. ,,,' . ',' " .:."': :.,.. ',' .. ,

Fatal Rejects
BWlinll5s Rules: . ,." .

.. .:0 "';', ,::,:":,, '.,"' ... " ,.'::,.:,;.,'...";~:,;:,,,':':"'",

The CLEC mechanized ordering process includes all LSRs, including supplements (subsequent versions) which are
submitted through ooe of the three gateway interfaces (TAO, EDI, and LENS). that flow through and reach a status for a
FOe to be issued. The CLEC mechanized ordering process does not include LSRs, which are, submitted manually (e.g.,
fax, and courier).

CalculatiOll: .

NA
Report Structure: ' , .' .. " ,; ,,:' ':

• Provides a list, with the flow through activity, of LSRs by CC, pon, and vcr. issued by each CLEe during the report
period with an explanation of the of the columns and content This report is available on a CLEC specific basis. The
report provides the following for each LSR.

): CC.. PON
): Vcr.. Timestamp.. Type.. Err #.. Note or error description

Level of DlsanreJ[atlon: : .' .
..

Region
Data Retained Relating to CLEe Experience: , Data Retained Relatinl to SST ExperIence: .

• Report month NA
• Record ofLSRs received by cc. pon, and Vel"

• Record of timestamp, !)Ipe, err # and note or error
description for each LSR by ce, pon, and ver.

Retail Analo2lBenchmlrk: . .. .'

Not Applicable

Revision Date: 512J00(tm)

6
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ORDERING

BellSouth
Service Quality Measurements Plan

Report/Measurement: . . .

0-5. Percent Rejected Service Requests
Definition: ' .. " . ",'" ...:, , , .... ', ..,. . . ...

Percent Rejected Service Request IS the percent of total Local Service Requests (LSRs) received which are rejected due to
error or omission. An LSR is considered valid when it is submitted by the CLEC and passes edit checks to insure the data
received is correctly formatted and complete.

Exelusions: .. . . -."{: . .. ,' . .
'. .'..

Service RequeSlS canceled by the CLEC pnor to being rejected/clarified.
Business Rules: ' '. " ......

'" "', :, .

Fully Mechanized: An LSR IS COIIsidered "rejected" when it is submitted electronically but does not pass LEO edit checks in
the ordering systems (EDI, LENS, TAG, LEO, LESOG) and is returned to the CLEC without manual intervention. There are
two types of "Rejects" in the Mechanized category:

• A Fatal Reject occurs when a CLEC attempts to electronically submit an LSR but required fields are either not
populated or incorrectly populated and the request is returned to the CLEC before it is considered a valid LSR. In
LEO. Fatal Rejects are included in the "Other" category for Regional reports only.

• An Auto Clarification occurs when a valid LSR is electronically submitted but rejected from LESOG because it does
not pass further edit checks for order accuracy.

Partially Meehanlzed: A valid LSR, which is electronically submitted (via EDl, LENS, TAG) but cannot be processed
electronically and "falls out" for manual handling. It is then put into "clarification" and sent back (rejected) to the CLEC.

Total Mechanized: Combination of Fully Mechanized and Partially Mechanized LSRs electronically submitted by the
CLEC.

Non-Mechanized: LSRs which are faxed or mailed to the LCse for processing and is "clarified" (rejected) back to the
CLEC by the SST service representative.

Interconnection Trunks: Interconnection Trunks are ordered on Access Service Requests (ASRs). ASRs are submitted to
and processed by the Interconnection Purchasing Center (IPC). Trunk data is reported as a separate category.

Calculation: . ' ..

Percent Rejected Service RequeslS =(Total Number of Rejected Service RequeslS in the reporting period) I (Total Number of
Service Requests Received in the reporting period) X 100.

Report Structure: ' .

• Fully Mechanized, Partially Mechanized, Total Mechanized, Non-Mechanized
• CLEC Specific
• CLEe Aggregate

Level ofDlsaUi"eiatJon: ... .

• Product Reporting Levels
> Resale Residence
> Resale Business
> Resale - Design (Special)
> Other
> UNE
> UNE Loop with NP
> Interconnection Trunks

• Geographic Scope
~ State. Region and further geographic disaggregation as required by State Commission Order

• Product Specific % Rejected
• Total % Rejected

10
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BellSouth
Service Quality Measurements Plan

ORDERING (0-5. Percent Rejected Service Requests - Continued)

ReVISIon Date: 05/15100 (lg)

Data Retained Relating to CLEC Experience: .. DataRetalned Relatlng.to SST PerforDulPce:

• Report month
• Total number ofLSRs
• Total number ofRejects
• Total Number of Errors
• State and Region
• Total Number of ASRs (Trunks)

Retail AnaloglBenchmark:
See Appendix D ..
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ORDERING

BellSoutb
Service Quality Measurements Plan

ReporUMeasuremellf: . . .' .
. '.. .. . ..

0-6. Reject Interval
Definition: . . ..

.' '.::.' \: .. .. ,', '......< .. :,...... ':......
Reject Interval is the average reject time fi'om receipt ofan LSR to the distribution of a Reject An LSR is considered valid
when it is submitted by the CLEe and passes edit checks to insure the data received is correctly fonnalted and complete.

Exclusions: . . .'.:':'C:' . .' '::".: .....::. >,'./:: .......,.' .. '

• Service Requests canceled by CLEC prior to being rejected/clarified.

• Designated Holidays.
• The following hours for Non-mechanized LSRs*:

- Residence Resale Group - from 10:00 PM EST Saturday until 7:00 AM EST Monday.
-Business Resale. Complex. UNE Groups - from 8:00 PM EST Friday until 8:00 AM EST Monday.
-IPC - 4:30 PM CST Friday until 8:00 AM CST Monday.

• The hours excluded will be altered to reflect changes in the Center operating hours.
BusIRcss Rules: . '.:" .. :,....;.:.>...; .........-, :...........,.: ... ':, .;':,:"'" ,-,,- :-.~ .;.;./' ..,.!;, .. ,'.,'",'..••'.,."•... ',.,') .. '."\. . .'." c: .•.

• Fully Mechanized: The elapsed time from receipt of a valid electronically submitted LSR (date and time stamp in EDI.
LENS or TAG) until the LSR is rejected (date and time stamp or reject in LEO). Auto Clarifications are considered in the
Fully Mechanized category.

• Partially Mecbanized: The elapsed time from receipt of a valid electronically submitted LSR (date and time stamp in
EDI, LENS or TAG) until it falls out for manual handling. The stop time on partially mechanized LSRs is when the
LCSC Service Representative clarifies the LSR back to the CLEC via LEO.

• Total Mechanized: Combination of Fully Mecllanized and Partially Mechanized LSRs which are electronically
submitted by the CLEC,

• Non-Mechanized: The elapsed time from receipt ofa valid LSR (date and time stamp of FAX or date and time mailed
LSR is received in the LCSC) until notice of the reject (clariflC8tion) is returned to the CLEe via LON.

• Interconnection Trunks: Interconnection Trunks are ordered on Access Service Requests (ASRs). ASRs are submitted
to and processed by the Interconnection Purchasing Center (IPC). Trunk data is reported as a separate category.

Calculation: "",
'... '. :.'<. ' .. . .,

Reject Interval- I:[(Date and Time of Service Request Rejection)- (Date and Time ofService Request Receipt)] f (Number
of Service Requests Rejected In Reporting Period)

Report Structure:
• CLEC Specific

• CLEC Aggregate
• Fully Mechanized, Partially Meehanlzed, Total Mechanized, Non-Mechanized

12
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BellSouth
Service Quality Measurements Plan

ORDERING - (0-6. Reject Interval- Continued)

Level ofDisaggregation:: .... . .. ....

• Product Reporting Levels
}> Resale - Residence
» Resale - Business
» Resale - Design (Special)
» Other
» UNE
» UNE Loop with NP
» Interconnection Trunks

< 10 Circuits/Lines
> I0 Circuits/Lines

• Geograph ic Scope
» State, Region and further geographic disaggregation as required by State Commission Order

• Mechanized:
0-4 minutes

> 4-8 minutes
> 8·12 minutes
>12·60 minutes

0·1 hour
> 1-8 hours
> 8-24 hours
> 24 hours

• Non-mechanized:
0-1 hour

> 1-4 hours
> 4·8 hours
> 8-12 hours
> 12· [6 hours
> 16-20 hours
> 20·24 hours
>24hours.

• Trunks:
< Sdays
> 5·8 days
> 8·12 days
>12-14 days
>14·17 days
>17·20 days
> 20 days

• Average Interval for mechanized reports in hours, non·mechanized and Trunk reports in days.
Data Retained Relatlntl to CLEC EJ:perlence: ..... Data Retained Relating to BST Performance: .

• Report month
• Reject Interval
• TotalNumberofLSRs
• Total number ofRejects
• State and Region
• Total Number ofASRs (Trunks)

Retail AnalogIBenchmark:
See Appendix D

. ," ."-', ',:.!.

13
May, 2000

Revision Date: 05/1 S/OO (Ig)

.



ORDERING

BeIlSoutb
Service Quality Measurements Plan

Repol1lMeasuremeot: .

(J..7. Firm Order Confirmation Timeliness
Deflnition: ',. '.

"

. ;.':'.." .' .' ,"" ..... ' .. , '. ",
. "

Interval for Return ofa Firm Order Confinnation (FOC Interval) is the average response time from receipt of valid LSR to
distribution ofa Firm Order Confirmation.

Exclusions: ,. . .. .".,', ,',;. ;, .. ",' . '", ',' ...... .--,".
.

• Rejected LSRs
• Designated Holidays.
• The following hours for Non-mechanized LSRs*:

• Residence Reaale Group· from 10:00 PM EST Saturday until 7:00 AM EST Monday,
• Business Resale, Complex, UNE Groups. from 8:00 PM EST Friday until 8:00 AM EST Monday.
-IPC - 4:30 PM CST Friday until 8:00 AM CST Monday.

* The hours excluded will be altered to reflect changes in the Center operating hours.
Businelll Rules:, , " ". '.. ," "".': . . ' . ,', .' . , .

• Fully Mechanized: The elapsed time from receipt of a valid electronically submitted LSR (date and time stamp in EDI,
LENS or TAG) until the LSR is processed. appropriate service orders are generated and a Firm Order Confirmation is
returned to the CLEC.

• Partially Mechanized: The elapsed time from receipt ora valid electronically submitted LSR which falls out for manual
handling until appropriate service orders are issued by a BST service representative via Direct Order Entry (DOE) or
Service Order Negotiation Generation System (SONGS) to sacs and a Firm Order Confirmation is returned to the
CLEC.

• Total Meehanized: Combination of fully Mechanized and Partially Mechanized LSRs which are electronically
submitted by the CLEC.

• Non-Meehanized: The elapsed time from receipt of a valid paper LSR (date and time stamp ofFAX or date and time
paper LSRs received in LCSC) until appropriate service orders are issued by BST service representative via Direct Order
Entry (DOE) or Service Order Negotiation Generation System (SONGS) to SOCS and a Finn Order Confirmation is sent
to the CLEC via LON.

• Interconnection Trunks: Interconnection Trunks are ordered on Access Service Requests (ASRs). ASRs are submitted
to and processed by the Interconnection Purchasing Center (IPC). Trunk data is reported 81 a separate category,

Calculation: ' . . . . . . .
"

. ..

Firnl Order Confirmation Timeliness =t[(Date and Time afFirm Order Confirmation) - (Date and Time of Service Request
Receipt») I (Number ofService Requests Confirmed in Reporting Period)

Report Structure:

• Fully Mechanized, Partially Mechanized, Total Mechanized. Non-Mechanized

• CLEC Specific

• CLEC Aggregate
Level orDIsaIlIl!re2lltion: .

.

• Product Reporting Levels
» Resale - Residence
)- ReSllle - Business
» Resaie - Design (Special)
» Other
» UNE
» UNE Loop with NP
» Interconnection Trunks

<; 10 Circuits/Lines
> 10 Circuits/Lines

14
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BeJlSouth
Service Quality Measurements Plan

ORDERING - (0-7. Firm Order Confirmation Timeliness - Continued)

Level of Disaggregation: (Contlnued) .' '... . .

• Geographic Scope
» Stale, Region and further geographic disaggregation (MSA) as required by State Commission Order

• Mechanized:
> 0·1 5 minules
> 15-30 minutes
> 3Q-45 minutes
:> 45-60 minules
:> 60-90 minutes
:> 90-120 minutes
:> 120·240 minutes
:> 4·8 hours
:> 8·12 hours
:> 12-16 hours
:> 16-20 hours
:> 20-24 hours
> 24-48 hours
> 48 hours

• Non-mechanized:
0-4 hours

> 4-8 hours
:> 8-12 hours
> 12-16 hours
> 16-20 hours
:> 20-24 hours
:> 24-48 hours
:> 48 hours

• Trunks:
0- 5 .days
6- 8 days
9- 1I days

12·14 days
15-17 days
18·20 days

:> 20 days

• Average Interval in Days
Data Retained RelatlDg to CLEC Experience: Data Retained Relating to SST Performance:

• Report month
• Interval for FOC
• Total number of LSRs
• Slale and Region
• Total Number of ASRs (Trunks)

Retail AnaloglBenchmark: . ...... ,,' .....,..... 'c·''', . . .. . .

See Appendix D
ReVIsion Date: 05/15100 (Ig)
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BellSoutb
Service Quality Measurements Plan

ORDERING

ReportiMeasurement~ '.
0-8. Speed ofAnswer in Ordering Center

Delinition~ . . ,'. .' .

Measures the average time a customer is In queue.
Exclusions:' .." . "

None
" '. .. ',"

The clock starts when the appropriate option is selected (i.e., I for Resale Consumer, 2 for Resale Multiline, and 3 for UNE
LNP, etc.) and the call enters the queue for that particular group in the LeSe. The clock stops when a BST service
representative in the LCSC answers the call. The speed of answer is determined by measuring and accumulating the elapsed
time from the entry of a CLEe call into the BeIlSouth automatic call distributor (ACD) until the a service representative in
BST's Local Carrier Service Center (LCSC) answers the CLEe call.

Calculation: . . . .. ' , . .,' . .' ..... " .

(Total time in seconds to reach the LCSC) I (Total Number ofCalls) in the Reporting Period.
Report Structure: . . ' . . . '" '.' .,' ""'.",

Aggregate
• CLEC - Local Carrier Service Center
• BST

• Business Service Center
• Residence Service Cenler

Note: Combination of Residence Service Center and Business Service Center data under development
Level of Disaggregation:

Aggregate
• CLEC - Local Carrier Service Center

• BST
- Business Service Center
- Residence Service center

Note: Combination of Residence Service Center and Business Service Center data under development

. ' ....

Data Retained RelatiDI to CLEe Experience: Data Retained Relatin! to BST'per'rormance: '.
• Mechanized traCking through LCSC Automatic • Mechanized tracking through BST Retail center support

Call Distributor systems

Retail Analog/Benchmark: ' .' .
For CLEC, Speed of Answer in Ordering Center (LCSe) IS comparable to Speed of Answer in eST Business Offices.
See Appendix 0

ReVISIon Dale: OS/26/00 (Ig)
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BellSollth
Service Quality Measurements Plan

ORDERING - (LNP)

ReVISIon Date. 05/15100 (Ig)

Report/Measurement: : .. ... .'
0-9. LNP-Perceot Rejected Service Requests

!>ermition: .'
. ' .. . . ...~..

'. :'. ... ..... '",''' ... .. .

Percent Rejected Service Request is the percent onolal Local Service Requests (LSRs) which are rejected due to error or
omission. An LSR is considered valid when it is electronically submitted by the CLEC and passes LNP Gateway edit checks to
insure the data received is correctly formatted and complete, i.e.• fatal rejects are excluded.

ElI:clullou: .: . . . , ."
". .. " :; ,

• Service Requests canceled by the CLEC
• Fatal Rejects
• Order Activities ofSST or the CLEC associated with internal or administrative use of local services (Record Orders, Test

Orders, etc.) where identifiable.
• Non Mechanized LSR's

Business Rules: . "" ,,"." ... , ' , ,

An LSR IS considered "rejected" when it is submitted electronically but does not pass edit checks in the ordering systems (EDI,
TAG, LNP Gateway, LAUTO) and is returned to the CLEC without manual intervention.

Fully Mechanized: There are two types of"RejeclS" in the Fully Mechanized category:

• A Falal Reject occurs when a CLEC attempts to electronically submit an LSR (via ED! or TAG) but required fields are not
populated correctly and the request is returned to the CLEC.

Fatal reJ~cJs ar~ reported ill aseparate coillmn, IUldfor illforlllatiollalpurposes ONLY. Till!)! are 1I0t cOllslder~d I" tIre
calculatioll oftilepercent oftotal LSRs rejected or the total/lumber ofreJected LSRs•

• An Auto Clarification is a valid LSR which is electronically submitted (via EDI or TAG). but is rejected from LAUTO
because it does not pass further edit checks for order accuracy. Auto Clarifications are returned wilhout manual
intervention.

