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PRE-ORDERING, ORDERING AND PROVISIONING, MAINTENANCE AND REPAIR

1. Quality of Pre-Ordering, Ordering and Provisioning, Maintenance and Repair  

1.1 BellSouth shall provide pre-ordering, ordering and provisioning and maintenance and repair services to <<customer_name>> that are equivalent to the pre-ordering, ordering and provisioning and maintenance and repair services BellSouth provides to itself or any other CLEC.  The guidelines for pre-ordering, ordering and provisioning and maintenance and repair are set forth in the various guides and business rules, as appropriate, and as they are amended from time to time during this Agreement.  The guides and business rules are found at http://www.interconnection.bellsouth.com and are incorporated herein by reference.  BellSouth will notify Talk America of any such amendments via the web and BellSouth will use best efforts to notify Talk America within thirty (30) days, but in no event will BellSouth make any changes without prior notification to Talk America.

1.2 BellSouth will provide provisioning services to Talk America during the same normal hours of operation that BellSouth provides itself, its end-users, and other CLECs.  For purposes of this Agreement, BellSouth’s regular working hours for provisioning are defined as follows:


Monday – Friday – 8:00 a.m. – 6:00 p.m. (Excluding Holidays)


(Resale/UNE non-coordinated,


coordinated orders and order 


coordinated-time specific)


Saturday -
 8:00 a.m. – 6:00 p.m. (Excluding Holidays)



(Resale/UNE non-coordinated



orders)

1.2.1 The above hours represent the hours, either Eastern or Central Time, of where the physical work is being performed.

1.2.2 To the extent <<customer_name>> requests provisioning of service to be performed outside BellSouth’s regular working hours, or the work so requested requires BellSouth’s technicians to work outside regular working hours, overtime billing charges shall apply.  Notwithstanding the foregoing, if such work is performed outside of regular working hours by a BellSouth technician during his or her scheduled shift and BellSouth does not incur any overtime charges in performing the work on behalf of <<customer_name>>, BellSouth will not assess <<customer_name>> additional charges beyond the rates and charges specified in this Agreement. 

2. Access to Operations Support Systems

2.1 BellSouth shall provide <<customer_name>> access to operations support systems (“OSS”) functions for pre-ordering, ordering and provisioning, maintenance and repair, and billing.  BellSouth shall provide access to the OSS through manual and/or electronic interfaces as described in this Attachment.  It is the sole responsibility of <<customer_name>> to obtain the technical capability to access and utilize BellSouth’s OSS interfaces.  Specifications for  <<customer_name>>’s access and use of BellSouth’s electronic interfaces are set forth at www.interconnection.bellsouth.com and are incorporated herein by reference.

2.1.1
Pre-Ordering.  In accordance with FCC and Commission rules and orders, BellSouth will provide electronic access to the following pre-ordering functions:  service address validation, telephone number selection, service and feature availability, due date information, customer record information and loop makeup information.  Access is provided through the Local Exchange Navigation System (LENS) interface and the Telecommunications Access Gateway (TAG) interface.  Customer record information includes customer specific information in CRIS and RSAG. In addition, <<customer_name>> shall provide to BellSouth access to customer record information including electronic access where available.  If electronic access is not available, <<customer_name>> shall provide paper copies of customer record information within the same intervals that BellSouth provides paper copies to <<customer_name>>.  The Parties agree not to view, copy, or otherwise obtain access to the customer record information of any customer without that customer's permission.  <<customer_name>> will obtain access to customer record information only in strict compliance with applicable laws, rules, or regulations of the State in which the service is provided.  

2.1.1.1
The Parties acknowledge that ordering requirements necessitate the use of current, real time pre-order information to accurately build service orders.  Each pre-order interface shall be available except for downtime attributable to maintenance and upload, twenty-four (24) hours a day, seven (7) days a week. 
2.1.1.2
All CSR data exchanged must be in English text, and not only USOC or FID format, provided that such information is maintained in textual format by BellSouth.  All other data shall be in a mutually agreed upon nomenclature.

