
@ SELLSOUTH®
Georgia Performance Metrics

Data Retained

Provisioning

Relating to CLEC Experience Relating to BellSouth Performance

• Report Month • Report Month

• Interval for FOC • BellSouth 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

• Completion Notice Date and Time

• Service Type (CLASS_SYC_DESC)

• Geographic Scope

Note: Code in parentheses is the corresponding header found

in the raw data file

SQM Disaggregation - Analog/Benchmark

SQM LEVEL of Disaggregation SQM Analog/Benchmark

• Resale Residence • Diagnostic

• Resale Business

• Resale Design

• Resale PBX

• Resale Centrex

• Resale ISDN

• LNP (Standalone)

• INP (Standalone)

• 2W Analog Loop Design

• 2W Analog Loop Non-Design

• 2W Analog Loop With LNP Design

• 2W Analog Loop With LNP Non-Design

• UNE Switch Ports

• UNE Loop + Port Combinations

• UNE Combo Other

• UNE xDSL (HDSL, ADSL and UCL)

• UNE ISDN

• UNE Line Sharing

• UNE Other Design

• UNE Other Non -Design

• UNE Digital Loops < DS}

• UNE Digital Loops OS}

• Local Transport (Unbundled Interoffice Transport)

• Local Interconnection Trunks

SEEM Measure

SEEM Measure
~ier }

No ~ier II

~ier III

SEEM Analog/Benchmark

SEEM Disaggregation - Analog/Benchmark

SEEM Disaggregation
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P-11: Service Order Accuracy

Definition

Provisioning

The "service order accuracy" measurement measures the accuracy and completeness of a sample of BeliSouth service orders by

comparing what was ordered and what was completed.

Exclusions

• Cancelled Service Orders
• Order Activities of BeliSouth or the CLEC associated with internal or administrative use of local services (Record Orders, Listing

Orders, Test Orders, etc.)

• D & F orders

Business Rules

A statistically valid sample of service orders, completed during a monthly reporting period, is compared to the original account profile
and the order that the CLEC sent to BeliSouth. An order is "completed without error" if all service attributes and account detail
changes (as determined by comparing the original order) completely and accurately reflect the activity specified on the original order
and any supplemental CLEC order. For both small and large sample sizes, when a Service Request cannot be matched with a
corresponding Service Order, it will not be counted. For small sample sizes an effort will be made to replace the service request.

Calculation

Percent Service Order Accuracy = (a ~ b) X 100

• a = Orders Completed without Error
• b = Orders Completed in Reporting Period

Report Structure

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

Data Retained

Relating to CLEC Experience Relating to BellSouth Performance

• Report Month • No BeliSouth Analog Exist

• CLEC Order Number and PON

• Local Service Request (LSR)

• Order Submission Date

• Committed Due Date

• Service Type

• Standard Order Activity

SQM Disaggregation - Analog/Benchmark

SQM LEVEL of Disaggregation SQM Analog/Benchmark:

• Resale Residence • 95% Accurate

• Resale Business

• Resale Design (Specials)

• UNE Specials (Design)

• UNE (Non-Design)

• Local Interconnection Trunks
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Georgia Performance Metrics

SEEM Measure

SEEM Measure

Tier I

No Tier II

Tier III

SEEM Disaggregation - Analog/Benchmark

Provisioning

SEEM Disaggregation
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P-12: LNP-Percent Missed Installation Appointments

Definition

Provisioning

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

Exclusions

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

Orders, Test Orders, etc.) where identifiable

Business Rules

Percent Missed Installation Appointments (PM!) is the percentage of total orders processed for which BellSouth 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 first commitment date on the service order that is a missed appointment is the missed appointment code used
for calculation whether it is a BellSouth missed appointment or an End User missed appointment. 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.

Calculation

LNP Percent Missed Installation Appointments = (a -:- b) X 100

• a = Number of Orders with Completion date in Reporting Period past the Original Committed Due Date
• b = Number of Orders Completed in Reporting Period

Report Structure

• CLEC Specific
• CLEC Aggregate
• Geographic Scope

State/Region
• Report in Categories of <10 lines/circuits ~ 10 lines/circuits (except trunks)

Report explanation: Total Missed Appointments is the total percent of orders missed either by BellSouth 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 BellSouth caused misses.