Partially Mechanized: A valid LSR which electronically submitted (via ED! or TAG), but cannot be processed electronically
due to a CLEC error and "falls out" for manual handling. [t is then put into "clarification", and sem back (rejected) to the
CLEC.

Total Mechanized: Combination of Fully Mechanized and Partially Mechanized rejects.

Caleulatlon: ,

,
"" '

,

[(Number ofService Requests Rejected lR the Reporting Period) I (Number of Service Requests Received in the Reporting
Period)] x 100

Report Structure: . "" .
• Fully Mechanized, Partially Mechanized, Total Mechanized
• CLEC Specific
• CLEC Aggregate

Level of DlsaggregatJon: ,". ' , ' , . . '
,," . ' ",

• Product Reporting Levels
» LNP
» UNE Loop with LNP

• Geographic Scope
)- State, Region

Retail Analog/Benchmark: '" ".

See Appendix D ..
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BeUSoutb
Service Quality Measurements Plan

ORDERING - (LNP)

0-10. LNP-Rejeet Interval DistributIon'& Average Reject Interval
Definition: ,. '.' ,..'. .. ' ",:,-:....' ",'" ..' ': ' '

Reject Interval is the average reject time from receipt ofan LSR to the distribution ofa Reject. An LSR is considered valid
when it is electronically submitted by the CLEC and passes LNP Gateway edit checks to insure the data received is correctly
fonnattcd and complete, I.e., fatal rejeet5 are excluded.

, , ,
"

, '"

• Service Requests canceled by the CLEC
I Fatal Rejects
• Order Activities of aST or the CLEC associated with internal or administrative use of local services (Record Orden. Test

Orders, etc.) where identifiable.
• Non Mechanized LSR's

The Reject interval is determined for each rejected LSR processed during the reportmg perIOd. The Reject interval is the
elapsed time from when SST receives LSR until that LSR is rejected back to the CLEC. Elapsed time for each LSR is
accumulated for each reporting dimension. The accumulated time for each reporting dimension is then divided by the
associated total number ofrejected LSRs to produce the reject interval distribution.

An LSR is considered "rejected" when it is submitted electronically but does not pass edit checks in the ordering systems
(EDl, TAG, LNP Gateway, LAurO) and is returned to the CLEC without manual intervention.

Fully Mechanized: There are two types of"Rejects" in the Fully Mechanized category:

• A Fatal Reject occurs when a CLEC attempts to electronically submit an LSR but required fields are nol populated
correctly and the request is returned to the CLEC.

Fatal rejects tire reported in tI sepafflte column, (II/djor Injormtltlolltllpurpous ONLY. They tire II0t cOllsldered In tIle
calculatloll ojtlle percent oftotal URI rejected or the toltl/ IIumber ojrejecled LSRs.

• An Auto Clarification is a valid LSR which is electronically submitted (via EDI or TAG), but is rejected from LAUrO
because it does not pass further edit checks for order accuracy. Auto Clarifications are returned without manual
intervention.

Partially Mechanized: A valid LSR which electronically submitted (via EDI or TAG), but cannot be processed
electronically due to a CLEC error and "falls out" for manual handling. It is then put into "clarification", and sent back to the
CLEC.

Total Mechanized: Combination of Fully Mechanized and Partially Mechanized rejects.

Cak:ulation:' , , '. ' .'. "
Average Reject Interval:
~[(Date &: Time ofService Request Rejection) - (Date & Time ofService Request Receipt») I (Total Number ofService
Requests Rejected in Reporting Period)

Reject Interval DIstribution:
[1:(Service Requests Rejected in "X" minutcslhoun) I (Total Number of Service Requests Rejected in Reporting Period)] X
100

Report Structure: . , ' ,,
• Fully Mechanized, Partially Mechanized, Total Mechanized
• CLEC Specific
• CLEC Aggregate
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BellSouth
Service Quality Measurements Plan

ORDERING - (0.10. LNP-Rejeet Interval Distribution & Average Reject Interval - Continued)

Level ot DluBregation:
• Reported in intervals:

0-4 minutes
'> 4-8 minutes
'> 8-) 2 minutes
'> 12-60 minutes

0-1 hours
> 1·8 hours
'> 8-24 hours
> 24 hours

• Product Reporting Levels
)0 LNP
» UNE Loop with LNP

• Geographic Scope
» Stale, Region

• Average Interval in Days
Retail Analo2/Bencbmark: '.'."

See Appendix D
'. .
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ORDERING - (LNP)

BedSouth
Service Quality Measurements Plan

ReportlMeasurement: .... :'. ': ,,'.-:' , .... "':". ...... ",'

0-11. LNP-Firm Order Confirmation Timeliness Interval Distribution & Firm Order Confirmation
Average Interval

Definition: ... '.........:... . ' .. ,.J" ';" .. ' »". '. ' ..' .. '" ....:.',. . ...

Interval for Retum ofa Firm Order ConfLrnlation (FOC Interval) is the average response time from receipt ora valid LSR to
disU'ibution ofa flrlTl order confirmation,

Exeluslons: . .' ",:' .;. ;: ·.';,1'',''· ::,. , . , '. ..... ".' '" " ,

• Rejected LSRs (Clarifications or Fatal Rejects)

• Order Activities of SST or the CLEC associated with interval or administrative use of local services (Record Orders, Test
Orders, etc.) where identifiable.

Business Rules: '. " ~ ,,- '. '.
.

. . " ...' . .

The Firm Order Contirmation interval is determined for ea<:h FOC'd LSR processed during the reporting period. The Finn
Order ConfirmatiOll interval is the elapsed time from when BST receives an LSR until that LSR is confirmed back to the
CLEe. B1apsed time for each LSR is accumulated for each reporting dimensions. The accumulated time for ea<:h reporting
dimension is then divided by the associated total number of orders completed to produce the Firm Order Confirmation
timeliness interval distribution.

• Mechanized: The elapsed time from receipt ofa valid LSR until the LSR is processed and appropriate service orders
are generated in SOCS without manual intervention.

• Partially Mecbanlzed: The elapsed time from receipt of an electronically submitted LSR which falls for manual
handling by the LCSC personnel until appropriate service orders are issued by a BST service representative via Direct
Order Entry (DOE) or Service Ol'l1er Negotiation Generation system (SONGS).

• Total Mechanized: Combination of Fully Mechanized and Partially Mechanized FOCs.

Calculation:
Average Reject Interval:
:!:[(Date & Time of Firm Order Confirmation) - (Date & Time ofService Request Receipt)]! (Total Number ofService
Requests Confirmed in Reporting Period)

FOC Interval Distribution:
:!:[(SCrvice Requests Confirmed in "X" minuteslhours in the Reporting Period) ! (Total Service Requests Confirmed in the
Reporting Period)] X 100

Report Structure:
• Fully Mechanized, Partially Mechanized, Total Mechanized
• CLEC Specific
• CLEe Aggregate
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BellSoutb
Service Quality Measurements Plan

ORDERING - (0-11. LNP-Firm Order Confirmation Timeliness Interval Distribution & Firm Order
Confirmation Average Interval-Continued)

Level or Disaggregation:· ...
• Reported in intervals

0-IS minutes
> 15-30 minuteS
> 30-45 minutes
> 45-60 minutes
> 60-90 minutes
> 90-120 minutes
>120-240 minutes
> 4-8 hours
> 8-12 hours
> 12-16 hours
> 16-20 hours
> 20-24 hours
> 24-48 hours
> 48 hours

• Product Reporting Levels
» LNP
» UNE Loop with LNP

• Geographic Scope
• State. Region

Retail Analog/Benchmark:.
See Appendix 0

.
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BellSoutb
Service Quality Measurements Plan

Provisioning Disaggregation

Product Reporting Levels

• Resale and Retail
,. Pots - Residence
,. Pots - Business
,. Design
,. PBX (Louisiana SQM)
,. CENTREX (Louisiana SQM)
,. ISDN (Louisiana SQM) (Note: ISDN included in POTS for Georgia Only)

• Unbundled Network Elements
,. UNE Design
,. UNE Non-Design
,. UNE 2 Wire Loop (Louisiana SQM)
,. UNE Loop Other (Louisiana SQM)
,. Unbundled Ports (Louisiana SQM)
,. Combos, Switching, Local Transport, DSL (under development)

• Trunks
,. Local Interconnection Trunks

• Georgraphic Scope
,. State, Region and further geographic disaggregation as required by State Commission Order (e.g.,

Metropolitan Service Area - MSA)

The following measure is the exception for all states:
Coordinated Customer Conversion
Hot Cut Timeliness (under development)

Which is disa~gated as follows:
UNE LOOPS with INP
UNE LOOPS without INP

1
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PROVISIONING

BellSoutb
Service Quality Measurements Plan

ReportlMeasurement:"···:·· ',. .. " ..,.."':.' ,.:.:, :.,.' ,
. , ..

p·t. Mean Held Order Interval" Distribution Intervals
Definition: .. ' .. ". .

When delays occur in completing CLEC orders, the average period that CLEC orders are held for BST reasons, pending
a delayed completion, should be no worse for d\e CLEC wilen compared to BST delayed orders. Calculation of tile
interval is the number of orders held and pending but not completed that have passed the currently committed due date.
The distribution interval is based on the number oforders held and pending but not completed over IS and 90 days.
(Orders reponed in tile >90 day interval are also included in the> I5 day interval)

Exeluslons: . .... ..., . . ....: .. .' ....... .

Order Activities of BST associated with internal or administrative use of local services.
Business Rules: ..... . .

'... .. . ' . '.' .

Mean Held Order lnterval: This metric is computed at tile close ofeach report period. The held order intetval is
established by first identil)iing all orders, at the close ofthe reporting interval, tIlat both have not been reponed as
completed in SOCS and have passed the currently committed due date for the order. For each such order, the number of
calendar days between the committed due date and the close of the reporting period is established and represents the held
order interval for that particular order. 11Ie held order interval is accumulated by the standard groupings, unless
otherwise noted, and the reason for the order being held. The total number ofdays accumulated in a category is then
divided by the number ofheld orders witllin the same category to produce the mean held order interval. The interval is
by calendar days with no exclusions for Holidays or Sundays.

CLEC Specific reporting is by type of held order (facilities, equipment, other), total number of orders held, and the total
and average days.

Held Order Distribution Interval: This measure provides data to report total days held and identifies these in
categories of> IS days and> 90 days. (orders counted in >90 days are also included in > IS days).

Caleulatlon: .

Mean Held Order Interval:
I:(Reporting Period Close Date - Committed Order Due Date) I (Number ofPast Due Orders Held and Pending and Past
The Committed Due Date).

Held Order Distribution Interval:
(# of Orders Held for ~90 days) I (Total II ofPast Due Orders Held and Pending But Not Completed) X 100
(II of Orders Held for;;>:1 5 days) I (To18111 ofPast Due Orders Held and Pending But Not Completed) X 100

Report Structure: .

• CLEC Specific
• CLEe Aggregate

• aST Aggregate
Level 01 Disamreptloa: ...

Circuit breakout < 10, > - 10
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BellSouth
Service Quality Measurements Plan

PROVISIONING - (pol. Mean Held Order Interval & Distribution Intervals - ContinUed)

ReVIsion Date: OS/) 5100 (lat)

Data Retained Relating to CLEC ExperleAee:, "" .. Data RetalDedRelatlnl! to BST Performance:

• Reponmonth • Report month

• CLEe Order Number and PON (PON) • BST Order Number

• Order Submission Date (TICKETJD) • Order Submission Date

• Committed Due Date (DO) • Committed Due Datc

• Service Type (CLASS_SVC_DESC) • Service Type

• Hold Reason • Hold Reason

• Totallinelcircuit count • Totallinelcircuit count

• Geographic Scope • Geographic Scope

NOTE: Code in parentheses is the corresponding header
found in the raw data file.

Retail Analog/Benchmark:" ' :> ' .. : ,

CLEC Residence Resale/SST Residence Retail
CLEC Business ResaleIBST Business Retail
CLEC Non-UNE DesignlBST Design
Interconnection Trunks-CLEe/lnterconnection Trunks - BST
UNEs-{Sce Appendix D)

, .
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PROVISIONING

BellSouth
Servi~e Quality Measurements Plan

Report/Measurement: .. '... ...... . ....
. '" .... -':

P-2. Average Jeopardy Notice Interval & Percentage ofOrden Given Jeopardy Notices
Definition: "i . . ... . ............ ".: .'..... ... .' ..

When BST can detenmne in advance that a committed due date is IR jeopardy tor facIlity delay, it will provide advance
notice to the CLEC.
The interval is from the dateltime the notice is released to the CLECIBST systems until Spm on the commitment date of
the order. The Percent ofOrders is the percentage of orders given jeopardy notices for facility delay in the count oforders
confirmed in the report period.

ExclusiollS: . . ..

• Orders held for CLEC end user reasons
• Orders submitted to BST through non-mechanized methods

Business Rules: .. ' ... .: c.··.· .. ' . .' ..... :' ...

When BST can determine in advance tbat a committed due date is in jeopardy for facility delay, it will provide advance
notice to the CLEe. The number ofcommitted orders in a report period is the number oforders that have a due date in tbe
reponing period.

Calculation:. ': ........... '." ... .,:"., .. .....-- ,..... :' ......

Average Jeopardy Interval:
I:[(Date and Time of Scheduled Due Date on Service Order) - (Date and Time of Jeopardy Notice)]/[Number of Orders
Notified ofJeopardy in Reporting Period).

Percent of Orders Given Jeopardy Notice:
I:[ (Number of Orders Given Jeopardy Notices in Reporting Period) I (Number of Orders Confirmed (due) in Reporting
Period)

Report Structure:
• CLEC Specific
• CLEC Aggregate
• BST Aggregate

Data Retained Relating to CLEC Experience: Data RetalnedRelatlng to BST Performance:
• Report month • Report month
• CLEe Order Number and PON • BST Order Number
• Date and Time Jeopardy Notice sent • Date and Time Jeopardy Notice sent
• Committed Due Date • Committed Due Date
• Service Type • Service Type

NOTE: Code in parentheses is the corresponding header
found in tbe raw data file.

Retail AnaloglBenehmark: ' . '.

See Appendix D
Revision Date: OSI2S(OO (tat)
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BellSolltb
Service Quality Measurements Plan

PROVISIONING

ReVISion Date: 05/15/00 (taf)

RepOrt/Measurement: . ' .... .
' ..

P·3. Percent Missed InstaUation Appointments
Definition: ., .. ,:'....... ,... "'...,......... ,...... :....... ,' .. , ...: .. . " ''', ' .. ,.' ....

"Percent missed Installation appointments" monitors the reliability of SST commitments with respect to committed due
dates to assure that CLECs can reliably quote expected due dates to their retail customer as compared to BST. This
measure is the percentage ortotal orders processed for which BST is unable to complete the service orders on the
committed due dates and reported for both BST and End User Misses•

EXclusions: ; ., . ". ...... . ': ....
.

• Canceled Service Orders
• Order Activities ofBST or the CLEC associated with internal or administrative use oflocal services (Record

Orders, Test Orders, etc.)
• Disconnect (D) & From (F) orders
• End User Misses on Interconnection Trunks

Business Rules: .. '. .. ......, .".' , .. ......., .:" .

Percent Missed Installation Appointments (PMI) is the percentage of total orders processed for wbich SST is unable to
complete the service orders on the confinned due dates. Missed Appointments caused by end-user reasons will be
included and reported separately. The "due date" is any time on the confirmed due date. Which means there cannot be a
cutoff time for commitments, as certain types oforders are requested to be worked after standard business hours. Also,
during Daylight Savings Time, field technicians are scheduled until9PM in some areas and the customer is offered a
greater range of intervals frorn which to select.

.Calculatlon:.··. ':"',>' ..... "...."::"'..::.:' ,:- .... ,.:.. .'.' ". : " ::; . .' . ".

Percent Missed Installation Appointments - 1: (Number of Orders Not Complete by committed Due Date in Reporting
Period) I (Number of Orders Confinned in Reporting) X 100

Report Structure:.,

• CLEC Specific
• CLEC Aggregate
• BST Aggregate

Report Explanation: .The difference between EndU~ MA and Total MA is the result of BST caused misses. Here,
Total MA is the total % oforders missed either by BST or CLEC end user. The End User MA represents the percentage
of orders missed by the CLEC or their end user.

Level of DuaggreE8tioa: . .

• Reported in categories of<I0 Iines/circuits; >. 10 lines/circuits
• DispatchlNo Dispatch

Data Retained Relating to CLEC Experience: Data Retained Relating to BST Performance:
• Report month • Report month
• CLEC Order Number and PON (PON) • BST Order Number
• Committed Due Date (DO) • Committed Due Date (DO)
• Completion Date (CMPLTN DO) • Completion Date (CMPLTN DO)
• Status Type • Status Type
• Status Notice Date • StalUS Notice Date
• Standard Order Activity • Standard Order Activity
• Geographic Scope • Geographic Scope

NOTE: Code in parentheses is the corresponding header
found in the raw data file.