2.1.1.3
Upon request, BellSouth shall provide Talk America with pre-order information in batch transmission to the extent available or provided to any other Telecommunications Carrier on the same terms and conditions and at the same rates.
2.1.1.4
Pre-ordering functions shall be provided at parity as measured by the Performance Measurement metrics included in Attachment 9 hereto.

2.1.1 Service Ordering.  BellSouth will make available the Electronic Data Interchange (EDI) interface and the TAG ordering interface for the purpose of exchanging order information, including order status and completion notification, for non-complex and certain complex resale requests and certain network elements. <<customer_name>> may integrate the EDI interface or the TAG ordering interface with the TAG pre-ordering interface.  In addition, BellSouth will provide integrated pre-ordering and ordering capability through the LENS interface for non-complex and certain complex resale service requests and certain network element requests.

2.1.2.1
BellSouth shall provide to Talk America electronic and manual interfaces for transmitting orders and receiving Firm Order Confirmation (“FOC”), completion notices, Due-Date Jeopardies, and, as available, other provisioning data and information.  BellSouth shall provide Talk America with a FOC for each Resale and UNE order.  The FOC includes:  purchase order number, telephone number, Local Service Request number, due date, and Service Order number.

2.1.2.2
The Parties agree that systems utilized for access to OSS shall be compliant with the most current policies and/or guidelines of the Ordering and Billing Forum (OBF) for electronic mapping. 

2.1.2 Maintenance and Repair. BellSouth will offer Talk America with the same ability to report and monitor service troubles and repair services as it provides itself.  <<customer_name>> may report and monitor service troubles and obtain repair services from BellSouth via electronic interfaces.  BellSouth provides several options for electronic trouble reporting.  For exchange services, BellSouth will offer <<customer_name>> non-discriminatory access to the Trouble Analysis Facilitation Interface (TAFI).  In addition, BellSouth will offer an industry standard, machine-to-machine Electronic Communications Trouble Administration (ECTA) Gateway interface.  For designed services, BellSouth will provide non-discriminatory trouble reporting via the ECTA Gateway.  BellSouth will provide <<customer_name>> an estimated time to repair, an appointment time or a commitment time, as appropriate, on trouble reports.  Requests for trouble repair will be billed in accordance with the provisions of this Attachment.  BellSouth and <<customer_name>> agree to adhere to BellSouth’s Operational Understanding, as amended from time to time during this Agreement and as incorporated herein by reference.  The Operational Understanding may be accessed via the Internet at http://www.interconnection.bellsouth.com.

2.2 Change Management.  BellSouth provides a collaborative process for change management of the electronic interfaces through the Change Control Process (CCP).  Guidelines for this process are set forth in the CCP document as amended from time to time during this Agreement.  The CCP document may be accessed via the Internet at http://www.interconnection.bellsouth.com.

2.3 BellSouth’s Versioning Policy for Electronic Interfaces.  BellSouth’s Versioning Policy is part of the Change Control Process (CCP).  Pursuant to the CCP, BellSouth will issue new software releases for new industry standards for its EDI and TAG electronic interfaces.  The Versioning Policy, including the appropriate notification to <<customer_name>>, is set forth in the CCP document as amended from time to time during this Agreement.  The CCP document may be accessed via the Internet at http://www.interconnection.bellsouth.com.

2.3.1
Migration of Talk America to New BellSouth Software Releases.  BellSouth will issue new software releases for its electronic interfaces as needed to improve operations and meet standards and regulatory requirements.  When a new release is implemented, BellSouth will continue to support both the new release (N) and the prior release (N-1).  When BellSouth makes the next release (N+1), BellSouth will eliminate support for the (N-1) release and support the two newest releases (N and N+1).  Thus, BellSouth will always support the two most current releases. BellSouth will issue documents to Talk America with sufficient notice to allow Talk America to make the necessary changes to its systems and operations to migrate to the newest release in a timely fashion.  BellSouth will use its best efforts to issue such documents thirty (30) days in advance of changes.