Data Retained

Relating to CLEC Experience Relating to BellSouth Performance

• Report Month • Not Applicable

• CLEC Order Number and PON (PON)

• Committed Due Date (DD)

• Completion Date (CMPLTN DD)

• Status Type

• Status Notice Date

• Standard Order Activity

• Geographic Scope

Note: Code in parentheses is the corresponding header found
in the raw data file.
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SQM Disaggregation - Analog/Benchmark

SQM LEVEL of Disaggregation
• LNP

SEEM Measure

SQM Analog/Benchmark
• Retail Residence and Business (POTS)

Provisioning

SEEM Measure
Tier I X

Yes Tier II X

Tier III

SEEM Disaggregation - Analog/Benchmark

SEEM Disaggregation
• LNP

SEEM Analog/Benchmark
• 95% Due Dates Meta

aOue to data structure issues, Bel/South is using a benchmark comparison for SEEM rather than the Truncated Z as
stated in the Order.
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P-13: LNP-Average Disconnect Timeliness Interval & Disconnect
Timeliness Interval Distribution

Definition

Provisioning

Disconnect Timeliness is defined as the interval between the time ESI Number Manager receives the valid 'Number Ported' message
from NPAC (signitying the CLEC 'Activate') until the time the Disconnect is completed in the Central Office switch. This interval
effectively measures BeliSouth responsiveness by isolating it from impacts that are caused by CLEC related activities.

Exclusions

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

Orders, Test Orders, etc.) where identifiable

Business Rules

The Disconnect Timeliness interval is determined for each telephone number ported associated with a disconnect service order
processed on an LSR during the reporting period. The Disconnect Timeliness interval is the elapsed time from when BeliSouth
receives a valid 'Number Ported' message in ESI Number Manager (signitying the CLEC 'Activate') for each telephone number
ported until each telephone number on the service order is disconnected in the Central Office switch. Elapsed time for each ported
telephone number is accumulated for each reporting dimension. The accumulated time for each reporting dimension is then divided
by the total number of selected telephone numbers disconnected in the reporting period.

Calculation

Disconnect Timeliness Interval = (a - b)

• a = Completion Date and Time in Central Office switch for each number on disconnect order
• b = Valid 'Number Ported' message received date & time

Average Disconnect Timeliness Interval = (c -0- d)

• c = Sum of all Disconnect Timeliness Intervals
• d = Total Number of disconnected numbers completed in reporting period

Disconnect Timeliness Interval Distribution (for each interval) = (e -0- f) X 100

• e = Disconnected numbers completed in "X" days
• 1'= Total disconnect numbers completed in reporting period

Report Structure

• CLEC Specific
• CLEC Aggregate
• Geographic Scope

State, Region

Data Retained

Relating to CLEC Experience Relating to BellSouth Performance

• Order Number • Not Applicable

• Telephone Number/Circuit Number

• Committed Due Date

• Receipt Date/Time (ESI Number Manager)

• Date/Time of Recent Change Notice

SaM Disaggregation - Analog/Benchmark

I SQM LEVEL of Disaggregation
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SEEM Measure

SEEM Measure

iTier I X

Yes Tier II X

Tier III

SEEM Disaggregation - Analog/Benchmark

SEEM Disaggregation
• LNP Standalone

SEEM Analog/Benchmark
• 95% within 15 Minutes
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P-14: LNP-Total Service Order Cycle Time (TSOCT)

Definition

Provisioning

Total Service Order Cycle Time measures the interval from receipt of a valid service order request to the completion of the final

service order associated with that service request.

Exclusions

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

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 appointments), except for "SP" codes (indicating subscriber

prior due date requested) This would include "S" codes assigned to subsequent due date changes.

Business Rules

The interval is determined for each order processed during the reporting period. This measurement combines three reports: FOC

Timeliness, Average Order Completion Interval and Average Completion Notice Interval.