Retail AnaloglBendlmark: . . . . ..... .

CLEC Residence Resale/BST Residence Retail
CLEC Business Resale/BST Business Retail
CLEC Non-UNE Design/BST Design
Interconnection Trunks-CLECnnterconnection Trunks - BST
UNEs-(See Appendix D)

- .
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PROVISIONING

BellSouth
Service Quality Measuremeots Plan

ReportJMeasuremeJIt:c " ., ",,', ....,.., .... " . ." " , >.'" : .
P-4. Average Completion Interval (OCI) & Order Completion Interval Distribution

Definition: ." ','., .." . ' ,."",
.~ . - , .;,""-: ., .', ,:.' '. '.:.', .: '::'-: . ..

The "average completion interval" measure momtors the interval oftime It takes SST to provide service for the CLEC or
its' own customers. The "Order Completion Interval Distribution" provides the percentages of orders completed within
certain time periods. This report measures how well BellSouth meets the interval offered to customers on services orders.

Exclusions: ' . ',:', . c,,', .. " " ',." ....... '.',:: ,.':'" ".: :."; ., '::":"'" ,.,' -,:"""., .." .,."

• Canceled Service Orders
• Order Activities of BST or the CLEC associated with internal or administrative use of local services (Record Orders,

Test Orders, etc.)

• Disconnect (D&:F) listing orders
• "L" Appointment coded orders (where the customer has requested a later than offered interval)

Business Rules: . '.
, .: .,' ,

The actual completion interval is determined for eaeh order processed during the reporting period. The completion interval
is the elapsed time from when SST issues a FOC orSOCS date time stamp receipt ofan order from the CLEC to BST's
actual order completion date. This includes all delays for BST's CLEClEnd Users. The clock starts when a valid order
number is assigned by SOCS and stops when the teehnician or system completes the order in SOCS. Elapsed time for each
order is accumulated for each reporting dimension. The accumulated time for each reporting dimension is then divided by
the associated total number oforders completed,

The interval breakout for ONE and Design is: 0·5 = 0-4.99,5·10 '" 5-9.99, 10-15 = 10-14.99, 15-20" 15-19.9920-25 ..
20-24.99.25-30'" 25-29.99, >- 30 .. 30 and greater.

Calculation: ..

Average Completion Interval:
E[(Completion Date &: Time) - (Order Issue Date &: Time) )1 1: (Count of Orders Completed in Reporting Period)

Order Completion Interval Distribution:
1: (Service Orders Completed in "X" days) 1(Total Service Orders Completed in Reporting Period) X 100

Repert Structure: .

• CLEC Specific
• CLEC Aggregate
• BST Aggregate

Level of Disaggreaation:

• ISDN Orders included in Non Design - GA Only
• DispatchINo Dispatch categories applicable to allieveis except trunks.
• Residence &: Business reported In day Intervals = 0,1,2.3,4,5,5+

• UNE and Design reported in day intervals = 0-5,5-10,10-15,15-20.20-25,25-30, > - 30

• All Levels are reported <10 Iinwcircuits; > = 10 line/circuits

6
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BellSouth
Service Quality Measurements Plan

PROVISIONING -
(p-4. Average Completion Interval (DCI) & Order Completion Interval Distribution - Continued)

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

• Report month • Report month
• CLEC Company Name • BST Order Number
• Order Number (PON) • Order Submission Date & Time
• Submission Date & Time (TICKET_ID) • Order Completion Date & Time
• Completion Date (CMPLTN_Dn • Service Type
• Service Type (CLASS_SVC_DESC) • Geographic Scope
• Geographic Scope

NOTE: Code in parentheses is the corresponding header
found in the raw data file.

Retail Analog/Benchmark:.. .. .' , .. .
CLEC Residence Resale I BST Residence Retail
CLEC Business Resale I BST Business Retail
CLEC Non-UNE Design I BST Design
Interconnection Trunks-CLEC 1Interconnection Trunks-BST
UNEs-(See Appendix D)

Revision Date: OS/15100 (taf)
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BeUSouth
Service Quality Measurements Plan

PROVISIONING

ReVISIon Date. 05/15/00 (taf)

Report/Measurement: . . , ........•. " . . ... ' .

P-S. Average Completion Notice Interval
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.

Exclusions:' . " . . ' c' ' , . , ' ..

• Non-mechanized Orders
• Cancelled Service Orders
• Order Activities of SST associated with internal or administrative use of local services.
• D&F orders

Business Rules: . . : . .." . " .' .

Measurement on interval ofcompletion date and time entered by a field technician on dispatched orders, and 5PM start
time on the due date for non-dispatched orders; to the release ofa notice to the CLECIBST of the completion status. The
field technician notifies the CLEC the work was complete and then he/she enters the completion time stamp infonnation
in hjs/her computer. This information switches through to the soes systems either completing the order or rejecting the
order to the Work Management Center (WMC). If the completion is rejected, it is manually corrected and then
completed by the WMC. The notice is returned on each individual order submitted and as the notice is sent
electronically, it can only be switched to those orders that were submitted by the CLEC electronically. The start time is
the completion stamp either by the field technician or the 5PM due date stamp; tile end time is the time stamp the notice
was submitted to the CLECIBST system.

Calculation:,' ....:' '.'.':' ,-, ......" . ',' , .

E (Date and Time ofNotice ofCompletion) - (Date and Time of Work Completion) 1(Number of Orders Completed in
Reporting Period)

Repo~t Structure:
• CLEC Specific
• CLEC Aggregate
• BST Aggregate

Level of DlsaegreRation: ..' ,
..

• Reporting intervals in Hours; 0-1,1-2,2.4,4-8,8-12, 12-24, > 24, plus Overall Average Hour Interval
• Reported in categories of <10 line/circuits; ,. = to line/cirCUits

Data Retained Relating to CLEC Experlenee: Data RetailledRelating to BST Perform8nee:
• Report month • Report month
• CLEC Order Number (so_nbr) • aST Order Nwnber (so_nbr)
• Work Completion Date (cmpltn_dt) • Work Completion Date (cmplln-dt)
• Work Completion Time • Work Completion Time
• Completion Notice Availability Date • Completion Notice Availability Date
• Completion Notice Availability Time • Completion Notice Availability Time
• Service Type • Service Type
• Geographic Scope • Geographic Scope

NOTE: Code in parentheses is the corresponding header NOTE: Code in parentheses is the corresponding header
found in the raw data file. found in the raw data file.

Retail Analoi/Belidlmark:.,., . . . . '
. . .

CLEC Residence ResaielBST Residence Retail
CLEC Business ResalelBST Business Retail
CLEC Non-UNE DesignlBST Design
Interconnection Trunks-CLECllnterconnection Trunks - BST
UNEs-(See Appendix D) ..

8
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PROVISIONING

BeIlSouth
Service Quality Measurements Plan

ReportlMeasurement: .•. . .... ': .. ',:,; . .. '

. . . ." .
P-6. Coordinated Customer Convenions

Definition: ' ..: .....' ."
... ',' ·..·.·,·r .. . ..... . " . . . ' .. :' ... .. .. .',-',.._-:' .... .' ..

This report measures the average time it takes aST to disconnect an unbundled loop from the BST switch and cross
connect it to a CLEC's equipment. This measurement applies to service orders with and without LNP, and wbere the
CLEC has requested SST to provide a coordinated cutover.

Exclusions: . ......</'.: ..:.,:: '>':' '.. ... , '.' ". :.:', .' ..

• Any order canceled by the CLEC will be excluded from this measurement.
• Delays due to CLEC following disconnection of the unbundled loop

• Unbundled Loops where there is no exisling subscriber loop and loops where coordination is not requested.
Business Rules: . .' . . . ' . . . .

Where the service order includes LNP, the inlerval includes the tolal time for the cutover including the translation time to
place the line back in service on the ported line. The interval is calculated for the entire cutover time for the service order
and then divided by items worked in that time to give the average per item interval for each service order.

Calculation: .. '.' ...... . ,. .• :: ::. :.i':.....'·:···,,·· .....·:;::· ....:. . ...:.,; ...... <., .•','.,;,;.\;:',•.: ....'. ;'.'.:\..... ,.

1: [(Completion Date and Time for Cross Connection of an Coordinaled Unbundled Loop)- (Disconnection Date and Time
.

ofan Coordinated Unbundled Loop)] 1Total Number ofUnbundled Loop with Coordinated Conversions (items) for the
reporting period,

Report Structure: .... . '0 . .. .

• CLEC Specific
• CLEC Aggregate

Level of Disaorellatlon:
Reported in intervals <=5 minutes; >5,<=15 minutes; >15 mlDules, plus Overall Average interval

Data Retained RelatiniE to CLEC Experience . DlitaRetained Relating. to SST Experience
• Report Month • No BST Analog Exists
• CLEC Order Number
• Committed Due Date (DO)
• Service Type (CLASS_SVC_DESC)
• Cutover Slart Time
• Cutover Completion time
• Portability start and completion times (lNP orders)
• Total Conversions (Items)

NOTE: Code in parentheses is the corresponding header
found in the raw d;ua file.

Retail AnaloglBencbmark: . .' : ...... . '. '.- .. . . . ' .
.",

Benchmark See Appendix 0

Revision Date: 05/15100 (tat)
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PROVISIONING

BellSouth
Service Quality Measurements Plan

Report/Measurement: ,,' . ....... . ... '"

P-6A. Coordinated Customer Conversions - Hot Cut Timeliness % within Interval and Average Interval
Definition: . '. . .. ' ." ..... , ............. ,....,.. '.:......,... '......... ..

,j" ~ '1:;·:', ",i .. :· . . ' .. :'. . ." ..: .~

This category measures whether BST begins the cutover of an unbundled loop on a time specific oider at the CLEC
requested time. It is measures the percentage of orders worked within IS minutes of the requested start time ofthe order
and the average interval.

Exclusions: .'
.. , ' .. ,', .. "', '," '-;:" .,' ." .< .. ,<.: .. ',. .

• Any order canceled by the CLEC will be excluded from this measurement.

• Delays caused by the CLEC

• Unbundled Loops where there is no existing subscriber loop and loops where coordination is not requested.

• All unbundled loops on multiple loop orders after the first loop.
Business RuleJ: " ...... . . . . '. . .... .

This report measures whether BST begins the cutover ofan unbundled loop on a coordinated andlor a time specific order
at the CLEC requested start time. The cut is considered on time if it starts 15 minutes before or after the requestlold start
time. Using the scheduled time and the actual cutover start time, the measurement will calculate the % within interval and
the average interval. Ifa cut involves multiple lines, the cut will be considered "on time" if the first line Is cut within the
interval.

Calculation: . . : '.' .. .". ,...... '.' '. '. ' .. , ..... ' . . . . . ,'.:- ..:....... '. . :.' . " ... :.. ".

% within Interval-:. trotal Number ofCoordinated Unbundled Loop Orders for the interval] I Total Number of
Coordinated Unbundled Loop Orders for the reporting period X 100.

Average Interval· [1: (Scheduled Date and Time for Cross Connection ofa Coordinated Unbundled Loop Order)-
(Actual Start Date and TIme ofa Coordinated Unbundled Loop Order )]1 Total Number ofCoordinated Unbundled Loop
Orders for the reporting period.

Report Structu re: . . . .

• CLEC Specific

• CLEC Aggregate
Level of Dlsauregatlon: .. ...... ' . . ." . . '. .

Reported in intervals, plus Overall Average Interval

• Product Reporting Level
~ SLl Time Specific
)0 SL2 Time Specific
~ Coordinated Cuts

Data Retained Relating to CLEC Experience Data Retained Relating to BST Experience .

• Report Month • No BST Analog Exists
• CLEC Order Number (so_nbr)

• Committed Due Date (DO)
• Service Type (CLASS_SVC_DESC)

• Cutover Scheduled Start Time

• Cutover Actual Start Time
• Total Conversions Orders

NOTE: Code in parentheses is the con-esponding header
found in the raw data file.

Retail Anallll!Benchmark: .... ' ..". :'.- .'.. ' '.. : .. .. ' ..

Benchmark 95% Within + or-IS minutes ofScheduled Start Time

Revision Date: 05116/00 (lat)
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PROVISIONING

BellSouth
Service Quality Measurements Plan

ReportlMeasurement:"·, '. '.' ., .. .. . ~.~,.>. .....: .' . ..... " .' . .'
.

P-7. "lG Provisioning Troubles witbin 30 days of Service Order Aetivlty
Definition: '. ..~ : ,' .....'". ::;'.\,> ".•'·C· : ', .. '... ' .': :" .," ,':',. '

.' '.. ,

Percent Provisioning Troubles within 30 days oflnstallation measures the quality and accuracy ofinstallation activities.
Exdusionl: .. '. " '. " 'c .. ·.,." ,'"

• Canceled Service Orders
• Order Activities ofaST or tile CLEC associated with internal or lldministrative use ofllX:al services

(R Orders, Test Orders, etc.)

• D& F orders
Business Rnles: '..' '.

Measures the quality and accuracy ofcompleted orders. The flTSttrouble report from a service order after completion is
counted in this measure. Subsequent trouble reports are measured in Repeat Report Rate. Reports are calculated searching in
the prior report period for completed ser\lice orders and following 30 days after completion of the service order for a trouble
report issue date.
D & F orders are exCluded as tllere is no subsequent activity following II disconnect.

Calculation: ". '.::" ." ..... . "" ....•........ ". .'.";' ,'.:,:':,(C,::',';.::'.,::,:",,(,.,.,:,:!," . ;..'~ : ....:./ "." ...:.... ,. . ,.~. ,""',

% ProVisioning Troubles within 30 days ofSmice Order Activity =t (Trouble reports on all completed orders S 30 days
following service order(s) completion) / (All Smice Orders completed in the report calendar month) X 100

.Report Structure::' :, . .

• CLEC Specific
• CLEC Aggregate
• BST Aggregate

Level of Disaggregation: .

• Reported in categories of <10 line/circuits; > =10 Iine/circuits
• Dispatcb I No Dispatcb

Data RetalDed Relating toCLEC Experlenee Data Retained Relatina to SST Experience
• Report Month • Report Month
• CLEC Order Number Bnd PON • BST Order Number
• Order Submission Date(TICKET_10) • Order Submission Date
• Order Submission Time (TICKET_ID) • Order Submission Time
• Status Type • Status Type
• Status Notice Date • Status Notice Date
• Standard Ordet Activity • Standard Order Activity
• Geographic Scope • Geographic Scope

NOTE: Code in parentheses is the corresponding
header found in the niw data file.

Retail Anldo&,Benchmark: .

CLEC Residence Resale 15ST Residence Retail
CLEC Business Resale JBST Business Retail
CLEC Non-UNE Design I eST Design
Interconnection Trunks-CLl~C 1Interconnection Trunks -BST
UNEs-(See Appendix D) .

Revision Date: 0$/15/00 (taO
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BellSouth
Service Quality Measurement! Plan

PROVISIONING

Report/Measurement: . '.. '. .' '. '. .'
P-8. Total Service Order Cyele Time (TSUCT)

Definition:. ... " .:.~, "C' "" '.' . ,:,... • ' : ......,' .::' ".,,'" .' ... " .. '. . ...

This report measures the total service order cycle time from receipt ofa valid service order request 10 the completion of the
service order.

Exclusions: ;' ... ' .' ·"'i: ) ",,''''',:",'':'<: .. ,' ."'" .', "', ".•..
• Canceled Service Orders
• Order Activities ofBST or the CLEC associated with internal or administrative use oflocal services

(Record Orders, Test Orders, etc.)
• D (Disconnect) and F (From) orders. (From is disconnect side ofa move order when the customer moves to anew

address).
• "L" Appointment coded orders (where the customer has requested a later than offered Interval)
• Orders with CLEClSubscriber caused delays or CLECfSubscriber requested due date changes.

Business RUles: '.' . -..,.'. """",:'.' ,.. " ;. ",,,:', ' ,.., '.. :'''-.,.,'' "f;·, .'.;: '.'.•..•,'.. ,. ..

The interval is detennined for each order processed during the reporting period. This measurement combines two reports:
FOC (Finn Order Confirmation) with Average Order Completion Interval.

This interval starts with the receipt ofa valid service order request and stops when the technician or system completes the
order in SOCS. Elapsed time for each order is accumulated for each reporting dimension. The accumulated time for each
reporting dimension is then divided by the associated total number oforders completed.