2.4 Rates.  Charges for use of OSS shall be as set forth in Attachments 1 and 2 of this Agreement and are incorporated herein by reference.

3. Miscellaneous

3.1 Pending Orders.  Orders placed in the hold or pending status by <<customer_name>> will be held for a maximum of thirty (30) days from the date the order is placed on hold.  After such time, <<customer_name>> shall be required to submit a new service order.  Incorrect or invalid orders returned to <<customer_name>> for correction or clarification will be held for thirty (30) days.  If <<customer_name>> does not return a corrected order within thirty (30) days, BellSouth will cancel the order.

3.2 Single Point of Contact.  <<customer_name>> will be the single point of contact with BellSouth for ordering activity for network elements and other services used by <<customer_name>> to provide services to its end users, except that BellSouth may accept an order directly from another CLEC, or BellSouth, acting with authorization of the affected end user.  <<customer_name>> and BellSouth shall each execute a blanket letter of authorization with respect to customer orders. The Parties shall each be entitled to adopt their own internal processes for verification of customer authorization for orders, provided, however, that such processes shall comply with applicable state and federal law including, until superseded, the FCC guidelines and orders applicable to Presubscribed Interexchange Carrier (PIC) changes, including Un-PIC.  Pursuant to an order from another carrier, BellSouth may disconnect any network element being used by <<customer_name>> to provide service to that end user and may reuse such network elements or facilities to enable such other carrier to provide service to the end user.  BellSouth will notify <<customer_name>> within five (5) business days of service order completion that such a disconnect order has been processed, but will not be required to notify <<customer_name>> in advance of such processing. 

3.3 Use of Facilities.  When a customer of <<customer_name>> elects to discontinue service and transfer service to another local exchange carrier, including BellSouth, BellSouth shall have the right to reuse the facilities provided to <<customer_name>>  by BellSouth.  In addition, where BellSouth provides local switching, BellSouth may disconnect and reuse facilities when the facility is in a denied state and BellSouth has received an order to establish new service or transfer of service from a customer or a customer’s CLEC at the same address served by the denied facility.  BellSouth will notify <<customer_name>> that such an order has been processed after the disconnect order has been completed.   The processing flow of these orders will be done in a manner which does not intentionally cause any service disruption to Talk America’s customer’s services, unless otherwise applicable according to the ordering activity types. In the event that numerous unintentional errors occur, the Parities will meet to resolve such errors.

3.4 Contact Numbers.  The Parties agree to provide one another with toll-free nation-wide (50 states) contact numbers for the purpose of ordering, provisioning and maintenance of services.  The maintenance contact shall be available twenty-four (24) hours a day, seven (7) days a week.

3.5 Subscription Functions.  In cases where BellSouth performs subscription functions for an interexchange carrier (“IXC”)  (i.e. PIC and LPIC changes via Customer Account Record Exchange (CARE)), BellSouth will provide the affected IXCs with the Operating Company Number (OCN) of the local provider for the purpose of obtaining end user billing account and other end user information required under subscription requirements.

3.6 Cancellation Charges.  If <<customer_name>> cancels an order for Network Elements or other services, any costs incurred by BellSouth in conjunction with the provisioning of that order will be recovered in accordance with BellSouth’s Private Line Tariff or BellSouth’s FCC No. 1 Tariff, Section 5, as applicable.

3.7 Expedite Service Date Advancement Charges (a.k.a.Expedites).  For expedited Service Date Advancement requests by <<customer_name>>, Service Date Advancement charges will apply for intervals less than the standard interval as outlined in the BellSouth Product and Services Interval Guide.  The charges as outlined in the BellSouth’s Private Line Tariff or BellSouth’s FCC No. 1 Tariff, Section 5, will apply as applicable.