This interval starts with the receipt of a valid service order request and stops when a completion notice is sent to the CLEC Interface

(LENS, TAG OR EDI). 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 of orders completed. Orders that are worked on zero due dates are

calculated with a .33 day interval (8 hours) in order to report a portion of a day interval. These orders are issued and

worked/completed on the same day.

Reporting is by Fully Mechanized, Partially Mechanized and Non-Mechanized receipt of LSRs.

Calculation

Total Service Order Cycle Time = (a - b)

• a = Service Order Completion Notice Date
• b = Service Request Receipt Date

Average Total Service Order Cycle Time = (c -;- d)

• c = Sum of all Total Service Order Cycle Times
• d = Total Number Service Orders Completed in Reporting Period

Total Service Order Cycle Time Interval Distribution (for each interval) = (e -;- f) X 100

• e = Total Number of Service Orders Completed in "X" minutes/hours
• f = Total Number of Service Orders Received in Reporting Period

Report Structure

• CLEC Specific
• CLEC Aggregate
• Fully Mechanized; Partially Mechanized; Non-Mechanized

• Report in categories of <1 0 lines/circuits; 2: lines/circuits (except trunks)
• Intervals 0-5,5-10,10-15,15-20,20-25,25-30,2: 30 Days. The interval breakout is: 0-5 = 0-4.99,5-10 = 5-9.99,10-15 = 10-14.99,

15-20 = 15-19.99,20-25 = 20-24.99, 25-30 = 25-29.99, 2': 30 = 30 and greater.
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Data Retained

Provisioning

Relating to CLEC Experience Relating to BellSouth Performance

• Report Month • Not Applicable

• Interval for FOC

• CLEC Company Name (OCN)

• Order Number (PON)

• Submission Date & Time (TICKET_ID)

• Completion Date (CMPLTN_DT)

• Completion Notice Date and Time

• Service Type (CLASS_SVC_DESC)

• Geographic Scope

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

SQM Disaggregation - Analog/Benchmark

SQM Level of Disaggregation

• LNP

SEEM Measure

SQM Analog/Benchmark
• Dia nostic

SEEM Measure
Tier I

No Tier II

Tier III

SEEM Disaggregation - Analog/Benchmark

SEEM Disaggregation SEEM Analog/Benchmark
licable
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Georgia Performance Metrics Maintenance & Repair

Section 4: Maintenance & Repair

M&R-1: Missed Repair Appointments

Definition

The percent oftrouble reports not cleared by the committed date and time.

Exclusions

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

Business Rules

The negotiated commitment date and time is established when the repair report is received. The cleared time is the date and time that
BellSouth personnel clear the trouble and closes the trouble report in his/her Computer Access Terminal (CAT) or workstation. If this
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 BellSouth and a CLEC, it can be used to compare the percentage of the time repair appointments are missed
due to BellSouth 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 of no greater than 24 hours. Standalone LNP historical data is not available in the maintenance systems (LMOS or

WFA).

Calculation

Percentage of Missed Repair Appointments = (a -;- b) X 100

• a = Count of Customer Troubles Not Cleared by the Quoted Commitment Date and Time
• b = Total Trouble reports closed in Reporting Period

Report Structure

• Dispatch / Non-Dispatch
• CLEC Specific
• CLEC Aggregate
• BellSouth Aggregate

Data Retained

Relating to CLEC Experience Relating to BellSouth Performance

• Report Month Ie Report Month

• CLEC Company Name • BellSouth Company Code

• Submission Date & Time (TICKET_lD) • Submission Date & Time

• Completion Date (CMPLTN_DT) • Completion Date

• Service Type (CLASS_SVC_DESC) • Service Type

• Disposition and Cause (CAUSE_CD & CAUSE_DESC) • Disposition and Cause (Non-Design /Non-Special Only)

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

Note: Code in parentheses is the corresponding header found •
Geographic Scope

in the raw data file.