Calculation: . . ....> ..,":'.. .'. " . . .." ..,',....... . .'r .... '. .
Total Service Order Cycle Time

L(Completion Date and Time ofService Order) (SOCS H1ST·CD DATE) - (Date and Time of Service Request Receipt)
I (Count of Orders Completed in Reporting Period)

Report Sfructure: . . . . ..
• CLEC Specific
• CLEC Aggregate
• BST Aggre&ate

Level of Disaggregation:' . . ..' . .
• Reported in categories of< 10 line/circuits; > = 10 line/circuits
• DispakltlNo Dispatch categories applicable to all levels except trunks.
• Intervals 0-5, 5-10, 10-15, 15-20,20-25,25-30, > .. 30 Days

Data Retained ReI.tlnllo CLEC Experience D.taRetllined Rel.tina: to 1ST Experience
• Report Month • Report Month
• Interval for FOC • BST Order Number
• CLEC Company Name (OCN) • Order Submission Date & Time
• Order Number (PON) • Order Completion Date & Time
• Submission Date & Time (TICKET~ID) • Service Type
• Completion Date (CMPLTN_DT) • Geographic Scope
• Service Type (CLASS_SVC_DESC)
• Geographic Scope

NOTE: Code in parentheses is the corresponding
header found in the raw data file.

Retail AaaloglBenc:hm.rk ",' '.,
See AppendiX 0

....:. .."
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PROVISIONING

BellSouth
Service Quality Measurements Plan

ReportlMeasurement: ,,' ,
, '.', , ,

,,', ':, "

P-9. Service Order Accuracy GEORGIA ONLY
Definition: ' " ,

,', ' "
, , " ' ..

' . ,

The "service order accuracy" measurement measures the accuracy and completeness of BST service orders by comparing
what was ordered and what was completed.

Exclusions: .... . ,., , . .'. ' .. '

• Cancelled Service Orden
• Order Activities ofBST associated with internal or administrative use oflocal services

• D &. Forders
Business Rules: . . " .. . . . . ..

A manual sampling of service orders, completed during a monthly reporting period. is compared to the original account
profile and the order that the CLEC sent to BST. An order is "completed without error" ifall service attributes and
account detail changes (as detennined by comparing the original order) completely and accurately retlectthe activity
specified on the original order and any supplemental CLEC order.

Calculation: ,," .. ' ...;~.... .' .': .' .' .:.... ..... ;: .•/ " ...... ,:>,:~':::.: :.;: '::.:';-". :··f .,'.;'., '.' :." . ..... .

Percent Service Order Accuracy'" 1: (Orders Completed without Error) 11: (Orders Completed in Reporting Period) x 100
Report Structure:.' .. "'''';,;" .... ' '." '. '. ". . , .. ,'. ':.:" ..(:."::,':':"" .. '., .,' .'" ' ..:' ...

CLEC AfSregate
Level of Disalllreption: ",:, . "

' .
...

• Reported in categories of <10 line/circuits; > = 10 line/circuits
• Dispatch / No Dispatch

Data RetaliledRelatingto CLEC Experience Data Retained Relating to BST Experience

• Report Month • Being investigated at this time
• CLEC Order Number and PON
• Local Service Request (LSR)
• Order Submission Date
• Committed Due Date
• Service Type
• Standard Order Activity

Retail AnaloglBenchmal'k: ..

(Under Investigation)

Revision Date: 05125/00 (tat)
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PROVISIONING

BellSouth
Service Quality Measurements Plan

Report/Measurement:
P-IO. LNP-Pereent Missed IDlitallatloD Appointments

Definition: '. '.' :: ..... : ,,' .. ..

"Percent missed installation appointments" monitors the reliability ofBSTcommitments with respect to committed due
dates to assure that CLECs can reliably quote expected due dates to their retail customer as compared to SST. This
measure is the percentage of total orders processed for which BST is unable to complete the service orders on the
committed due dates and reported for bolh BST and End User Misses.

Exclusions: ". : .
" .. ' ...

• Canceled Service Orders
• Order Activities of BST or the CLEC associated with internal or administrative use of local services (Record Orders,

Test Orders, etc.) where identifiable.
Business Rules: .. .

Percent Missed Installation Appointments (PMI) is the percentage ot total 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 in a separate category. The "due date" is any time on the confirmed due date, which means there
cannot be a cutoff time for commitments as certain types of orders are requested to be worked after standard business
hours. Also, during Daylight Savin~ Time, field ~hnicians are scheduled unti19PM in some areas and the customer is
offered a greater range of intervals from which to select.

CalcUlation:. :. ..: ',',"';' :''''. '"" .: '.: .: ' ..
, ."." ::'''', "

."

Percent Missed Installation Appointments:
[ (Number ofOrders Not Completed by Committed Due Date in Reporting Period) I (Number of Orders Completed in
Reporting Period)] X 100 "

,Report Structure: ',,' , , .

• Mechanized (service orders generated by LSRs submitted via ED! or TAG)
• CLEC Specific
• CLEC Aggregate

Report expl&natlon: Total Missed Appointments is the total % oforders missed either by BST or the CLEC end user.
End User MA represents the percentage of orders missed by the CLEC end user. The difference between End User Missed
Appointments and Total Missed Appointments is the result of BST caused misses.

Level of Disaggregation:

• Product Reporting Levels
}- LNP
)- UNE Loop Associated wlLNP

• Geographic Scope
)- State, Region

Retail Analog/Benchmark: " .

See Appendix 0
ReviSIon Date: 05/15/00 (tat)

14
May, 2000



BeIlSouth
Service Quality Measurements Plan

PROVISIONING - (LNP)

ReVISIon Date: 0,-115100 (tat)

Report/Measurement.; "' ... , ,
" ',c' " '

, .... " .

P-ll. LNP-Average Disconnect Timeliness Interval & Disconnect TImeliness Interval Distribution
Definition: ,' ..c. '. ',c.' c; '. ...... ,.. '.",". '. .... . :'" ". .... • ': 'c',' '."'.' .. "'. . . :','

Disconneet Timeliness is defined as the interval between the time the LNP Gateway receives the 'Number Ported' message
from NPAC (signilYing the CLEC 'Activate') until the time that the Disconnect service order for an LSR is completed in
SOCS, This interval effectively measures BST responsiveness by isolating it from impacts that are caused by CLEC
related activities.

Exclusions; . . , .' :. :,' .. .' . ;. . ' . ' .' ",

• Canceled Service Orders
• Order Activities of BST or the CLEC associated with internal or admin istrative use of local services (Record Orders,

Test Orders, etc.) where identifiable.
Business Rules: '. : .' . . '.:., ,.:.,. ," .'

:'.

The Disconnect Timeliness interval is determined for each Disconnect service order processed on an LSR during the
reporting period. The Disconnect Timeliness interval is the elapsed time from when BST receives the 'Number Ported'
message for an LSR's disconnect order from NPAC (signifYing the CLEC 'Activate') until the Disconnect service order is
completed In SOCS. Elapsed time for each order is accumulated for each reporting dimension. The accumulated time for
each reporting dimension is then divided by the total number of selected disconnect orders which have been completed.

Caleulation ':':.< '. :·'i)c'::· .• '.:'.:;, ' •. ", " ... :•.•...• ,,,·C:'. ' ' .. ' .: , ," '. . ,

Average Disconned Timeliness Interval:
I:[ (Disconnect Service Order Completion Date.lt Time)· ('Number Ported' Message Received Date.lt Time)] I t
(Total Number ofDisconnect Service Orders Completed in Reporting Period)

Disconnect Timeliness Interval Distributloa:
[t (Disconnect Service Orders Completed in "X" days) I (Total Disconnect Service Orders Completed in Reporting
Period)] X 100

Report Structure: '; ." ... .. , . ,
. .'

• Mechanized (service orders generated by LSRs submitted via EO[ or TAG)
• CLEC Specific

• CLEC Aggregate
Level ofDlJauregation;

• Reported in day intervals - 0,1,2,3,4,5, >5 days
• Product Reporting LeveIs

» LNP
• Geographic Scope

» Stale, Region
Retail AlllIlol/Benebmark:

See AppendiX D ...
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PROVISIONING

BellSouth
Service Quality Measurements Plan

ReportlMeasurement: '., . '. " . , . . .' ,

poll. LNP-Total Service Order Cycle Time
~nnltlon: ...... : ..::.. ",., .. ' ,.' . " ':'y,'" ..... :.. . .

Total Service Order Cycle Time measures the mterval from receipt of a valid service order request to the completion ofthe
final service order associated with that service request.

Exclusions: :' .. '.' .
. , .. :' '.

• Canceled Service Orders

• Order Activities orBST or the CL.EC l!Ssociated with internal or administrative use oflocal services (Record Orders,
Test Orders, etc.) where identifiable

• "L." appointment coded orders (indicating the customer has requested a later than offered interval)

• "s" missed appointment coded orders (indicating subscriber missed reasons), except for USP" codes (indicating
subscriber prior due date requested).

.Business Rules: . .' .. , .:.' .

The interval is determined for each service request processed during the reporting period. This measurement combines
two reports: FOe (Firm Order Confirmation) with Average Order Completion Inlerval.

This interval starts with Ihe receipt of a valid service request and stops when the technician or system completes all the
related service orders for the LSR in soeS. Elapsed time for each service request is accumulated for each reporting
dimension. The accumulated time for each reporting dimension is then divided by the associated tolal number ofservice
requests completed to produce the total service order cycle time.

Calculation:'. . : ".'.,:·."c, .:., .;.'. '."
." . . ...... ', .

Average Total Service Order Cycle Time:
1:[ (Service Order Completion Date & Time) • (Service Request Receipt Date & Time) ]/1: (Total Number Service
Requests Completed in Reporting Period)

Total Service Order Cycle Time Interval Distribution:
1: (Tolal Number ofService Requests Completed in "X" minuteslhours) 1(Total Number of Service Requests Received in
Reporting Period)] X 100

Report Structure: ". '. .. ......
• Mechanized (service orders generated by L.SRs submitted via EDI or TAG)

• CLEC Specific
• CLEC Aggregate
• "W" Appointment Code Only (Company Offered)

Level of Dlsa2Jlregation:

• Reported in day intervals 0.5,5. 10, 10· IS, 15·20.20·25,25·30, >30 days

• Product Reporting Levels
}> L.NP
}> UNE Loop with LNP

• Geographic Scope
}> State, ReR.ioR

Retail AnaloglBenchmark: . '. '.. .. ,.' " ..

See Ap~ndix 0

Revision Date: 02/16100 (lat)
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BellSouth
Service Quality Measurements Plan

Maintenance and Repair Level of Disaggregation

Product Reporting Levels

• Resale I Retail
» Pots - Residence
l>- Pots - Business
» Design
» PBX (Louisiana SQM)
» CENTREX (Louisiana SQM)
» ISDN (Louisiana SQM) (Note: ISDN Trouble included in POTS for Georgia Only)

• Unbundled Network Elements
» UNEDesign
» ONE Non-Design
l>- ONE 2 Wire Loop (Louisiana SQM)
» ONE Loop Other (Louisiana SQM)
» Unbundled Ports (Louisiana SQM)
» ONE Other Non-Design
» Combos, Switching, Local Transport, DSL (under development)

• Trunks
» Local Interconne<:tion Trunks

• Dispatch/No Dispatch categories applicable to all levels

• Geographic Scope
» State, Region and further geographic disaggregation as required by State Commission Order

(e.g., Metropolitan Service Area - MSA)

I
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BeUSoutb
Service Quality Measurements Plan

MAINTENANCE & REPAIR

ReVISIon Date. 05/15/00 (see)

ReportlMeasurementl';' >c· •. ·,·-· ..,;··:::.· .:. ':',<.:. ,"" :.... '. . ".:
..... ,.,. ". "

. .....

M&R-l. Missed Repair Appointments
Definition: " ,: :., 'c' .•' ':-,. "',";:V', ': " ...;, ,.i"',.: .' ..

':. ,~ :: ,: ,
.' ,

The percent of trouble reports not cleared by the committed date and time.
Exclusions: ' ".' .:.,,:. '.',,, ,",.;.', Co':::,:, ',. ',": '.:'.<':•."'.:" , :.:,. ·c '::"":',' •. ;.':: ".' ,:.'

"
. '.

• Trouble tickets canceled at the CLEC request.
• BST trouble reports associated with internal or administrative service.
• Customer Provided Equipment (CPE) troubles or CLEC Equipment Trouble.

Business Rules: " " ". '. .. . .. '. :,·c·":;;' .. ". ;.' '.>, . .:" '.;" .:>.. .

The negotiated commitment date and time is established when the repair report IS received. The cleared time is the date
and time that BST personnel clear the trouble and closes the trouble report in hislher Computer Access Terminal (CA1)
or workstation. Ifthis is after the Commitment time, the report is flagged as a "Missed Commitment" or a missed repair
appointment. When the data for this measure is collected for BST and a CLEC, it can be used to compare the percentage
of the time repair appointments are missed due to aST reasons. (No access reports are not part of this measure because
they are not a missed appointment.)

Note: Appointment intervals vary with force availability in the POTS environment. Specials and Trunk intervals are
standard interval appointments ofno greater than 24 hours.

Calculation: . ,'. :."'.' .:. .. ... , . .: .... ,. .
•• or

.'

Percentage ofmissed Repair Appointments = k (Count of Customer Troubles Not Cleared by the Quoted Commitment
Date and Time) 1k (Total Trouble reports closed in Reponing Period) X 100

Report Structure:
• CLEC Specific
• CLEC Aggregate
• BST Aggregate

Data Retained Relating to CLEC Experlenee: Data Retained Relating to BST Performance:
• Report month • Report month
• CLEC Company Name • BST Company Code
• Submission Date &. Time (TICKET_10) • Submission Date &. Time
• Completion Date (CMPLTN_DT) • Completion Date
• Service Type (CLASS_SVC_DESC) • Service Type
• Disposition and Cause (CAUSE_CD &. • Disposition and Cause (Non-Design /Non-Special Only)

CAUSE_DESC) • Trouble Code (Design and Trunking Services)
• Geographic: Scope • Geographic Scope

NOTE: Code in parentheses is the corresponding
header found in the raw data tile.

Retail AnaloWBenehmark: .. .: . . .

CLEC Residence Resale/SST Residence Retail
CLEC Business ResaleIBST Business Retail
CLEC Design-Resale/BST Design-Retail
CLEC PBX, Centrex, and ISDN Resale/SST PBX, Centrex, and ISDN Retail
CLEC Trunking-Resale 1BST Trunking-Retail
UNEs.(See Appendix OJ ..

2
May, 2000



! ..

MAlNTENANCE & REPAIR

BellSouth
Service Quality Measurements Plan

ReportiMeBlIurement: . . . . " .. . ." ."

M&R-l. Customer Trouble Report Rate
Defmitlon: '. . "'. . , .. . .' .'

Initial and repeated customer direct or referred troubles reported within a calendar month per 100 lines/circuits in
service.

Exclusions: . '
.. ." ... , . ......, .... < ............... '.' ..

• Trouble tickets canceled at the CLEC request.
• BST trouble reports associated with internal or administrative service.
• Customer Provided Equipment (CPE) troubles or CLEC Equipment Trouble.

Business Rules: .' . .. .

Customer Trouble Report Rate is computed by accumulating the number ofmaintenance initial and repeated trouble
reports during the reporting period. The resulting number of trouble reports are divided by the total "number ofservice"
lines, ports or combination that exist for the CLECs and BST respectively at the end ofthe report month.

Caleulation: .' ',,:".: . . .' . ,.. • ,. .'.' " .....:.. .... ... ::-,,, ·:·~,,:·..i." . .. .. . .. ' .. .

Customer Trouble Report Rate - (Count of Initial and Repeated Trouble Reports in the Current Period) I (Number of
Service Access Lines in service at End of the Report Period) X 100

Report Structure:' .

• CLEC Specific
• CLEC Aggregate
• BST Aggregate

Data Retained Relating to CLEC Experience: Data Ret.ined Relating to BST Performance:

• Report month • Report month
• CLEC Company Name • BST Company Code
• Ticket Submission Date & Time (TlCKET_ID) • Ticket Submission Date & Time
• Ticket Completion Date (CMPLTN_DT) • Ticket Completion Date
• Service Type (CLASS_SVC_DESC) • Service Type
• Disposition and Cause (CAUSE_CD & • Disposition and Cause (Non-Design /Non-Special Only)

CAUSE_DESC) • Trouble Code (Design and Trunking Services)
• # Service Access Lines in Service at the end of • # Service Access Lines in Service at the end of period

period • Geographic Scope
• Geographic Scope

NOTE: Code in parentheses is the corresponding
header found in the raw data file.

Retail Analo&lBenchmlrk:.. ·· ." . . . . . . . . ....

CLEC Resi~ce ResalefBST Residence Retail
CLEC Business ResaleIBST Business Retail
CLEC Design.ResalelBST Design-Retail
CLEC PBX, Centrex, and ISDN ResalefBST PBX, Centrex, and ISDN Retail
CLEC Trunking-Resale I eST Trunking-Retail
UNEs-{See Appendix D)

Revision Date: 02122/00 (see)
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BeIlSouth
Service Quality Measurements Plan

MAINTENANCE & REPAIR

ReVISIon Date: 05125100 (see)

Report/Measurement: . ,'. ,.. .

M&R-3. Maintenance Average Duration
Definition: .. ' ,,' ., .... :..... , ...',-... ' ........ '.", ..