3.8
Ordering and Provisioning Information.  BellSouth shall provide the following to Talk America upon request:

3.8.1
Design Layout Records (“DLRs”) for designed unbundled Network Elements; and

3.8.2
Advance information on the details and requirements for planning and implementation of NPA splits.
3.9
Access to the Regional Street Address Guide (“RSAG”) information via LENS or TAG pre-ordering.  Non Proprietary RSAG subsets shall be made available pursuant to the Bona Fide Request (“BFR”) process.
3.10
BellSouth and Talk America shall establish mutually acceptable methods and procedures for handling all misdirected calls from Talk America End Users.  All misdirected calls to BellSouth from Talk America End Users shall be given a recording (or a live statement) directing them to call a Talk America-designated toll free number.  Talk America, on a reciprocal basis, shall refer all misdirected calls that Talk America receives from BellSouth End Users to a BellSouth-designated number.  Talk America and BellSouth each shall be responsible for providing the other party with its current toll free number.  The foregoing shall apply only when the Party receiving such call knows or has reason to know that the call is misdirected from an End User of the other Party hereto.

3.11
BellSouth shall provide order format specifications to Talk America for all available services, features, and functions and for ancillary data required by BellSouth to provision these services.

3.12
BellSouth shall provide Talk America with standard expected provisioning intervals for all unbundled Network Elements.
3.13
BellSouth shall not reconfigure any Talk America service arrangements of any Talk America End User for Resale services, UNEs or Combinations, unless so directed by Talk America.  Any Talk America End User that contacts BellSouth regarding a change to its Talk America service (excluding changes in its local service provider) shall be advised to contact Talk America.  Any BellSouth End User that contacts Talk America regarding a change in BellSouth service (excluding changes in its local service provider) shall be advised to contact BellSouth.  

3.14 The Parties shall provide a generic intercept referral message that includes any new telephone number of an End User for the same period of time that BellSouth currently provides such a message for its own End Users.  The intercept message shall be similar in format to the intercept referral message currently provided by BellSouth for its own End Users.

3.15
BellSouth shall perform all pre-testing necessary to ensure the services ordered meet the specifications outlined in the technical service description provided by BellSouth for the service being ordered. 

3.16
Any written “leave behind” materials that BellSouth technicians provide to Talk America End Users shall be non-branded materials that do not identify the work being performed as being by BellSouth.  These materials shall include, without limitation, non-branded forms for the Customer and non-branded “not at home” cards.

3.17
If a Talk America End User requests a change of service at the time of installation, BellSouth technicians shall direct them to contact Talk America directly and provide a toll-free number supplied by Talk America.  When a BellSouth employee visits the premise of an Talk America End User, the BellSouth employee shall inform the Customer that he or she is there acting on behalf of Talk America.
3.18
BellSouth shall provide telephone and/or facsimile notification to Talk America of any Talk America end user service requests and charges therefor not authorized on the Talk America service request, and obtain Talk America’s approval prior to commencing work. 

3.19
Each Party shall train and direct its employees who have contact with End Users of the other Party in the process of provisioning, maintenance or repair not to disparage the other Party or its services in any way to the other Party’s End Users.

3.20
When Talk America places an LSR, Talk America shall specify a requested Due Date, and BellSouth shall specify a Due Date based on the applicable intervals.  In the event Talk America’s requested date is less than the standard interval, Talk America shall indicate on the LSR that an expedite is being requested and every attempt will be made for an earlier due date.  This situation shall be considered an expedited order for which expedite charges will apply in accordance with BellSouth FCC No. 1 Tariff.  BellSouth shall not complete the order prior to the Due Date unless authorized by Talk America.  If BellSouth misses the Due Date, BellSouth shall promptly notify Talk America of the revised installation Due Date.  If Talk America requests that an order be expedited, BellSouth shall notify Talk America of the due date on the FOC
3.21
Talk America and BellSouth shall agree to escalation procedures and contacts for resolving questions and disputes related to ordering and provisioning procedures or to the processing of individual orders, subject ultimately to the dispute resolution provisions of this Agreement.  The Parties shall use best efforts to notify each other of any modifications to these contacts within ten (10) days of any such modifications.

