
EXHIBIT B

Measurement

Provisioning Troubles Prior to Loop Acceptance

Function
Troubles during loop conversions with and without LNP

Calculation Methodology

Provisioning Troubles Prior to Service Order Completion : ( [(Count of Loop Lines with Troubles Reported by CLEC Following Notification of Completion but Before Acceptance) / (Count of Loop Conversions Completed)] x 100
Business Rules
· Metric applies to mechanized and non-mechanized loop cut orders.

· If CLEC cannot yet enter trouble in maintenance system, then CLEC help center will be designated to receive and code such reports.

· Metric may measure troubles by lines affected or by number of troubles.

Levels of Disaggregation 

See Appendix A

Performance Standard

No more than 1% of lines cut over will have troubles
No more than 1 trouble per 100 cutovers
Measurement 

Percent Orders Cancelled after Missed Due Date

Function

Order Status

Calculation Methodology

Percent of Orders Cancelled after Missed Due Date = ( [(Number of Orders Cancelled After Due Date in the Reporting Period) / (Number of Orders Cancelled in the Identical Period)] x 100

Business Rules

· Applies to orders which have not been completed and for which a cancellation is received during the reporting period but after the committed due date.
· This metric is designed to measure the impact of missed due dates.
Levels of Disaggregation 

See Attachment A

Performance Standard
Diagnostic measurement; however, upon review of data, no more than 1% of orders cancelled because of missed due date

Measurement

Percent Service Loss from Early Cuts and Percent Service Loss from Late Cuts

Function

Coordinated Cutovers

Calculation Methodology

Percent Service Loss from Early Cuts = ( [(Customer Conversion Where Cutover Time is Earlier Than Due Date and Time) / (All Customer Conversions Completed During Reporting Period)] x 100

Percent Service Loss from Late Cuts = ( [(Customer Conversions Where Cutover Time is More than 30 Minutes Past Due Date and Time) / (All Customer Conversions Completed During Reporting Period)] x 100 

Business Rules

Some state proceedings have produced alternative or supplemental means of monitoring this issue; measurements that may be substituted or added include:

Percent Lines Cut Early  = [(Count of Loop Lines with and without Number Portability Cut Before the Frame Due Time)/(Count of Loop Cuts Completed)] x 100 

· Loops with and without number portability will be reported separately.

Percent Lines with Translations Timely Cut = [(Total Number of Lines Where Translations Were Not Timely Cut at Close of the Cutover Window)/(Total Number of Loop Cuts Scheduled in the Month)] x 100

· The successful cut includes notification to the CLEC that the cut is completed.

LNP Provisioning Failures = [(Total Number of LNP Network Provisioning Failures)/(Total Number of NPAC Porting Broadcasts)] x 100

· Such provisioning failure data will be collected at two points in the provisioning process

· Partial failures of NPAC broadcasts to reach and be processed by ILEC LSMS

· Individual network database failures – failures to provision between the ILEC LSMS and LNP network databases (Signal Transfer Point or Service Control Point).

· This supplemental measurement excludes total failures from the NPAC to all LSMS systems and broadcasts failing due to a lack of GTT information made available to ILEC (no SS7 signaling agreement in place between ILEC and CLEC)

For CLEC Results:  For hot loop cuts, the same loop is moved from an existing port to what is effectively a different port (The CLEC collocation point).  Translation disconnections also are reported if they occur too early or late in a conversion involving local number portability.   For each conversion, the ILEC will track whether the cutover time (for facilities and translations) was earlier or later than the committed due date and time that appeared on the FOC/LSRC.  The total number of early cutovers will be divided by the total number of customer conversions that were completed during the reporting period.  Likewise, the total number of cutovers that were completed with untimely translation will be divided by the total number of customer conversions that were completed during the reporting period.  For both formulas, the resulting ratio will be expressed as a percentage.