.... : ...... ,

The Average duration ofCustomer Trouble Reports from the receipt ofthe Customer Trouble Repon to the time the
trouble report is cleared.

Exclusions:.. . .'.."'.,,: ,,~. : .. ".' ...... . ....... . . '. ....

• Trouble tickets canceled at the CLEC request.

• BST trouble reports associated with internal or administrative service.
• Customer Provided Equipment (CPE) troubles or CLEC Equipment Trouble.
• Trouble reports greater than 10 days

Business Rules: '. :.'" " ...... ' . ..... . :" :., . ..... ' ..•......

For Average Duration the clock starts on the date and time of lhe receipt of a correct repair request. The clock stops on
the date and lime the service is restored and the BST or CLEC customer is notified (when lhe technician completes the
trouble ticket on hislher CAT or work systems).

Calculation: . .

Maintellllllcc Average Duration '= I(Date and Time ofService Restoration) -(Date and Time Trouble Ticket was
Opened) 1t(Total Closed Troubles in the reponing period)

Report Structure: •. ' '..' .. ,- ,.... ..

• CLEC Specific
• CLEC Aggregate
• SST Aggregate

Data Retained Relating to CLEC Experieoce: ,Data Retained Relating to BST Performance:,

• Report month • Report month
• Total Tickets (LlNE_NBR) • Total Tickets
• CLEC Company Name • BST Company Code
• Ticket Submission Date & Time (TICKET_ID) • Ticket Submission Date
• Ticket Completion Date (CMPLTN_DT) • Ticket Submission Time
• Service Type (CLASS_SYC_DESC) • Ticket Completion Date
• Disposition and Cause (CAUSE_CD & • Ticket Completion Time

CAUSE_DESC) • Total Duration Time
• Geographic Scope • Service Type

• Disposition and Cause (Non-Design /Non-Special Only)
NOTE: Cede in parentheses is the corresponding • Trouble Code (Design and Trunking Services)

header found in the raw data file. • Geographic Scope
Retail Analog/Bencbmark:' . . .. . .

CLEC Residence Resale/SST Residence Retail
CLEC Business Resale/BST Business Retail
CLEC Design-Resale/BST Design-Retail
CLEC PBX, Centrex, and ISDN ResalelBSi PBX, Centrex. and ISDN Retail
CLEC Trunking-Resale I BST Trunking-Rctail
UNEs-(See Appendix D) ..
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MAINTENANCE & REPAIR

BellSouth
Service Quality Measurements Plan

ReportlMeasurement:· .' ' .. . .... .:.; ,," "
.. ...... . :......

M&R-4. Percent Repeat Troubles within 30 Days
Definition: ',' .' .' ., .. .... :-. ,:.,":,~:.,,' . '," ".' c· "',' :,. .':' ,,,,: ' ,'. ".

Trouble repoJ1s on the same line/circuit as a previous trouble report received within 30 calendar days as a percent of total
trouble reported

Exclusions: ' ':. :.' " .. " '.',:, :L·· :, ... .'.'
'.: .. " "', ' .-

• Trouble tickets canceled at the CLEC request.
• BST trouble reports associated with internal or administrative service,
• Customer Provided Equipment (CPE) troubles or CLEC Equipment Trouble.

Business Rules: . ..'.... " , .
'. "',,, ". :".-:,:, :.' . .

Includes Customer trouble reports received within 30 days of an Original Customer trouble report
Calculation: r: .. : "

.. . ,. ,•.:.:. • ", " ::.,:•. """,':""~:,,. >.,',. . :",." ' " .

Percent Repeat Troubles within 30 Days - (Count ofCustomer Troubles where more than one trouble report was logged
for the same service line within a continuous 30 days) I (Total Trouble Reports Closed in Reporting Period) X 100

Report Structure: ..... .- ... " ',-. . .' . ,; ," ..... ' , .

• CLEC Spe<:itic
• CLEC Aggregate
• BST Aggregate

Data Retained RelatlllI to CLEC Experience: Data Retained ReJatinKto SST Performance: ..

• Report month • Report month

• Tolal Tickets (LlNE_NBR) • Total Tickets
• CLEe Company Name • BST Company Code
• Ticket Submission Date & Time (TICKET_ID) • Ticket Submission Date
• Ticket Completion Date (CMPLTN_DT) • Ticket Submission Time
• Tolal and Percent Repeat Trouble Reports within • Ticket CompletioD Date

30 Days (TOT_REPEAT) • Ticket CompletioD Time
• Service Type • Total and Percent Repeat Trouble Reports within 30 Days
• Disposition and Cause (CAUSE_CD & • Service Type

CAUSE_DESq • Disposition and Cause (Non-Design 1N0n-Special Only)
• Geographic Scope • Trouble Code (Design and Trunking Services)

• Geographic Scope
NOTE: Code in plII'Cnlheses is the corresponding

header found in the raw data tile.
Retail Analog/Benchmark: . . .

CLEC Residence ResalelBST Residence Retail
CLEC Business Resale/SST Business Retail
CLEC Design.ResaielBST Design-Retail
CLEC PBX, Centrex, and ISDN ResalelBST PBX, Centrex, and ISDN Retail
CLEC Trunking-Resale I BST Trunking-Retail
UNEs-(See Appendix D)

ReVISIOn Dale. 02122100 (see)
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MANTENANCE & REPAIR

BeliSouth
Service Quality Measurements Plan

Report/Measurement: ... ".

M&R-S. Out ofService (OOS) > 24 Hours
Definition: . .' ': . ." . :... .' .. ... ,

For Out of Service Troubles (no dial tone. cannot be called or cannot call out) the pertel1tage of Tolal OOS Troubles
cleared in excess of24 hours. (All design services are considered to be out ofservice).

Exclusions: . . , ::.. :;- ..::: ........... ..,:,'. '.".'" .. ': ,.

• Trouble Reports canceled at the CLEC request
• BST Trouble Reports associat~ with administrative service
• Customer Provided Equipment (CPE) Troubles or CLEC Equipment Troubles.

Bushlcss Rules: ''': . . ', .,' .. ':-', . . .......
Customer Trouble reports that are out of service and cleared in excess of24 hours. The clock begins when the trouble
report is created in LMOS and the trouble is counted if the elapsed time exceeds 24 hours.

Calculation: ... ':. ..:' .-:. . ':' ,'.".' ',:', . . ;:. .. . '. '." " ::.,.:
"

. .'....
OUl ofService (00S»24 hours -(Total Cleared Troubles ODS >24 Hours) I Total DOS Troubles in Reporting
Period) X 100

Report Structure: ,. .. . '.' . , . , : '.' .' '.' "

• CLEC Specific I
• BST Aggregate
• CLEe Aggregate

nata Retaine4.Relatine: to .CLEe Experience nata Retained Relating toBST Experience ..

• Report Month • Report Month
• Total Tickets • Total Tickets
• CLEe Company Name • BST Company Code
• Ticket Submission Date & Time (TICKET_ID) • Ticket Submission Date
• Ticket Completion Date (CMPLTN_DT • Ticket Submission time
• Percentage of Customer Troubles out of • Ticket Completion Date
• Service> 24 Hours (OOS>24]LAG) • Ticket Completion Time
• Service type (CLASS_SVC_DESC) • Percent ofCustomer Troubles out of Service> 24 Hours
• Disposition and Cause (CAUSE_CD & • Service type

CAUSE·DESC) • Disposition and Cause (Non - DesignfNon·Special only)
• Geographic Scope • Trouble Code (Design and Trunking Services)

• Geographic Scope
NOTE: Code in parentheses is the corresponding

header found In the raw data file.
Retail Analog/Benchmark:

CLEe Residence-Resale I BST Residence- Retail
CLEe Business- Resale I BST Business-Retail
CLEe Design-Resale (BST Design-Retail
CLEC PBX, Centrex and ISDN Resale I SST PBX, Centrex and ISDN Retail
CLEC Trunking-Resale fBST Trunking- Retail
UNEs - (See Appendix D)

Revision Date: 05/12100 (see)
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MAINTENANCE & REPAffi

BelISouth
Service Quality Measurements Plan

ReportlMeasurement:, '. . :;. ':.', .... .. ' ... .. . .

M&R·6. Average Answer Time - Repair Centers
Definition: . ' .. - " ... -: ...... :.

" ." .... ,: .'.' -..... '
.

',' '"

This measures the average time a customer is in Queue when calling a BellSouth Repair Center.
Exclusions: ...'.' . : . ".:,..:' ':'.' . .'

. .,......... . ........ .: .

None
Buslnea Rule.!l: . . .'.: ' .. ,'. . ." . .. ' . '. .....

The clock starts when a CLEC Representative or BellSouth customer makes a choice on the Repair Center's menu and is
put in queue for the next repair attendant. The clock stops when the repair attendant answers the call. (abandoned calls
are not included)

(NOTE: The Total Column is a combined SST Residence and Business number)
Level ofDisaggregation: . . .. . : ....• ..{{.c<. .' ........ : ..... :... ... .

Region. CLECIBST Service Centers and BST RepaIr Centers are regional•
Calculatlol:' '. ;':"." "'.; ..' " ....'c·~: . . '. ,..,...... , .-. .~. " ...,'.; .....•..... ' . ..

Average Answer Time for BST's Repair Centers - (Time BST Repair Attendant Answen Call) - (Time of entry into
queue until ACO Selection) I (Total number of calls by reporting period)

.Report Stl1letllre: ': '.0 ' .. . . . ..

• CLEe Aggregate
• BST Aggregate

nata Retained Relatine:to'CLEC Experience . I nata Retained Relating to 85T Experience
• CLEC Average Answer Time I • BST Average Answer Time

Retail AnaloglBenchmark:' .
For CLEC, Average Answer Times In UNE Center and BRMC are comparable to the Average Answer Times in the BST
Repair Centers.

Revision Date: 05125/00 (see)
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BellSouth
Service Quality MeBliurements Plan

BILLING

ReviSion Date. 05/03/00 (dg)

ReportlMeasurement: ... ·,'.
.

B-1. Invoice Aceuracy
Definition: " . ' .' ,::../ .::; .. , . '. . ....... ....' ". ,' ..:::,,'.... ... ". ,. ' . . .,

ThIs measure provides the percentage ofaccuracy or the billing invOIces rendered to CLECs dunng the current month.
Exclusions: . ., . .~,.."::<.i.:! .. , ,", ('..•..>,-, ...:.':",: ..:.. '::. :.':. ".' '.:', '. ", ::.' :,;c:T ." ,,;,: ,.:...... '..' • .r " .; .

Adjustments not reLated to billing errors (e.g., credits for service outage, special promotion credits, adjustments to satisfy
the customer)

Business Rules: . ·,.·7····,,'.':··· ..: .........: ...":" ... .' 0"";: '-.' .• ;' :.~. .: .,C. ..••..,......: :'. ..' "C

..
The accuracy ofbilling invoices delivered by BST to the CLEC must enable them to provide a degree of billing accuracy
comparative to 5ST bills rendered to retail customelS ofBST. CLEes request adjustments on bills determined to be
incorrect The BellSoulh Billing verification process includes manually analyzing a sample of local bills from each bill
period. The bill verification process draws from a mix ofdifferent customer billing options and tYPes ofservice. An
end-lo-end aUditing process is performed for new products and services. Internal measurements and controls are
maintained on all billing processes.

""C'alculation: . . .' .:.:' ...::: ...... '"7 .: ::~ .• .:;;'..... :. :-: .. /':''-';',,:: ..,::,:,... ......... ..... .." .. ' . . :.

Invoice Accuracy = (Total Bi\1ed Revenues l1unng current month}"=-(AOsolute Value of Billing Related Adjustments
during current monlh) I Total Billed Revenues during current month X 100

Report Structure: .' ... '.' .. , .'.
, ... , . . .

• CLEC Specific
• CLEC Aggregate .
• BST Aggregate

.Level ofDisaggregation:. . ", .-:. ..'

• Producl/ Invoice Type
> Resale
> UNE
> Inlerconnection

• Geographic Scope
> Region

Data Retained Relating to CLEe Experience: Data Retained Relating to BST Perrormance:·
• Report Month • Report month
• Invoice Type • Retail Type
• Total Billed Revenue Adjuslments > CRiS

> CABS
• Total Billed Revenue
• Billing Relaled Adjustmenls

Retail AnalortBenchmark: ..

CLEC Invoice Accuracy is comparable to BST Invoice Accuracy
See Appendix 0 ..

I
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BellSoutb
Service Quality Measurements Plan

BILLING

ReportlMeasurelPent: .
B-2. Mean Time to Deliver Invoices

Bill Distribution is calCulated as follows: CRIS BILLS-The number of workdays is reported for eRIS bills. This is
calculated by counting the Bill Period date as the first work day. Weekends and holidays are excluded when counting
workdays. JIN Bills are counted in the CRIS work day category for the purposes of the measurement since their billing
account number (Q account) is provided from the CRIS system.

CABS BILLS·The number of calendar days is reported for CABS bills. This is calculated by counting the day following
the Bill Period date as the first calendar day. Weekends and holidays are included when counting the calendar days.

Definition: '.' . '., c, '. ..•... ..... '.' . . ....... 0".,., .' . . ' '.. '.

E~c1usions: '..
Any invoices rejected due to formatting or content errors.

Business Rules: . . • .'
This report measures the mean interval for timeliness of billing records delivered to CLECs in an agreed upon format
CRIS-based invoices are measured in business days, and CABS-based invoices in calendar days.

Cilitulatlon:··. "'.. c··.'·;;.;· ..•. . .c,··' ,·· .... ·:c.•:, .. '/c•..· .", :"c",'.:>.,,·.....,:...,··," •. ·;,·.,··.,:· . ....;.; '.

MeaD Time To Deliver Invoices = t [(Invoice Transmission Date) - (Close Date ofScheduled Bill Cycle)] I (Count of
Invoices Transmitted in Reporting Period)

Report Structure: '. ",'
• CLEC Specific
• CLEC Aggregate
• aST Aggregare

LevelofDisauregation: . .

• Product I Invoice Type
» Resale
» UNE
» Interconnection

• Geographic Scope
» Region

Data Retained Relating to CLEC Experience: . Data Retained Relating to BST Performance:
• Report month
• Invoice Type
• Invoice Transmission Count
• Date of Scheduled Bi11 Close

• Report month
• Retail Type

» eRIS
» CABS

• Invoice Transmission Count
• Date of Scheduled Bill Close

Retail AnaloglBenchmBfIl.: .' . .. . . .
CRIS·based invoices will be released for delivery within six (6) business days.
CABS·based invoices will be released for delivery within eight (8) calendar days.
CLEe Average Delivery Intervals for both eros and CABS Invoices lUe camplUablc to BST Average delivery for both
syslems.
See Appendix 0

. Revision Date. OS((l3100 (dg)
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BelISouth
Service Quality Me8llurement3 Plan

BILLING

( g)

Report/Measurement: ,.

B-3. Usage Data Delivery Accuracy
Definition: .. .., ..:~"'.:',, :, '"'' _"";',:>:'i',:" :', " o ,,~. , ',:." ,,' " , '.

This measurement captures the percentage of recorded usage that is delivered error free and m an acceptable format 10
the appropriate Competitive Local Exchange Carrier (CLEC). These percentages will provide the necessary data for use
as a comparative measurement for BcllSouth performance. This measurement captures Data Delivery Accuracy rather
than the accuracy of the individual usage recording.

Excluslona: - ' " .'.
. . ,. , . . ~ .. " ..

None
Bpsiness Rules: .. , .

"
.

.

The accuracy of the data delivery of usage records delivered by BST to the CLEC must enable them to provide a degree
ofaccuracy comparative to BST bills rendered to their retail customers. If errors are detected in the delivery process,
they are investigated, evaluated and documented. Errors are corrected and the data retransmitted to the CLEC.

Calculation: ..
', ..., ": :'. :'. ,.' :-.. ,.. : -"": '-,', "

", , . ...
.' '.,':; ,..,., .'"'>'::"1 ,~:~..

Usaae Dala Delivery Accuracy - Z[(Total number ofusage data packs sent during current month) - (Total number of
usage data packs requiring retransmission during current month)) I (Total number ofusage data packs send during
curreDt maDtll) X 100

Report Structure: " , .

• CLEC Specific
• CLEC Aggregate
• BST Aggregate

Level of Dlsageregatlon:

• Geographic Scope
» Region

Dala Retailled Relating to CLEC Experience: Data Retained Relatint: to BST Performance:

• Report Monlh • Report month
• Record Type • Record Type

» BellSouth Recorded
» Non BellSouth Recorded

Retail Anlllol/Bencbmark: .- , . . . .- ' . ''- ..

CLEC Usage Dala Delivery Accuracy is comparable to aST Usage Data Delivery Accuracy
See Appendix D

ReVIsion Date: 0212l!TOO {d.
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BILLING

BeJISouth
Service Quality Measurements Plan

ReportlMeasurenient:' '....... '.: 'C'.' . ,. . .... " ..