SQM Disaggregation - Analog/Benchmark

SQM Level of Disaggregation
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• Resale Residence • Retail Residence

• Resale Business • Retail business

• Resale Design • Retail Design

• Resale PBX • Retail PBX

• Resale Centrex • Retail Centrex

• Resale ISDN • Retail ISDN

• LNP (Standalone) (Not Available in Maintenance) • Not Applicable

• 2W Analog Loop Design • Retail Residence & Business Dispatch

• 2W Analog Loop Non-Design • Retail Residence & Business (POTS) (Exclusion of Switch-
Based Feature Troubles)

• UNE Loop + Port Combinations • Retail Residence & Business

• UNE Switch Ports • Retail Residence & Business (POTS)

• UNE Combo Other • Retail Residence, Business and Design Dispatch

• UNE xDSL (HDSL, ADSL and UCL) • ADSL Provided to Retail

• UNEISDN • Retail ISDN - BRI

• UNE Line Sharing • ADSL Provided to Retail

• UNE Other Design • Retail Design

• UNE Other Non-Design • Retail Residence & Business

• Local Interconnection Trunks • Parity with Retail

• Local Transport (Unbundled Interoffice Transport) • Retail DSIIDS3 Interoffice

SEEM Measure

SEEM Measure

rrier I X
Yes rrier II X

~ier III X

SEEM Disaggregation - Analog/Benchmark

SEEM Disaggregation SEEM Analog/Benchmark

• Resale POTS • Retail Residence and Business (POTS)

• Resale Design • Retail Design

• UNE Loop + Port Combinations • Retail Residence and Business

• UNELoops • Retail Residence and Business Dispatch

• UNE xDSL • ADSL Provided to Retail

• UNE Line Sharing • ADSL Provided to Retail

• Local Interconnection Trunks • Parity with Retail
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@ SELLSOUTH®
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M&R-2: Customer Trouble Report Rate

Definition

Maintenance & Repair

Percent of 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
• BellSouth 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 of maintenance initial and repeated trouble reports during
the reporting period. The resulting number of trouble reports are divided by the total "number of service" lines, ports or combination

that exist for the CLECs and BellSouth respectively at the end of the report month.

Calculation

Customer Trouble Report Rate = (a 7 b) X 100

• a = Count of Initial and Repeated Trouble Reports closed in the Current Period
• b = Number of Service Access Lines in service at End of the Report Period

Report Structure

• Dispatch / Non-Dispatch
• CLEC Specific
• CLEC Aggregate
• BellSouth Aggregate

Data Retained

Relating to CLEC Experience Relating to BellSouth Performance

• Report Month • Report Month

• CLEC Company Name • BellSouth Company Code

• Ticket Submission Date & Time (TICKET_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 & CAUSE_DESC) • Disposition and Cause (Non-Design /Non-Special Only)

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

• Geographic Scope • # Service Access Lines in Service at the end of period

Note: Code in parentheses is the corresponding header found •
Geographic Scope

in the raw data file.

SQM Disaggregation - Analog/Benchmark

SQM Level of Disaggregation SQM Analog/Benchmark

• Resale Residence • Retail Residence

• Resale Business • Retail Business

• Resale Design • Retail Design

• Resale PBX • Retail PBX

• Resale Centrex • Retail Centrex

• Resale ISDN • Retail ISDN

• LNP (Standalone) (Not Available in Maintenance) • Not Applicable

• 2W Analog Loop Design • Retail Residence & Business Dispatch

• 2W Analog Loop Non-Design • Retail Residence & Business (POTS) (Exclusion of Switch-
Based Feature Troubles)
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• UNE Loop + Port Combinations • Retail Residence & Business

• UNE Switch Ports • Retail Residence & Business (POTS)

• UNE Combo Other • Retail Residence, Business and Design Dispatch

• UNE xDSL (HDSL, ADSL and UCL) • ADSL Provided to Retail

• UNEISDN • Retail ISDN - BRI

• UNE Line Sharing • ADSL Provided to Retail

• UNE Other Design • Retail Design

• UNE Other Non-Design • Retail Residence & Business

• Local Interconnection Trunks • Parity with Retail

• Local Transport (Unbundled Interoffice Transport) • Retail DS 1/DS3 Interoffice

SEEM Measure

SEEM Measure
!fier I X

Yes !fier II X

!fier III

SEEM Disaggregation - Analog/Benchmark

SEEM Disaggregation SEEM Analog/Benchmark

• Resale POTS • Retail Residence and Business (POTS)

• Resale Design • Retail Design

• UNE LOOD + Port Combinations • Retail Residence and Business

• UNE LOODS • Retail Residence and Business Dispatch

• UNExDSL • ADSL Provided to Retail

• UNE Line Sharing • ADSL Provided to Retail

• Local Interconnection Trunks • Parity with Retail
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M&R-3: Maintenance Average Duration

Definition

Maintenance & Repair

The Average duration of Customer Trouble Reports from the receipt of the Customer Trouble Report to the time the trouble report is

cleared.