For ILEC Results:   ILECs would use retail residential or business POTS outside move activity as an analog.  An outside move occurs when a customer, with existing service, moves from one premise to another within the same central office area without disconnecting and reconnecting service.  With inside moves the customer keeps their own phone number.  Although an outside move involves disconnecting an 

For ILEC Results (cont.):  existing loop from an operating port and reconnecting a different loop (within the same office) to that same port, the work involved is very similar (i.e. coordinated re-termination). 

Other Clarifications and Qualifications:

· For orders canceled at least 30 minutes prior to the scheduled disconnection and frame due time, any cutover that occurs on the previously scheduled frame due date will be considered early and included in the early cut measurement. 

· Any old ILEC translations taken down before or more than 15 minutes after NPAC broadcast of ported number will be considered untimely unless CLEC and ILEC agree otherwise.

Levels of Disaggregation 

See Attachment A

Performance Standard
Less than 1% loss for no more than 5 minutes

Measurement and Purpose

Percent Found OK/Test OK/CPE 

Function

Frequency of Troubles
Calculation Methodology

Percent Found OK/Test OK/CPE = ( [(Count of All Troubles With Resolution Codes of CPE/TOK/FOK) / (Number of Troubles During the Reporting Period)] x 100

Business Rules

· Unbundled loops or UNE combinations involving an unbundled loops are considered a “service access line”.

· For purposes of ILEC’s own results, the ILEC closure of a trouble ticket (whether automatic or manual) is considered equivalent to returning a trouble resolution notice to the CLEC.

· Excluded situations:

· Trouble tickets that are canceled at the CLEC request

· ILEC trouble reports associated with administrative service

· Instances where the CLEC or an ILEC customer requests that a ticket be "held open" for monitoring, or where a trouble ticket is created to track and/or monitor requests for clarifying information (e.g. confirmation of customer ownership from CLEC support centers

· Subsequent trouble report(s) on a maintenance ticket that has (have) not been reported as resolved (or closed)

· Tickets used to track referrals of misdirected calls

Levels of Disaggregation 

See Attachment C

Performance Standard

Diagnostic, but remedies may be sought if raw data indicates that trouble reports were wrongly excluded because of errors in coding FOK/TOK/CPE


Excluded Situations:

Measurement

Call Abandonment Rate 

Function

Center Responsiveness

Calculation Methodology

Call Abandonment Rate = ( [(Count of Calls Terminated Before Answer During the Reporting Period) / (Count of All Calls Placed in Queue During the Reporting Period)]

Business Rules

Call abandonment rates are monitored through the call management technology utilized to distribute calls to ILEC agents supporting CLEC activities (i.e., call receipt personnel staffing ILEC support centers intended for CLEC use).  Results are to be provided separately for each center handing CLEC inquiries.  If centers deployed by the ILEC support multiple functions (e.g., both maintenance and provisioning) then the results for each function supported should be separately reported.

The Call Abandonment Rate is based on the number of calls received by the call distribution system of the ILEC center for the reporting period, regardless of whether the call actually is transferred to ILEC personnel for processing.  In addition, a count is accumulated of all calls that are subsequently terminated by the calling party or dropped due to equipment failure before transfer to the service agent for processing.  The accumulated count of calls abandoned (terminated) is divided by the total count of calls received at the monitored center.

· A voice response unit (VRU) does not stop the count for purposes of the call abandonment rate if the caller terminates or is terminated prior to transfer to the ILEC Agent for processing.

· Results may be reported for CLEC industry in aggregate to the extent that separate carrier-specific support centers are not provided.  If separate centers are provided (either for an individual CLEC or a group of CLECs) then results should be gathered and supplied for each center and reported to the CLEC(s) based upon the center providing the specific CLEC support. Support center types include center supporting CLEC maintenance and provisioning and ILEC Center supporting retail customer maintenance calls and business office inquiries etc.