B-4. Usage Data Delivery Completeness
Dennltlon: ..... ' ....' ... :;'. . :." . ...... .. ..... ."'•..•.. :.C'C'.' ., . ; .

This measurement provides percentage of complete and accurately recorded usage data (usage recorded by BellSouth
and usage recorded by other companies and sent to BST for billing) that is processed and transmitted to the CLEC within
thirty (30) days ofthe message recording date. A parity measure is also provided showing completeness ofBST
messages processed and uansmitted via CMOS. BellSouth delivers its own retail usage from recording location to
billing location via CMOS as well as delivering billing data to other companies. Timeliness, Completeness and Mean
Time to Deliver Usage measures are reported on the same report.

Exclusions: .. . '. . ' .' ,

None
Business Ru Ies: . . ,. .

.
The purpose ofthese measurements IS to demonstrate the level of quality of usage data delivered to the appropriate
CLEC. Method of delivery is at the option oflhe CLEC.

Calculation: .- . '.. .. ':':...."...,........ '.. ..... ,. ,'/.'." .. : ....., '....... "'.. '.. ,' . : .

Usage Data Delivery Completeness =1:[(Total number of Recorded usage records delivered during current month that
are within thirty (30) days of the message recording date) 11: (Total number of Recorded usage records delivered during
the current month) X IGO

.ReportStrudure:..,~:~c .. _i..'::;'"
,,-. : .... . . ..

,.

• CLEC Specific
• CLEC Aggregate
• BST Aggregate

Level of Dlsagereptioll:. '. , .

• Geographic Scope
)- Reaion

Data. Retliined Relating to CLEC Experience: .. Data Retained Relating to SST Performanlle: ,

• Report Month • Report month
• Record Type • Record Type

)- BellSouth Recorded
)- Non BellSoutb Recorded

Retail AnaloglBenchiilark::; '" . . . ". :" ..'.. ' .,'
CLEC Usage Data Delivery Completeness is comparable to aST Usage Dala Delivery Completeness
See Appendix 0

ReVISion Date. 02128/00 (dg)
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BILLING

BellSouth
Service Quality Measurements Plan

ReportlMeasurement: .'.
B-S. Usage Data Delivery Timeliness

Definition: , .., " ..
".

..... ".
This measurement provides a percentage ofrecorded usage data (usage recorded by BST and usage recorded by other
companies and sent to BST for billing) that is delivered to the appropriate CLEC within six (6) calendar days from the
receipt ofthe initial recording. A parity measure is also provided showing timeliness ofBST messages processed and
transmitted via CMDS. Timeliness, Completeness and Mean Time to Deliver Usage measures are reported on the same
report.

Exclusions: .....

None
Business Rules:

The purpose of this measurement is to demonstrate the level oftimeliness for processing and trallSmission ofusage data
delivered to the appropriate CLEC. The usage data will be mecbanically transmitted or mailed to the CLEC data
processing center once daily. Thll Timeliness interval ofusage recorded by other companies is measured from the date
SST receives the records to the date BST distributes to the CLEC. Method of delivery is at the option of the CLEC.

Calculation: , ".: ..... ...•. '. ": '~"." '-,~ ,'r . . ., .. , .... ' .
'" "'.. ' ..

.. ",1.
",,"

Usage Data Delivery Thnellness Current month = E(Total number of usage records sent within six (6) calendar days
from initial recording/receipt) f E(Tota! number ofusage records sent) X 100

Report Structure: ": . '.
.

•

• CLEC Aggregate
• CLEC Specific
• SST Aggregate

Level of Dlsaggrellation:

• Geographic Scope
)- Region

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

• Report Month • Report Monthly
• Record Type • Record Type

)- SellSouth Recorded
)- Non-SellSouth Recorded

Retail AnaloglBenchmark:' .

CLEC Usage Data Delivery Timeliness IS comparable to SST Usage Data Delivery Timeliness
See Appendix D

Revision date: 02128100 (dg)

~
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BellSouth
Service Quality Measurements pilln

BILLING

ReVISion Date: 05/03/00 (dg)

ReportIMeasuremeat.- .. ~. :" .. ..,' . . ., ..

B-6. Mean Time 10 Deliver Usage
Definition: .. :,"-. . , .. .. ' '.' . ' ..

This measurement provides the average time it takes to deliver Usage Records to a CLEC. A parity measure is also
provided showing timeliness of BST messages processed and transmitted via CMOS. Timeliness. Completeness and
Mean Time to Deliver Usage measures are reported on the same report.

Exclusions: " ,,'

: ',' , ....
None

Business Rules:
The purpose ofthis measurement is to demonstrate the average number ofdays it takes BST to deliver Usage data to the
appropriate CLEC. Usage data is mechanically transmitted or mailed to the CLEC data processing center once daily.
Method ofdelivery is at the option ofthe CLEC.

Calculation: . .... : ."". ',:. ... '.' . ,

Mean Time to Deliver Usaae =1: (Volume ofRecords Delivered X estimated number of days to deliver) 1Total
Record Volume Delivered.

.Report Structure:-· . '",:: ::,., .. ;".c· .. P'
" .. '.'.:' . ... '.' ,

" . ,

• CLEC Aggregate
• CLEC Specific
• BST Aggregate

Level 01DisaggregatiOn:" . . ..

• Geographic Scope
»Region

Data Retained Relating.to CLEC Experience: .Data Retained Relating to BST Perlormanee:

• Report Month • Report Monthly
• Record Type • Record Type

» BellSouth Recorded
» Non-BellSouth Recorded

Retaii AnaloglBenc:hmark:
Mean Time to Deliver Usage to CLEC is comparable to Mean Time to Deliver Usage to BST
See Appendix D ..
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BellSouth
Service Quality Measurements Plan

OPERATOR SERVICES AND DIRECTORY ASSISTANCE

ReportlMeasarement: ' 0: ' .'.' :', .:"". ' ..".:. ..:.... '.:"

OS-I. Speed to Answer PerformancefAverage Speed to Answer - Toll

Measurement ofthe average time in seconds calls wait before answered by a toll operator.

..

None

The clock starts when the customer enters the queue and the clock stops when a BellSouth representatIVe answers the
call or the customer abandons the call. The length of each call is determined by measuring, using a scanning technique.
and accumulating the elapsed time from the entry ofa customer call into the BellSoutb call management sYstem queue
until the customer call is transferred to BellSDUth personnel assigned to handle calls for assistance. The system makes
no distinction between CLEC customers and BST customers.

Cakulatloa: ... : ., ,.' '.
Total queue time + total calls answered

Report Structure:' '... '.",,,, .... '. " 'n.. ", . , :'"

. .'

'.' .....

.

..

• Reported for the aggregate of BST and eLECs
> State

Level or Dlsalllreptlon:.
• None

.: . . '. : . ..

Data Retained (on A&&regate Basis)::' .. ,,;: .. .,.,...........
• For the items below, BST's Performance Measurement Analysis Platform (PMAP) receives a final computation;

therefore, no raw data file is available in PMAP
• Month
• Call Type (foil)
• Average Speed of Answer

Retail AaaloglBenehmark:
Parity by Design
See Appendix 0

I
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BellSouth
Service Quality Measurements Plan

OPERATOR SERVICES AND DIRECfORY ASSISTANCE

ReportlMeasurement: ..... . .. ' ......... .. .....•: .... . .'

OS·2. Speed to Answer Perrormanc:eJPerunt Answered with "X" Sec:onds - Toll
Definition: . . .." .. ., . ...... : ......... ' ..... ' .. ':. ,'," . ., ' .. , '.'

Measurement of the percent of toll calls that are answered in less than 'X seconds. The number ofseconds represented
by "X" is thirty, except where a different regulatory benc:hmark has been set for the Average Speed to Answer by a State
Commission.

Exclusions: . . ' . . .

None
Business Rules: '. , .' .. . ,

The clock starts when the customer enters the queue and the clock stops when a BellSouth representative answers the
call or the customer abandons the call. The length ofeach call is determined by measuring, using B scanning technique,
and accumulating the elapsed time from the entry ofa customer call into the BellSouth call management system queue
until the customer call is transferred to BeliSouth personnel assigned to handle calls for assistance. The system makes
no distinction between CLEC customers and BST customers•

.Caltulatiou: '. ".
. , ....

"'... ' .. , . ., ... ;". : ':'" ... ,.."...-

The Percent Answered within "X" Seconds measurement for toll is derived by using the BeIlCore Statistical Answer
Conversion Tables, to convert the Average Speed to Answer measure into a percent ofcalls answered within "X"
seconds. The BeliCore Conversion Tables are specific to the defined parameters ofwork lime, number of operators,
max queue size and call abandonment rates.

Report Structure::; ;;', :.i,:·."',. ...... ,; .. .. ... c: ...... . ..

• Reported for the aggregate ofBST and CLECs
)- Stale

Level of Disaegretation: .

None
DataRetained (on Aggregate Basis): . . .. ..

• For the items below, BST's Performance Measurement Analysis Platform (PMAP) receives a final computation;
therefore, no raw data file is available in PMAP

• Month
• Call Type (Toll)
• Average Speed of Answer

Retail AnaloalBenchmark::. . . ...
Patity by Design
See Appendix D

Revision Date: OSI15100 (Ig)
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,(

BeUSouth
Service Quality Measurements Plan

OPERATOR SERVICES AND DIRECTORY ASSISTANCE

ReportfMeasurement: .. -' " . :. "',' .... . ,.... , ...... ' . . .

DA-I. Speed to Answer Performance/Average Speed to AlLlwer - Directory Assistance (DA)
Definition: ... :. ': ;....:". '"

''', . .

Measurement of the average time in seconds caUs wait before answered by a DA operator.
Exclusions: . . .... .

' . ...

None
Business Rule.: ..': ". '. <, . . ....... .

The clock starts when the customer enters the queue and the clock stops when a BellSouth representative answers the
call or the customer abandons the call. The length ofeach call is detennined by measuring, using a scanning technique,
and accumulating the elapsed time from the entry ofa customer call into the BellSouth call management system queue
until the customer call is transfem:d to BeIlSouth personnel assigned to handle caUs for assistance. The system makes
no distinction between CLEC customers and SST customers.

Caleulation: .' ..... : ....... . .. .:'. .

Total queue time + total calls answered
Report Structure: .... .

• Reported for the aggregate of BST and elECs
)> State

Level of Disanregatilin: . . . .

None
Data Retained (on AUreaateDul.) .

• For the items below, BST's Performance Measurement Analysis Platform (PMAP) receives a final computation;
therefore, no raw data file is available in PMAP

• Month
• Call Type (DA)
• Average Speed of Answer

Retail AnalO£lBeDcbmark :
Parity by Design
See Appendix D

Revision Date: 05112100 (tg)
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BellSouth
Service Quality Measurements Plan

OPERATOR SERVICES AND DIRECTORY ASSISTANCE

Report/Measurement:· '.. .. . ... '.',.. ' . . ' ...... .'

DA-2. Speed to Answer PerformancelPerc:ent Answered within "X" Seconds - Directory Assistance (DA)
DefinItion: .. ... '...:, '.. ' .. , . .'

Measurement of the percent of DA calls that are answered in less than "X" seconds. The number ofseconds represented
by "X" is twenty, except where a different regulatory benchmark has been set for the Average Speed to Answer by a
State Commission.

ExclusIons: . . ... : .... . . : .' .

None
Business Rules: . .

The clock starts when the customer enters the queue and the clock stops when a BellSouthrepresentative answers the
call or the customer abandons the call. The length of each call is determined by measuring, using a scanning technique,
and lK:cumulating the elapsed time from the entry ofa cuslomercall into the BellSouth call management system queue
until the customer call is transferred to BellSouth personnel assigned to handle calls for assistance. The system makes
no distinction between CLEC customers and BST customers•

Calculation: . ..: .. ..... :.... ''' ...... ...... ,.;..... . .. . ...
The Percent Answered within "X" Seconds measurement for DA is derived by using the BellCore Statistical Answer
Conversion Tables, to convert the Average Speed 10 Answer measure into a percent ofcalls answered within "X"
seconds. The BellCore Conversion Tables are specific to the defmed parameters of work time, number ofoperators,
mall: queue size and call abandonment rates.

Report Structure:<··'·:i'!;'''··.. ·,··,: •.:. "' .. : ..,"" '" . ' . .. " .
'.'

.. '.: . . ..

• Reported for the aggregate of BST and CLECs
)- State

Level of Disaggreptlou:" ; . .'

None
Data Retained (on Allllres;ate Basis) .' :

• For the items below, BST's Performance Measurement Analysis Platform (PMAP) receives a final computation;
therefore, no raw data file is available in PMAP.

• Month

• Call Type (DA)
• Average Speed of Answer

Retail Analo&IBenchmark '.

Parity by Design
See Appendix D

Revision Date: 05/15/00 (tg)
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E911

Be1ISouth
Service Quality Measurements Plal1

ReportlMellsurement: .

E-I. Timeliness
Definition: .,

.. ':"'" . . ,,' ... ' .. ',' , ".'
Measures the percent ofbalch orders for 1::911 database updates (to CLEC resale and BST retail records) processed
successfully within a 24-hour period.

Exclusions: ,", : .. . ,

• Any resale order canceled by a CLEC
• Facilities-based CLEC orders

Business Rules: . · '.
The 24-hour processing period is calculated based on tile date and time processing starts on the batch orders and the date
and time processing stops on the batch orders, Mechanical processing starts when SCC (BST's E911 vendor) receives
E911 files containing batch orders extracted from BST's Service Order Control System (SaCS), Processing stops when
SCC loads the individual records to the E911 database. The system makes no distinction between CLEC resale records
and aST retail records.

Calculation: ' .. ....•. ..'
, . · , ,,' .' .. . , .'

'....

E911 Timelines - 1: (Number ofbalch orders processed within 24 hours +Total number of batch orderssubmined) x 100
Report Structure: ".' "0.' ", ;',-

,.
• .",." ,:. ",':" ., , .. ' .. '.:

• Reported for the aggregate ofCLEC resale updates and BST relail updates
~ State
}> Region

Level of Disaggregation: .

None
Data Retained . , · .

• Report month
• Aggregate data

Retail Analog/Benchmark: ' .

Parity by Design
See Appendix 0

Revision Date: OS/IOIOO (tg)
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E911

BellSoutb
Service Quality Measurements Plan

Reporl/Measurement:
E-l. Accuracy

Definition: ' , :', "

, ,

Measures the percent of E91ltelephone number (TN) record updates (to CLEC resale and SST retail records) processed
successully for E911.

Exclusions: ;<, ' ,

• Any resale order canceled by a CLEC
• facilities-based CLEC orders

Business Rules:
Accuracy is based on the number ofrecords processed without error at the conclusion of the processing cycle.
Mechanical processing starts when sec (BST's E911 vendor) receives E911 files containing telephone number (TN)
records extracted from BST's Service Order Control System (SOCS). The system makes no distinction between CLEC
resale records and BST retail records.

Cll~ulation: '" " '" ' ' " ..
" "

,
,

E9 J I Accuracy =I: (Number ofrecord individual updates processed with no errors +Total number of individual record
updates) x 100

RepOrt Structure: ' .. ,
" ,,'

• Reported for the aggregate of CLEC resale updates and BST retail updates
) Slate
) Region

Level of Disaggregation:
None

Data Retained ' ' , '

• Report month
• Aggregate data

Retail Analcig/Bencbmark: ,

Parity by Design
See Appendix D

Revision Date: 05/1 0100 (tg)
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E911

BeIiSouth
Service Quality Measurements Plan

Report/Measurement: ..... .... " . ,,_~.;, c.:!, .' .... :J-.' ' . ..
E-3. Mean Interval

Defmltion: , .:'., ':"'., . . '.". ",: '.:::,.:':':,: . '.' .,.'.: ,: ". :,. .' .

Measures the mean interval processmg ofE911 batch orders (to update CLEC resale and aST retail records).
Exclusions: . ,': '. "', ,: '-::t ., ... ,..... :..:'."'.c::.·:· '."

, ,
... ' .,. . ..

.', ..

• Any resale order <:anceled by a CLEC
• Facilities-based CLEC orders

Business Rules: .. ... , ...... . ... , . ,. ':' .,..... '''.'.: .
The processing period is caleuillted based on the date and time processing starts on the Datch orders and the date and
time processing stops on the batch orders. Data is posted is 4-hour increments up to and beyond 24 hours. The system
makes no distinction between CLEC resale records and BST retail records.

Calculation: ... .. .'. ," .. ,c...

E911 Mean Interval =I: (Date and time ofbatch order completion - Date and time ofbBtch order submission) +
(Number ofbatch orders completed)

Report Structure: ::,i. ":" ;."', " -j .... i"" ' . ".,,~:;,.:.i·';,:."''.'>.''''''<'.' ,: <: ";. '. ..,. ' ..

• Reported for the aggregate ofCLEC resale updates and BST retail updates
> State
> Region

Level.of Disaggregation:, ,... .'. . '. . ... ' .