Exclusions

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

Business Rules

For Average Duration the clock starts on the date and time of the receipt of a correct repair request. The clock stops on the date and
time the service is restored and the BellSouth or CLEC customer is notified (when the technician completes the trouble ticket on

his/her CAT or work systems).

Calculation

Maintenance Duration = (a - b)

• a = Date and Time of Service Restoration
• b = Date and Time Trouble Ticket was Opened

Average Maintenance Duration = (c -<- d)

• c = Total of all maintenance durations in the reporting period
• d = Total Closed Troubles in the reporting period

Report Structure

• Dispatch / Non-Dispatch
• CLEC Specific
• CLEC Aggregate
• BellSouth Aggregate

Data Retained

Relating to CLEC Experience Relating to BellSouth Performance

• Report Month • Report Month

• Total Tickets (LINE_NBR) ~ Total Tickets

• CLEC Company Name • BellSouth 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 & CAUSE_DESC) • Ticket Completion Time

• Geographic Scope • Total Duration Time

Note: Code in parentheses is the corresponding header found •
Service Type

in the raw data file. •
Disposition and Cause (Non-Design /Non-Special Only)

• Trouble Code (Design and Trunking Services)

• Geographic Scope

SOM Disaggregation - Analog/Benchmark

SQM Level of Disaggregation SQM Analog/Benchmark

• Resale Residence • Retail Residence

• Resale Business • Retail Business

• Resale Design • Retail Design

• Resale PBX • Retail PBX
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• Resale Centrex Ie Retail Centrex

• Resale ISDN • Retail ISDN

• LNP (Standalone) (Not Available in Maintenance) • Not Applicable

• 2W Analog Loop Design • Retail Residence & Business Dispatch

• 2W Analog Loop Non-Design • Retail Residence & Business (POTS) (Exclusion of Switch-
Based Feature Troubles)

• UNE Loop + Port Combinations • Retail Residence & Business

• UNE Switch Ports • Retail Residence & Business (POTS)

• UNE Combo Other • Retail Residence, Business and Design Dispatch

• UNE xDSL (HDSL, ADSL and UCL) Ie ADSL Provided to Retail

• UNE ISDN Ie Retail ISDN - BRI

• UNE Line Sharing Ie ADSL Provided to Retail

• UNE Other Design • Retail Design

• UNE Other Non-Design Ie Retail Residence & Business

• Local Interconnection Trunks • Parity with Retail

• Local Transport (Unbundled Interoffice Transport) Ie Retail DS1IDS3 Interoffice

SEEM Measure

SEEM Measure

lfier I X
Yes lTier II X

lTier III

SEEM Disaggregation - Analog/Benchmark

SEEM Disaggregation SEEM Analog/Benchmark

• Resale POTS • Retail Residence and Business (POTS)

• Resale Design • Retail Design

• UNE Loop + Port Combinations • Retail Residence and Business

• UNELoops • Retail Residence and Business Dispatch

• UNExDSL • ADSL Provided to Retail

• UNE Line Sharing • ADSL Provided to Retail

• Local Interconnection Trunks • Parity with Retail
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M&R-4: Percent Repeat Troubles within 30 Days

Definition

Maintenance & Repair

Closed trouble reports on the same line/circuit as a previous trouble report received within 30 calendar days as a percent of total

troubles closed reported

Exclusions

• Trouble tickets canceled at the CLEC request
• BellSouth 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

Percent Repeat Troubles within 30 Days = (a -;- b) X 100

• a = Count of closed Customer Troubles where more than one trouble report was logged for the same service line within a
continuous 30 days