3.21.1
Notwithstanding the foregoing, when the Local Carrier Service Center (LCSC) receives a call from Talk America regarding a Talk America order and the LCSC representative becomes aware that it will take longer than 15 minutes to resolve the matter, the LCSC representative will take the information and return Talk America’s call with a resolution within the hour.
3.21.2  
If a Talk America representative is on a call with a LCSC representative that takes longer than 15 minutes, Talk America will have the option to request the LCSC representative to call back within the hour with a resolution.

3.21.3  
Talk America will also have the option of providing an LCSC representative with the information needed to research issues associated with up to five LSRs and request a return call from the LCSC representative within the hour with a resolution to each issue.

3.21.4 
In any of the preceding instances, if Talk America does not receive a call from the LCSC within the hour, Talk America will escalate to the next level using the escalation procedures set forth in BellSouth's Interconnection website at http://www.interconnection.bellsouth.com/centers/html/atllcsc_esca.html
3.21.5  
Furthermore, a Talk America requested due date will not be held in jeopardy as the result of delays caused by the LCSC in resolving an issue associated with a Talk America LSR.  Once the jeopardy reason is researched and explained as a valid jeopardy due to a CLEC reason, a SUP must be provided to BellSouth from Talk America with a new due date.
3.22
BellSouth shall transmit to Talk America a FOC or, in the alternative, notification of the lack of available facilities within time periods specified hereafter after BellSouth’s receipt of a complete and correct order from Talk America, provided, however, that an order for complex services requiring a service inquiry shall be deemed received for these purposes only after completion of the service inquiry. The FOC shall contain a commitment date, which shall be established on a nondiscriminatory basis with respect to installation dates for comparable orders at such time.   If Talk America uses LENS, EDI, or any other electronic interface for the submission of the order, the FOC or notification shall be posted by BellSouth in such interface within twenty-four (24) hours of receipt of the order.  If Talk America does not use these interfaces, or these interfaces are not available for the service or UNE being ordered, BellSouth shall transmit the FOC or notification by telecopier to a toll-free number provided by Talk America within forty-eight (48) hours of BellSouth’s receipt of the order.  When Talk America submits a complete and correct LSR for SPNP and an associated unbundled Loop simultaneously, BellSouth shall likewise issue a FOC for both the Loop and the SPNP simultaneously.

3.23
For Local Service Requests submitted via an electronic interface, BellSouth shall notify Talk America via the same electronic interface, of Rejections/Errors contained in any of the data element(s) field(s) contained on any Talk America Local Service Request.  For Local Service Requests submitted manually, BellSouth shall notify Talk America by facsimile of such Rejections and Errors.  BellSouth will notify Talk America of Rejections or Errors in [Talk to remove this language “95% of”] mechanized orders within one (1) hour from BellSouth’s receipt of the order.  BellSouth will notify Talk America of Rejections or Errors in [Talk to remove this language “85% of”] non-mechanized and partially mechanized orders within forty-eight (48) hours from BellSouth’s receipt of the order.

3.24
No manual ordering charges shall apply to local service request submitted by Talk America when BellSouth’s existing electronic interfaces normally utilized by Talk America are unavailable for reasons other than scheduled maintenance or other scheduled activities for which advance notification is required and provided by BellSouth.

3.25
BellSouth shall accept any requests from Talk America to disconnect the service of an existing Talk America end user. BellSouth will not require end user confirmation prior to disconnection of the end user’s service. If Talk America rescinds such disconnect order or issues a reconnect order within 24 hours of submission of the disconnect order, BellSouth shall use its best efforts to reconnect service within 24 hours.

3.26
Talk America may order from BellSouth multiple individual UNEs on a single order without the need for Talk America to send an order for each such UNE, if such UNEs are (i) for the same type of service, (ii) for the same location and (iii) for the same account. 

3.27
BellSouth is working toward a single C order conversion process when converting a retail service to a UNE-P service; however, at present conversions require the processing of a new connect order and a separate disconnect order.
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