None
Data Retained· .' .. .

• Report month
• Aggregate data

Retail AnaloglBelu:hmark: '. .' .

Parity by Design
See Appendix 0

Revision Date: 05/15/00 (rg)
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BeIlSouth
Service Quality Measurements Plan

TRUNK GROUP PERFORMANCE

RellortJMeasurement:.· .' ' .. .
" .. .

.. '

TGP·1. Trunk Group Performance-Aggregate
Definition: . .. ' .:,: . '. .. ... . .' .... ... .. .

A report of aggregate blocking information for CLEC trunk groups lind BellSouth trunk groups.
Exclusions: .. . . '. ", .' ":: ' ... ..:..... ..... .. ' .

• Trunk Groups for which valid data is not available for an entire study period
• Duplicate trunk group information

Business Rules: ': . ' ". .
" .

• Aggregate blocking results are created using the statistical analysis package and are output into Excel with a
separate table for each geographic area.

• For each geographic area, plots are generated for; a) the mOllthly blocking by hour for each affecting group
(BellSouth or CLEe), and b) the difference between BellSouth blocking data and CLEe blocking data is calculated
and plotted.

• The TCBH blocking is calculated by determining the monthly averaging blocking for each hour for each trunk. The
hour with the highest usage is selected as the TeBH and the blocking for that hour is reported.

• Trunk Categorization: This report display, over a reporting cycle, aggregate, weighted average blocking data for
each hour of a day. Therefore, for each reporting cycle, 24 blocking datI points are generated for two aggregate
groups of selected trunk groups. These groups are CLEC affecting and BellSouth affecting trunk groups. In order
to assign trunk groups to each aggregate group, all trunk groups are first assigned to a category. Atrunk group's
end poinrs and the type oftraffic that is transmitted on it define a category. Selected categories of trunk groups are
ass igned to the aggregate groups so that trunk reports can be generated. The categories to which trunk groups have
been assigned for this report are as follows.

CLEC Affecting Caleg;orles:

~ ~

Category I: Bel1Soulh End Office BeIlSouth Access Tandem
Category 3: BeliSouth End Office CLECSwiteh
Category 4: BellSouth Local Tandem CLEC Switch
Category 5: BellSouth Access Tandem CLEC Switch
Category 10: BellSouth End Office BellSouth Local Tandem
Category [6: BellSouth Tandem BeIlSouth Tandem

BellSouth Affecting Categories:

~ Point B

Category 9: BellSouth End Office BellSouth End Office

I
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BellSouth
Service Quality Measurements Plan

TRUNK GROUP PERFORMANCE - (TGP-l. Trunk Group Performance-Aggregate..;,. Continued)

ReVISion Date: 51312000 (1m)

Calculation: ',' ': ',: " ' ," "
,

, ,

Monthly Weighted Averalle Blocking:
(Blocking data for each hour X number of valid measurement days within each week) / t (Total number of valid
measurement days within each week)

Example: ~ Week 2 Week 3 Week 4 Monthly
Hour

I Blocking 1% 0.5% 2% J.5% 1.8%
# Days 7 7 5 6

2 Blocking 0% 0% 0.2% 0.3% .1%
# Days 7 5 5 7

3 Blocking 1% 1% 0.5% 2% 1.1%
# Days 7 7 7 7

24 Blocking 1% 0.5% 2% 1.5% 1.2%
# Days 7 7 5 6

The monthly weighted average blocking for hour I for a particular trunk group is calculated as follows:
(\ x7\t«l,5x7\±(lxSltO $x 6) '" 1.&%

(7+7+S+6)

Aggregate Monthly Block/nil:
(Monthly weighted average blocking value for each trunk group) X (number of trunks within each trunk group) / I:
(number of trunks in the aggregate group)

Example:
Trunk Trunks in Blocking Blocking Blocking Blocking Blocking
QrQ!!I! Servke Hour I Hour 2 Hour 3 ~ ._._~_R"'~_"".""''''''''''''_' Hour 24

A 24 3% 0% 1% 0% 0%
B 144 2% 0% 10/. 0.5% 0.5%
C 528 0% 0.5% 1% 1% 1%
0 316 1% 0% 1% 0.1% 0%
E 940 1% 1% 4% 0% 0%

Ael!re2ate 0.8% 0.6% 2.4% 0.3% 0,3%

The monthly weighted average blocking for hour I is calculated as follows:
(3x24)+(2x144)+{Ox528l+<1 x316)+(Ix940) '" 0.8%

(24+ (44+528+316+940)

The purpose ofthe Trunk Group Perfonnance Report is to provide trunk blocking meaSurements on CLEC and BST trunk
Aroups for comparison only. [t is not the intent of the report that it be used for network manap;ement and/or enp;ineerine;.
Reoort Structure: ,

• CLEC Aggregate
)- Stare

Level of Dllal!l!R2lIdoo: .... , c' ., " c' .-'

Trunk GrouD
Dati Retained RelaUM to CLEe Exnerience': Data Retained Relatillll to BST Exner-Ienec ,

• Report Month
,

• Report Month
• Total Trunk Groups • Total Trunk Groups
• Number ofTrunk Groups by CLBC • Aggregate Hourly average blocking
• Hourly aVerB2e blocking per trunk IUOUP

RetaU Analol!/Benehmlrk: ", ""., " . -, ,.";',, " , '.," :" c· " , ' , ,:

Any 2 hour period in 24 bours where CLEe blockage exeeeds BST blockage by more then 0.5% • a miss using trunk
J!roups 1,3,4,5,10,16 for CLECs and 9 for SST. . .
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BellSouth
Service Quality Measurements Plan

TRUNK GROUP PERFORMANCE

ReportlMeasuremeut:· . .. '.': " . . ..

TGP~2. Trunk Group Perrormanc~LECSpecific
DefinllloD: . '........." 0" .'. ," , " .. " :'" . . "

A report of blocking inlormation for CLEC tnInk groups•
Exclusions: , , ' .' .·..i .. ,'. :.... .... ... .. . ".

• Trunk Groups for which valid data is not available for an enlire study period
• Duplicate trunk l!,toup information

Business Rules: . ; .. ,' . . .. ' .":' ',' , ...
• Aggregate blocking results are created using the statistical analysis package and are output into Excel with a

separate table for each geographic area.

• For each geogTllpbic area, plots are generated for the monthly blocking by hour.

• The TCBH blocking is calculated by determining the monthly averaging blocking for each hour fur each trunk. The
hour with the highest usage is selected as the TCBH and the blocking for that hour is reported.

• Trunk Categorization: This report display, over a reporting cycle, aggregate, weighted average blocking data for
each hour ofa day. Therefore, for each reporting cycle, 24 blocking data points are generated for CLEe trunk
groups. In order to assign trunk groups 10 the CLEC group, all tnInk groups are first assigned to a category. A
trunk group's end points and the type of traffic that is transmitted on it define a category. Selected categories of
trunk groups are assigned to the aggregate groups so that trunk reports can be generated. The categories to which
trunk groups have been assigned for this report are as follows:

CLEC Affecting Categories:

PoiotA fQ!!!!.!!

Category I: BelISouth End Office BelISouth Access Tandem
Category 3: BelISouth End Office CLECSwitch
Category 4: BelISouth Local Tandem CLEC Switch
Category 5: BellSouth Access Tandem CLEC Switch
Category 10: BeUSouth End Office BellSoutit Local Tandem
Category 16: BellSouth Tandem BellSouth Tandem
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BellSouth
Sen'ice Quality Measuremellts Plan

TRUNK GROUP PERFORMANCE -lIGP-2. Trunk Group Performance-CLEC Specific - Continued)

ReVISIon Date. 05/3/00 (tm)

Caleulation: .. .. ',' . ..
.

Monlhty Wei!:bted Average Blockin!::
(Blocking data for eacb hour X number of valid measurement days within each week) I:E (Total number of valid
measurement days within each week)

Example: Yillkl. bU ~ ~ Monlhlx
Hour

I Bloc;king 1% 0.5% 2% 1.5% 1.8%
# Days 7 7 5 6

2 Blocking 0% 0% 0.2% 0.3% .1%
# Days 7 5 5 7

3 Blocking 1% 1% 0.5% 2% 1.1%
II Days 7 7 7 7 5

24 Blocking 1% 0.5% 2% 1.5% 1.2%
II Days 7 7 5 6

The monthly weighted average blocking for hour I for a particular trunk group is calculated as follows:
(Ix~ 7)+«().Sx~ 7)±{2x4 5}+( I.Sx4 6) ~ 1.~%

(~ 7+~ 7+4 5+4 6)

Aggregate Monthly Blocking:
(Monthly weighted average blocking value for each trunk group) X (number oftrunks within each trunk group) 1:E
(number of trunks in the aggregate group)

Example:
Trunk Trunks in Blocking Blocking Blocking Blocking Blocking
QrQIul Service !::!Q!Itl Hour 2 Hour 3 !:!2Yr...4 n_..__._.MM_.·_•....~N_....• Hour 24

A 24 3% 0% 1% 00/. (lOA.
B 144 2% 0% 1% 0.5% 0.5%
C 528 00/0 0.5% 1% 1% 1%
0 316 10/0 0% 1% 0.1% 0%
E 940 1% 1% 4% 0% (lOA.

Al\gregate 0.8% 0.6% 2.4% 0.3% 0.3%

The monthly weighted average blocking for hour I is calculated as follows:
(3x24)+{2xl44}+(Ox528l+(]x316)+(]x940) = 0.8%

(24+144+528+316+940)

The purpose ofthe Trunk Group Performance Report is to provide trunk blocking measurements on CLEC and eST trunk
eroups for comll3rison onlv. It is not the intent of the report that it be used for network manae.ement and/or enl!ineerinl!.
ReDOrt Structure: . .

• CLEC Aggregate
• Trunk Groul)

Level of DII811.2Teutlon: , . " .

Trunk Groul)
Data Retained Relatin2 to CLEC Experience Data Retained Rfilatin2 to BSTExperience .

• Report Month • Report Month
• Total Trunk Groups • Total Trunk Groups
• Number ofTrunk Groups by CLEC • Aggregate Hourly average blocking
• Hourlv avera2e blockinl! ocr trunk e.rOUD

Retail AnalOluBenchmark: . '..... . .' ~,' ..... ,.. ' .'....... -: ., .: ~. ' .

Any 2 hour period in 24 hours where CLEC blockage exceeds BST blockage by more then 0.5% ~ a miss using lrunk
I!rouPS 1,3,4,5,10,16 for CLECs and 9 for BST. . .

4
May, 2000



BellSouth
Service Quality Me8llurernents Plan

TRUNK GROUP PERFORMANCE

ReportlMeasurement.: ".. :'. " ::' .' ....

TGP-3. Trunk Group Service Report
Definition: .,', ." .... : '.' '.' '.,'" .. '" . , , ,

A report of the percent blocking above the Measured Blocking Threshold (MBT) on all final trunk groups between
CLEC Points of Tennination and BST end offices or tandems.

Exclusions: , ' .' n .. ·; '. : . . ' .

• Trunk groups for which valid traffic data is not available
• High usc trunk groups

Business Rules: ' .

Traffic trunking data measurements are validated and processed by the Total Network Data Systerntrrunking
(lNDSrrK); a Telcordia (BellCore) supported application. on an hourly basis for Average Business Days (Monday
through Friday). The uaffic load sets, including offered load and observed blocking ratio (calls blocked divided by calls
attempted). are averaged for a 20 day period. and the busy hour is selected. The busy hour average data for each trunk
group is captured for reporting purposes. Although all trunk groups are available for reporting, the report highligbts
those trunk groups with blocking greater than the Measured Blocking Threshold (MBT) and the number ofconsecutive
monthly reports that the trunk group blocking has exceeded tbe MBT. The MBT for eTTG is 2% and the MBT for all
otber trunk groups is 3%.

Calculation: .' ..

Measured blocking =(Total number ofblocked calls) 1(Total number of attempted calls) X 100
ReportStrudnre::,',":· ,,",,' , . , .. . .

• BST Aggregate
» CTTa
» Local

• CLEe Aggregate
» BST Administered CLEe Trunk
» CLEC Administered CLEC Trunk

• CLEe Specific
» BST Administered CLEC Trunk
>- eLEe Administered CLEC Trunk

Level of Disaggregatloa:· .
State

Data Retained Relating to CLEC I!;xperlence: ' Data Retained Relating to BST Performance:
• Report month • Report month
• Total trunk groups • Total trunk groups
• Total trunk groups for'wbich data is available • Total trunk groups for wbich data is available
• Trunk groups with blocking greater than the MBT • Trunk groups with blocking greater than tbe MBT
• Percent of trunk g~ups with blocking greater than • Percent of trunk groups with blocking greater than

tbeMBT theMBT
Retail AnalOglBcucbm8rk: ," . . , c .

CLEC Trunk BlockagelBST Trunk BlOCkage
See Appendix 0 .

Revision Date: 021'28/00 (1m)
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BellSoutb
Senrice Quality Measuremenb Plan

TRUNK GROUP PERFORMANCE

Report/Measurement:::.. ... ' .. ,;"~" .'
:.. "'. "

.

TGP-4. Trunk Group Service Detail
Definition: "'-'<"'',':':''.:--' "::;"',-,,',,,':,,',, " " ',', ".' ..... ' , : .

A detailed list of all final trunk groups between CLEC Points of Presence and aST end otllces or tandems. and the
actual blocking performance when the blocking exceeds the Measured Blocking Threshold (MBT) for the trUnk groups.

Exclusion.: .. , . :'; ..... ' .' ..':.,,: .. . ': . ,

• Trunk groups for which valid traffIC data is not available

• High use trunk groups
Business Rules: ...

'.

Traffic trunklDg data measurements are validated and processed by the Total Network Data SystemlTrunking
(TNDS/TK); a Telcnrdla (BeIlCore) supported application. on an hourly basis for Avera~ Business Days (Monday
through Friday). The traffic load sets. including offered load and observed blocking ratio (calls blQCked divided by calls
attempted), are averaged for a 20 day period, and the busy hour is :relected. The busy hour average data for each trunk
group is captured for reporting purposes. Although all trunk groups are available for reporting, the report highlights
those trunk groups with blocking greater than the Measured Blocking Threshold (MBT) and the number ofconsecutive
monthly reports that the trunk group blocking has exceeded the MBT. The MBT for CTTG is 2% and the MBT for all
other trunk groups is 3%.

Calculation: .'. '. . ". '. . , .

Measured blocking - (Total number of blocked calls) 1(Total number ofattempted calls) X 100
Report Structure: :,,:.:' ' ..,. '"

,
'. ',' , .. ',. .....

• BST Specific/CLEC Specific,. Traffic Identity,. TGSN
)- Tandem
)- End Office
)- Description,. Observed Blocking
)- Busy Hour
» Number Trunks
» Valid study days
)- Number reports
)- Remarks

Level of Disaggregation: . . .

State
Data Retained Relating to CLEe Experience: . Data Retained Relating to BST Per£ormance:

• Report month • Report month
• Total trunk groups • Total trunk groups
• Total trunk groups for which data is available • Total trunk groups for which data is available
• Trunk groups with blocking greater than the MBT • Trunk groups with blocking grc:llter than the MBT
• Percent of trunk groups with blocking greater than • Percent of trunk groups with blocking greater than

theMBT !heMBT
• Traffic identify, TGSN, end pointS, description, busy • Traffic identify, TGSN, end points, description, busy

hour, valid study days, number reports hour, valid study days, number reports
Retail AnaloglBenchmark: :. ..., "":''-.,.' '.' " .' .. .' ..

CLEC Trunk BlockageIBST Blockage
See Appendix 0

Revision Datc; 0311 5100 (lm)
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COLLOCATION

BelISouth
Service Quality Measurements Plan

ReportJMelllurement: .... . ....
.

C-l. Average Response Time
Definition: . '. .

. . . .. . ..' ..: . . . .

Measures the average time (counted in business days) fi'om the receipt ofa complete and accurate collocation application
(including receipt ofapplication fees) to the date BeIlSouth responds in writing.

Exclusions: .. ..... " .•..' .. .'." ' .. . .,' .
..

. .

• Any application cancelled by the CLEC
Business Rules: ... . '':.' . '. '. .. ' .. .. ' , . .

The clock starts on the date that BST receives a complete and accurate collocation application accompanied by the
appropriate application fee. The clock stops on the date that aST returns a response. The clock will restan upon receipt
ofchanges to the original application request

Cak:ulatlon: ,.,

Average Response Time - E[(Rcquest Response Date) - (Request Submission Date)] I Count ofResponses Returned
within Reporting Period.

Report Structure: '''.. ' , . . ..

• Individual CLEC (alias) aggregate
• Aggregate ofall CLECs

Level of D1saggreptlon: . "
"

.

• Slate, Region and further geographie disaggregation as required by State Commission Orclcr
(e.g. Metropolitan Service Area - MSA)

• Virtual
• Physical
• Caged/Cageless (under development)

Data Retained· " . . .