• b = Total Trouble Reports Closed in Reporting Period

Report Structure

• Dispatch / Non-Dispatch
• CLEC Specific
• CLEC Aggregate
• BellSouth Aggregate

Data Retained

Relating to CLEC Experience Relating to BellSouth Performance

• Report Month • Report Month

• Total Tickets (LINE_NBR) • Total Tickets

• CLEC Company Name • BellSouth Company Code

• Ticket Submission Date & Time (TICKET_ID) • Ticket Submission Date

• Ticket Completion Date (CMPLTN_DT) • Ticket Submission Time

• Total and Percent Repeat Trouble Reports within 30 Days • Ticket Completion Date
(TOT_REPEAT) • Ticket Completion Time

• Service Type • Total and Percent Repeat Trouble Reports within 30 Days

• Disposition and Cause (CAUSE_CD & CAUSE_DESC) • Service Type
• Geographic Scope • Disposition and Cause (Non-Design /Non-Special Only)

Note: Code in parentheses is the corresponding header found •
Trouble Code (Design and Trunking Services)

in the raw data file. •
Geographic Scope

SQM Disaggregation - Analog/Benchmark

SQM Level of Disaggregation SQM Analog/Benchmark

• Resale Residence • Retail Residence

• Resale Business • Retail Business

• Resale Design • Retail Design

• Resale PBX • Retail PBX

• Resale Centrex • Retail Centrex

• Resale ISDN • Retail ISDN

• LNP (Standalone) (Not Available in Maintenance) • Not Applicable

• 2W Analog Loop Design • Retail Residence & Business Dispatch
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• 2W Analog Loop Non-Design • Retail Residence & Business (POTS) (Exclusion of Switch-
Based Feature Troubles)

• UNE Loop + Port Combinations • Retail Residence & Business

• UNE Switch Ports • Retail Residence and Business (POTS)

• UNE Combo Other • Retail Residence, Business & Design Dispatch

• UNE xDSL (HDSL, ADSL and UCL) ~ ADSL Provided to Retail

• UNE ISDN • Retail ISDN - BRI

• UNE Line Sharing • ADSL Provided to Retail

• UNE Other Design • Retail Design

• UNE Other Non-Design • Retail Residence & Business

• Local Interconnection Trunks • Parity with Retail

• Local Transport (Unbundled Interoffice Transport) • Retail OS IIDS3 Interoffice

SEEM Measure

SEEM Measure
Tier I X

Yes Tier II X

Tier III

SEEM Disaggregation - Analog/Benchmark

SEEM Disaggregation SEEM Analog/Benchmark

• Resale POTS • Retail Residence and Business (POTS)

• Resale Design • Retail Design

• UNE Loop + Port Combinations • Retail Residence and Business

• UNE Loops • Retail Residence and Business Dispatch

• UNExDSL • ADSL Provided to Retail

• UNE Line Sharing • ADSL Provided to Retail

• Local Interconnection Trunks • Parity with Retail
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M&R-5: Out of Service (005) > 24 Hours

Definition

Maintenance & Repair

For Out of Service Troubles (no dial tone, cannot be called or cannot call out) the percentage of Total OOS Troubles cleared in excess

of 24 hours. (All design services are considered to be out of service).

Exclusions

• Trouble Reports canceled at the CLEC request
• BellSouth Trouble Reports associated with administrative service
• Customer Provided Equipment (CPE) Troubles or CLEC Equipment Troubles

Business Rules

Customer Trouble reports that are out of service and cleared in excess of 24 hours. The clock begins when the trouble report is
created in LMOS/WFA and the trouble is counted if the elapsed time exceeds 24 hours.

Calculation

Out of Service (OOS) > 24 hours = (a + b) X 100

• a = Total Cleared Troubles OOS > 24 Hours
• b = Total OOS Troubles in Reporting Period

Report Structure

• DispatchlNon-Dispatch
• CLEC Specific
• BeliSouth Aggregate
• CLEC Aggregate

Data Retained

Relating to CLEC Experience Relating to BellSouth Experience

• Report Month • Report Month

• Total Tickets • Total Tickets

• CLEC Company Name • BeliSouth Company Code

• Ticket Submission Date & Time (T1CKET_ID) • Ticket Submission Date

• Ticket Completion Date (CMPLTN~01' • Ticket Submission time

• Percentage of Customer Troubles out of • Ticket Completion Date

• Service> 24 Hours (00S>24]LAG) • Ticket Completion Time

• Service type (CLASS_SYC_DESC) • Percent of Customer Troubles out of Service> 24 Hours

• Disposition and Cause (CAUSE_CD & CAUSE-DESC) • Service type

• Geographic Scope • Disposition and Cause (Non-DesignlNon-Special only)

Note: Code in parentheses is the corresponding header found·
Trouble Code (Design and Trunking Services)

in the raw data file. •
Geographic Scope

SQM Disaggregation - Analog/Benchmark

SQM Level of Disaggregation SQM Analog/Benchmark

• Resale Residence • Retail Residence

• Resale Business • Retail Business

• Resale Design • Retail Design

• Resale PBX • Retail PBX

• Resale Centrex • Retail Centrex

• Resale ISDN • Retail ISDN

• LNP (Standalone) (Not Available in Maintenance) • Not Applicable

• 2W Analog Loop Design • Retail Residence & Business Dispatch
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• 2W Analog Loop Non-Design • Retail Residence & Business (POTS) (Exclusion of Switch-
Based Feature Troubles)

• UNE Loop + Port Combinations • Retail Residence & Business

• UNE Switch Ports Ie Retail Residence & Business (POTS)

• UNE Combo Other • Retail Residence, Business and Design Dispatch

• UNE xDSL (HDSL, ADSL and UCL) • ADSL Provided to Retail

• UNEISDN • Retail ISDN - BRI

• UNE Line Sharing • ADSL Provided to Retail

• UNE Other Design • Retail Design

• UNE Other Non-Design • Retail Residence & Business

• Local Interconnection Trunks • Parity with Retail

• Local Transport (Unbundled Interoffice Transport) • Retail OS lIDS3 Interoffice

SEEM Measure

SEEM Measure
Tier I

No Tier II

Irier III

SEEM Disaggregation - Analog/Benchmark

SEEM Disaggregation
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Georgia Performance Metrics

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

Business Rules

Maintenance & Repair

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 BellSouth Residence and Business number.

Calculation

Answer Time for BellSouth Repair Centers = (a - b)

• a = Time BellSouth Repair Attendant Answers Call
• b = Time of entry into queue after ACD Selection

Average Answer Time for BellSouth Repair Centers = (c -;- d)

• c = Sum of all Answer Times
• d = Total number of calls by reporting period

Report Structure

• CLEC Aggregate
• BellSouth Aggregate

Data Retained

Relating to CLEC Experience
• CLEC Avera e Answer Time

SQM Disaggregation - Analog / Benchmark

Relating to BellSouth Experience
• BellSouth Avera e Answer Time

SQM Level of Disaggregation Retail Analog f Benchmark

• Region. CLEClBellSouth Service Centers and BellSouth Repair • For CLEC, Average Answer Times in UNE Center and BRMC
Centers are regional. are comparable to the Average Answer Times in the BellSouth

Repair Centers.

SEEM Measure

SEEM Measure
Ifier I

No Ifier II

lTier III

SEEM Disaggregation - Analog/Benchmark

SEEM Disaggregation SEEM Analog/Benchmark
licable
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M&R-7: Mean Time To Notify CLEC of Network Outages

Definition

Maintenance & Repair

This report measures the time it takes for the BellSouth Network Management Center (NMC) to notifY the CLEC of major network

outages.

Exclusions

None

Business Rules

BellSouth will inform the CLEC of any major network outages (key customer accounts) via a page or email. When the BellSouth

NMC becomes aware of a network incident, the CLEC and BellSouth will be notified electronically. The notification time for each

outage will be measured in minutes and divided by the number of outages for the reporting period. These are broadcast messages. It is

up to those receiving the message to determine if they have customers affected by the incident.

The CLECs will be notified in accordance with the rules outlined in Appendix D of the CLEC "Customer Guide" which is published

on the internet at: www.intcrconncctioll.hcllsolllh.com!guides/othcr gllides/html/Qoplle!indcxfhtm.