• Report period
• Aggregate data

Retail AlUlloglBenchmark: , ' .

Sec Appendix 0

Revision Date: 0511 0/00 (tg)
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COLLOCATION

BeUSouth
Service Quality Measllrements Plan

Report!Measurement:' ...... .... . .. . . . ..

C-2. Average Arrangement Time
Definition: . . ..... . ' .'.

'.'
..' .

Measures the average time from the receipt ofa complete and accurate Bone Fide firm order (including receipt of
appropriate fee) to the date BST completes the collocation arrangement and notifies the CLEC.

Exclusions: ··c, .. , .... . . .

• Any Bona Fide flrlll order cancelled by the eLEC
• Time for BST to obtain permits
• Time during which the collocation contract is being negotiated

Business Rules: . .. ', '. ..... .' .
The clock starts on the date that BST receives a complete and accurate Bone Fide firm order accompanied by the
appropriate fee. The clock stops upon submission of the permit request and restarts upon receipt ofthe approved permit.
Changes (affecting the provisioning interval or capital expenditures) that are submitted while provisioning is in progress
may alter the completion date. The clock stops on the date that BST completes the collocation arrangement and notifies
the customer.

Calculation:
Average Arrangement Time =l:[(Date Collocation Arrangement is Complete) - (Dale Order for Collocalion
Arrangement Submitted)ll iotal Number ofCollocation Arrangements Completed during Reporting Period.

Report Structure:
• Individual CLEC (alias) aggregate
• Aggregate of all CLECs

Level of DisallllrClilation: . .. .

• State. Region and further geographic disaggregation as required by Stale Commission Order
(e.g. Metropolitan Service Area- MSA)

• Virtual
• Physical
• CagelCageless (under development)

Data Retained .

• Report period
• Aggregate data

Retail AnalO2lBenchmark:
See Appendix D

Revision Date: 0511 0/00 (Ig)
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COLLOCAnON

BellSouth
Service Quality Measurements Plan

ReportlMeasurement:' .' . ". .. ' . . . ..... ' ..
" .. .

"C-J. Percent of Due Dates Missed
Definition: '. . ." . ........ '. '. .' ...... " .:... .......' .

Measures the percent of missed due dates for collocation arrangements.
Exclusions: .' . . .. ' ,. :'.' .. " . .' ..,' .. . .

• Any Bona Fide firm order cancelled by the CLEe
• Time for SST to obtain permits
• Time during which the collocation contract is being negotiated

Business Rules; : .. . ..... '''' .. . .. '. '.' .' .
Percent Due Dates Missed is the percent of total collocation arrangements which aST is unable to complete by end of
the ILEe committed due date. The clock starts on the date that BST receives a complete and accurate Bona Fide finn
order IlCcompanied by the appropriate fee. The arrangement is considered a missed due date ifit is not completed on or
before the committed due date.

Calculation: ,,' .. ' . " ...... '. . . ".' ...• : . :." . .' . . .

% of Due Dates Missed '" E (Number ofOrders not completed wlllLEC Committed Due Date during Reporting Period)
1Number of Orders Completed in Reporting Period) X 100

Report StructuJ:ll:·· .' '.: "'-' ".:: . x:.. :' . .. " '" . '.' .
.

• Individual CLEC (alias) aggregate
• Aggregate of all CLECs

Level6f DisaUregilt!on:: '" . .,.,:. '. "." , .' '.' ", ..

• State, Region and further geographic disaggregation as required by State Commission Order
(e.g. Metropolitan Service Area - MSA)

• Virtual
• Physical
• CagelCageless (under development)

Data Retained . '
.

• Report period
• Aggregate data

Retail AnaloglBenclimark:
See Appendix D
< 10% Missed Due Dates

Revision Date: 05/10/00 (tg)
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Appendix A: Reporting Soope*

Standard Servi~e Groupings Pre-OrMr, Ordering
}> Residence Resale
}> Business Resale
}> Special
}> Local Interconnection Trunks
}> UNE
}> UNE Design
» UNE - Loops w/LNP

Provisioning
Resale and Retail

}> Pots - Residence
» Pots - Business
» Design
» PBX (Louisiana SQM)
» CENTREX (Louisiana SQM)
» ISDN (Louisiana SQM) (Note: ISDN included in POTS for Georgia Only)

unbundled Network Elements
» UNEDesign
» UNE Non-Design
);> UNE 2 Wire Loop (Louisiana SQM)
» UNE Loop Other (Louisiana SQM)
» Unbundled Ports (Louisiana 80M)
» Combos, Switching, Local Transport, OSL (under development)

Maintenance and Repair
Resale I Retail

» Pots - Residence
» Pots - Business
}> Design
);> PBX (Louisiana SQM)
);> CENTREX (Louisiana 8QM)
)0 ISDN (Louisiana 8QM) (Note: ISDN Trouble included in Non-Design

for Georgia Only)

Unbundled Network Elements
)0 UNE Design (Georgia and Regional SQM)
}> UNE Non-Design (Georgia and Regional SQM)
» UNE 2 Wire Loop (Louisiana SQM)
)0 UNE Loop Other (Louisiana SQM)
)0 Unbundled Ports (Louisiana SQM)
)0 UNE Other Non-Design
}> Combos, Switching, Local Transport, OS!.. (uoder development)
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Appendix A: Reporting Scope-

standard Service Groupings Maintenance and Repair/Provisioning
Trunks
~ocallnterconnection Trunks

Georgraphic Scope

» State, Region and further geographic disaggregation as required by Slate
Commission Order (e.g., Metropolitan Service Area - MSA)

Local Interconnection Trunk Group Blockage

» BST CTTG Trunk Groups
» CLEC Trunk Groups

Standard Service Order Activities

These are the generic BSTICLEC service
order activities which are included in the
Pre-Ordering, Ordering, and Pravisioning
sections ofIhis document. II is nol meant to
indicate specific repOJ'ting categories.

»New Service Installations
» Service Migrations Without Changes
» Service Migrations With Changes
» Move and Change Activities
»Service Disconnects (Unless noted otherwise)

Pre-Ordering Query Types:

Maintenance Query Types:

Report Levels

» Address
»Telephone Number
» Appointment Scheduling
»Customer Service Record
»Feature Availability

TAFI - ·Note TAFI Access the system list below:
» CRIS
» DLR
» LMOSupd
» March
» P~ictor

}> Oleth
}> LMOS
}> LNP
}> NIW
» OSPCM
}> soes

}> CLECRBSH
»CLECMSA
»CLEC State
,. CLEC Re~ion

»Ag~egate CLEe State
,. Aggregate CLEC Region
» BSTMSA
»BST State
»BST Region

• Scope is report. data source and system dependent, and, therefore. will differ with each report.
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Appendix B: Glossary of Acronyms and Terms

A ACD Automatic Call Distributor - A service that provides status monitoring of agents in a call
center and routes high volume incoming telephone calls to available agents while
collecting management information on both callers and attendants.

AGGREGATE Sum total ofall items in like category, e.g. CLEC aggregate equals the sum total ofaU
CLECs' data for 11 given reponing level.

ALEC Alternative Local Exchange Company"" FL CLEC

ASR Access Service Request - A request for access service terminating delivery of carrier
traffic into a Local Exchange Carrier's network.

ATLAS Application for Telephone Number Load Administration System - The BellSouth
Operations System used to administer the pool ofavailable telephone numbers and to
reserve selected numbers from the pool for use on pending service requests/service
orders.

ATLASTN ATLAS software contract for Telephone Number

AUTO The number of LSRs that were electronically rejected from LESOG and electronically
CLARIFICATlON returned to the CLEC for correction.

B BILLING The process and functions by which billing data is collected and by which account
information is processed in order to render accurate and timely billing.

BOCRIS Business Office Customer Record Information System· A front-end presentation
manager used by BellSouth organizations to access the CRIS database.

BRC Business Repair Center - The BeUSouth Business Systems trouble receipt center which
serves large business and CLEC customers.

BST BeIlSouth Telecommunications, Inc.

C CKTID A unique Identifier lor elemenls combined in a service configuration

CLEC Competitive Local Exchange Carrier

CLP Competitive Local Provider =NC CLEC

CMDS Centralized Message Distribution System - BellCore administered national system used
to transfer specially formatted messages among companies.

COFFI Central Office Feature File Interface· A BellSouth Operations System database which
maintains Universal Service omer Code (USOC) information based on I:urrent tariffs.

I
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Appendix B: Glossary of Acronyms and Ternu - Continued

e eOFlUsOe COFFI software contract for feature/service information

eRIS Customer Record Information System· The BellSouth proprietary corporate database
and billing system for non-access customers and services.

CRSACCTS CRIS software contract for CSR information

esa Customer Service Record

CTTG Common Transport Trunk Group - Final trunk groups between SST &
Independent end offices and the SST access tandems.

D DESIGN Design Service is defined lI!i any Special or Plain Old Telephone Service Order which
requires BellSouth Design Engineering Activities

DISPOSITION & Types of trouble conditions, e.g. No Trouble Found, Central Office Equipment,
CAUSE Customer Premises Equipment, etc.

DLETH Display Lengthy Trouble History· A history report that gives all activity on a line
record for trouble reports in LMOS

DLR Detail Line Record· All the basic information maintained on a line record in LMOS,
e.g. name, address, facilities, features etc.

DOE Direct Order Entry System· An internal BellSouth service order enlry system used by
BellSouth Service Representatives to input business service orders in BellSouth formal.

DOE (Direct Order Entry) Support Application - The BellSouth Operations System
DSAP which lI!isists a Service Representative or similar carrier agent in negotiating service

provisioning commitments for non-designed services and UNEs.

DSAPDDI DSAP software contract for schedule information

DSL Digital Subscriber Line

E E911 Provides callers access to the applicable emergency services bureau by
dialing a 3-digit universal telephone number.

ED! Electronic Data Interchange - The computer-ta-computer exchange of inter and/or intra
company business documents in a public standard format.

F FATAL REJECT The number of LSRs that were electronically rejected from LEO, which checks to see
of the LSR has all the required fields correctly populated

FLOW· In the context ofthi! document, LSRs submitted electronically via the CLEe
THROUGH mechanized ordering process that flow through to the BST OSS without manual or

liuman intervention.

FOC Firm Order Confirmation - A notification returned to the CLEC confirming that the
LSR hall been received and accepted, including the specified commitment date.

2
May, 2000



BeUSouth
Service Quality Measurements Plan

Appendix B: Glossary of AcronyDUI and Terms - Continued

G
H HAL "Hands Off' Assignment Logic· front end access and error resolution logic used in

interfacing BellSoulh Operations Systems such as ATLAS, BOCRIS, LMOS, PSIMS,
RSAG and soeS.

HALCRIS HAL software contract for CSR information
I ISDN Integrated Services Digital Network

IPC Interconnection Purchasing Center
K
L LCSC Local Carrier Service center - The BellSouth center which is dedicated to handling

CLEC LSRs, ASRs, and Preordering transactions along with associated expedite
requests and escalations.

LEGACY SYSTEM Term used to refer to BellSouth Operations Support Systems (see OSS)

LENS Local Exchange Negotiation System - The BellSouth LAN/web server/OS application
developed to provide both preordering and ordering electronic interface functions for
CLEes.

LEO Local Exchange Ordering· A BellSouth system which accepts the output of EDI,
applies edit and formatting checks, and reformats the Local Service Requests in
BellSoulh Service Order formal.

LESOG Local Exchange Service Order Generator - A BeIlSouth system which accepts the
service order output of LEO and enters the Service Order into the Service Order
Control System using terminal emulation technology.

LMOS Loop Maintenance Operations System - A BellSouth Operations System that stores the
assignment and selected account information for use by downstream OSS and
BellSouth personnel dUring provisioning and maintenance activities.

LMOSHOST LMOS host computer

LMOSupd LMOS updates

LNP Local Number Portability - In the context of this document, the capability for a
subscriber to retain his current telephone number as he transfers to a different local
service provider.

LOOPS Transmission paths from the central office to the customer premises.

LSR Local Service Request - A request for local resale service or unbundled network
elements from a CLEC.

M MAINTENANCE" The process and function by which trouble reports are passed to BellSouth and by
REPAIR which the related service problems are resolved.

MARCH A BellSouth Operations System which accepts 8ervi~e orders, interprets the coding
contained in the service order image. and constructs the specific switching system
Recent Change command messages for input into end office switches.
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Appendix B: Glossary of Acronyms and Terms - Contlnued

N NC "No Circuits" - All circuits busy announcement
0 OASIS Obtam Availability Services Infonnation System - A BeliSouth froot-end processor,

which aets as an interface between COFFI and RNS. This system takes the USOCs in
COFFI and translateS them to English for display in RNS.

OASISBSN OASIS software contract for featurclservice
OASISCAR OASIS software contract for feature/service
OASlSLPC OASIS software contract for feature/service
OASISMTN OASIS software contract for featurclservice
OASISNET OASIS software contract for feature/service
OASISOCP OASIS software contract for feature/service

ORDERING The process and functions by which resale services or unbundled network elements are
ordered from BellSouth as well as the process by which an LSR or ASR is placed with
BellSouth.

OSPCM Outside Plant Contract Management System - Provides Scheduling Infonnarion.

oss Operations Support System - A support system or database which is used to mechanize
the flow or perfonnance ofwork. The tenn is used to refer to the overall system
consisting ofhardware complex, computer operating system(s). and application which
is used to provide the support functions.

OUT OF SERVICE Customer has no dial tone and cannot call out.
p POTS Plain Old Telephone Service

PREDICTOR The BellSouth Operations system which is used to administer proactive maintenance
and rehabilitation activities on outside plant facilities. provide access to selected work
groups (e.g. RRC &. BRC) to Mechanized Loop Testing and switching system I/O
ports, and provide certain infonnation regarding the attributes and capabilities of
outside plant facilities.

PREORDERING The process and functions by which vital infonnation is obtained, verified, or validated
prior to placing a service request.

PROVISIONING The process and functions by which necessary work is perfonned to activate a service
requested via an LSR or ASR and to initiate the proper billing and accounting
functions.

PSIMS Product/Service Inventory Management System • A BellSouth database Operations
System which contains availability infonnation on switching system features and
capabilities and on BelISouth service availability. This databllSe is used to verify the
availability of a feature or service in an· NXX prior to making a commitment to the

.customer.

PSIMSORB PSIMS software contract for feature/service
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Appendix B: Glossary of Acronyms and Terms - Continued

Q
R RNS Regional Negotiation System· An internal BeIlSouth service order enllY system used

by BellSouth Consumer Services to input service orders in BellSouth formal.

Residence Repair Center - The BeIlSoulh Consumer Services trouble receipt center
RRC which serves residential customers.

Regional Street Address Guide - The BellSouth database, which contains street
RSAG addresses validated to be accurate with state and local governments.

RSAG software contract for address search

RSAGADDR RSAG software contract for telephone number search

RSAGTN
S SOCS Service Order Control System - The BellSoutb Operations System which routes

service order images among BellSouth drop points and BellSouth Operations Systems
during the service provisioning process.

SOIR Service Order Interface Record - any change effecting activity to a customer account
by service order that impacts 9111E911.

T TAFI Trouble AlllIlysis Facilitation Interface - The BellSouth Operations System that
supports trouble receipt center personnel in taking and handling customer trouble
reports.

TAG Telecommunications Access Gateway - TAG was designed to provide an electronic
interface, or machine-to-machine interface for the bi·directional flow ofinfonnation
between BellSouth's OSSs and participating CLECs.

TN Telephone Number

TOTAL MANUAL The number of LSRs which are entered electronically but require manual entering into
FALLOUT a service order generator.

U UNE Unbundled Network Element
V VSEEM Voluntary SelfEftectuatmg Enforcement Mechanism
W WTN A unique identifier for elements combined in a service configuration
X
y

Z
I: Sum of:
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Appendix C

BEL.L.SOUTH'S AUDIT POLICY:

BellSouth currently prOVides many ClECs with certain audit rights as a part of their individual
interconnection agreements. However. It is not reasonable for BeilSouth to undergo an audit of the
SaM for every CLEC with which it has a contract. BeIlSouth has developed a proposed Audit Plan
for u" by the parties to an audit. If requested by a Public SelVice Commission or by a ClEC
exercising contractual audit rights, BeilSouth will agree to undergo a comprehensive audit of the
aggregate level reports for both BeIlSouth and the CLEC{s) for each of the next five (5) years (2000
- 2005). to be conducted by an independent third party. The results of that audit will be made
available to all the parties subject to proper safeguards to protect proprietary infonnation. This
aggregate level audit includes the following specifications: .

1, The cost sllall be borne 50% by BellSouth and 50% by the CLEe or CLECs.

2. The independent third party auditor shall be selected with input from BeilSouth, the
PSC. if applicable, and the ClEC(s).

3. BeilSouth. the PSC and the ClEC(s) shall joinUy determine the scope of the audit.

BellSouth reselVes the right to make changes to this audit policy as growth and changes in the
Industry dictate.
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