Calculation

Time to Notify CLEC = (a - b)

• a = Date and Time BellSouth Notified CLEC
• b = Date and Time BellSouth Detected Network Incident

Mean Time to Notify CLEC = (c 7 d)

• c = Sum of all Times to NotifY CLEC
• d = Count of Network Incidents

Report Structure

• BellSouth Aggregate
• CLEC Aggregate
• CLEC Specific

Data Retained

Relating to CLEC Experience Relating to BellSouth Experience

• Report Month • Report Month

• Major Network Events • Major Network Events

• Date/Time of Incident • Date/Time of Incident

• Date/Time of Notification • Date/Time of Notification

SQM Disaggregation - Analog/Benchmark

SQM Level of Disaggregation Retail Analog I Benchmark

• BellSouth Aggregate • Parity by Design

• CLEC Aggregate

• CLEC Specific

SEEM Measure

SEEM Measure
Tier I

No !fier II

lTier III
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SEEM Disaggregation - Analog/Benchmark

Maintenance & Repair

SEEM Disaggregation
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Section 5: Billing

B-1: Invoice Accuracy

Definition
This measure provides the percentage of accuracy of the billing invoices rendered to CLECs during the current month.

Exclusions

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

• Test Accounts

Business Rules
The accuracy of billing invoices delivered by BellSouth to the CLEC must enable them to provide a degree of billing accuracy
comparative to BellSouth bills rendered to retail customers of BellSouth. CLECs request adjustments on bills determined to be
incorrect. The BellSouth Billing verification process includes manually analyzing a sample oflocal bills from each bill period. The
bill verification process draws from a mix of different customer billing options and types of service. An end-to-end auditing process is
performed for new products and services. Internal measurements and controls are maintained on all billing processes.

Calculation

Invoice Accuracy = [(a - b) c- a] X 100

• a = Absolute Value of Total Billed Revenues during current month
• b = Absolute Value of Billing Related Adjustments during current month

Report Structure

• CLEC Specific
• CLEC Aggregate
• BellSouth Aggregate
• Geographic Scope

Region
State

Data Retained

Relating to CLEC Experience Relating to BellSouth Performance

• Report Month • Report Month

• Invoice Type • Retail Type
- UNE - CRlS
- Resale - CABS
- Interconnection • Total Billed Revenue

• Total Billed Revenue • Billing Related Adjustments

• Billing Related Adjustments

SQM Disaggregation - Analog/Benchmark

SQM Level of Disaggregation SQM Analog/Benchmark

• Product/Invoice Type • CLEC Invoice Accuracy is comparable to BellSouth Invoice
- Resale Accuracy

- UNE
- Interconnection
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SEEM Measure

SEEM Measure
rrier I X

Yes rrier II X
lrier III X

SEEM Disaggregation - Analog/Benchmark

OSDA

SEEM Disaggregation SEEM Analoa/Benchmark
• CLEC State • Parity With Retail
• BellSouth State
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B-2: Mean Time to Deliver Invoices

Definition

OSDA

Bill Distribution is calculated as follows: CRIS BILLS-The number of workdays is reported for CRIS bills. This is calculated by
counting the Bill Period date as the first work day. Weekends and holidays are excluded when counting workdays. lIN 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.

Exclusions
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.

Calculation

Invoice Timeliness = (a - b)

• a = Invoice Transmission Date
• b = Close Date of Scheduled Bill Cycle

Mean Time To Deliver Invoices = (c 7 d)

• c = Sum of all Invoice Timeliness intervals
• d = Count ofInvoices Transmitted in Reporting Period

Report Structure

• CLEC Specific
• CLEC Aggregate
• BellSouth Aggregate
• Geographic Scope

Region
State

Data Retained

Relating to CLEC Experience Relating to BellSouth Performance
~ Report Month • Report Month

• Invoice Type • Invoice Type

- UNE - CRIS
- Resale - CABS
- Interconnection • Invoice Transmission Count

• Invoice Transmission Count • Date of Scheduled Bill Close

• Date of Scheduled Bill Close
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