Levels of Disaggregation 

Company

Interface Type offered for each funcitonal area

Business Period

Pre-Ordering Query Types

Maintenance Query Types

Support Center Type

Change Management Notifications

Software Problem Resolution

Performance Standard

No more than 0.5% of calls abandoned

Measurement

Average Notification of Interface/OSS Outage

Function

Reporting Interface/OSS Outages

Calculation Methodology

Average Notification of Interface/OSS Outage = ( [(Date and Time of Outage Notification to CLECs - Date and Time of ILEC Awareness of Interface/OSS Outage) / (Number of Interface Outages in Reporting Period)]

Business Rules

Average Notification of Interface/OSS Outage is the time it takes from when ILEC first learns of an OSS/interface outage to the time it takes to notify the CLEC.  ILEC will report by each interface used by CLECs for pre-ordering, ordering and maintenance.  Notifications will be provided by email and will not be considered received unless email is directed to appropriate CLEC designated point(s) of contact for receiving interface outage information.

To extent known, email should obtain information on estimated time of restoration for the interface.

Levels of Disaggregation 

Company

Interface Type offered for each funcitonal area

Business Period

Pre-Ordering Query Types

Maintenance Query Types

Support Center Type

Change Management Notifications

Software Problem Resolution

Reporting Dimensions:
Excluded Situations
Performance Standard
15 minutes

Measurement and Purpose

Percent of Change Management Notices and Documentation Sent On-Time

Function

Change Management

Calculation Methodology

Percent of Change Management Notices Sent On Time = ( [(Change Management Notifications Sent Within Required Time Frames) / (Total Number of Change Management Notices Sent)] x 100

Percent of Change Management Final Documentation Sent On Time = ( [(Change Management Documentation Sent Within Required Time Frames After Notices) / (Total Number of Change Management Documentation Sent)] x 100

Average Delay Dates for Change Notices =( [(Date Notice Sent – Date Notice Due) / (Total Number of Notices Sent)]

Average Delay Dates for Final Documentation =( [(Date Final Documentation Provided – Final Documentation Due) / (Total Final Change Management Documents Sent)]

Percent ILEC Changes vs. CLEC Changes Made = ( ([Number of Type 5 CLEC-Initiated Changes Implemented in Period) / (Total Number of CLEC Changes Requested] x 100; and ( [(Number of Type 4 ILEC-Initiated Changes Implemented in Period) / (Total Number of ILEC Changes Requested)] x 100 

· Ratios will be expressed in terms of percentage and compared.  

· Counts of rejected and pending requests also will be reported monthly for both Type 4 (ILEC initiated) and Type 5 (CLEC initiated) categories.

Business Rules

· These metrics are designed to measure the percent of change management notices and associated final documentation sent to the CLEC according to notification/documentation standards and timeframes prescribed by the Parties’ Change Management Agreement.

· Each type of change management notice is to be reported separately (see Appendix C).

· Timely documentation is to be measured separately to the extent that times for providing documentation after each type of notice differ.

· Documentation that is not accurate and complete to the extent that CLECs can implement change to their interfaces is not considered timely sent.  

· All intervals are measured in hours and hundredths of hours rounded to the nearest hundredth.

· The accumulation of elapsed time is based on business days/hours.

· Change notification must comply with agreed upon business rules for notification procedures and definition of type of change.

· Any changes made without notification will be considered “sent late”.

Levels of Disaggregation 

Company

Interface Type offered for each funcitonal area

Business Period

Pre-Ordering Query Types

Maintenance Query Types

Support Center Type

Change Management Notifications

Software Problem Resolution 

Reporting Dimensions:
Excluded Situations
Performance Standard
98% on-time notification

98% on-time final documentation

Measurement 

Percent Software Certification Failures and Software Problem Resolution Timeliness

Function

OSS Software Change Problems

Calculation Methodology

Percent Software Certification Failures = ( [(Number of Test Transactions in Test Deck – Count of Changes Required Due to CLECs Experiencing Malfunctions) / (Number of Test Transactions in Test Deck)] x 100

Percent Software Problems Resolved On-Time = ( [Number of Times Problem Resolved on Time / Number of Problems Resolved] x 100 

Average Delay Hours/Days for Software Problem =( [(Date and Time Problem Resolution Confirmed by CLEC –Date and Time Problem Resolution Due) / (Total Number of Problems Resolved)]

Business Rules

· ILEC test deck may either represent regression testing of a new software release or progression testing of software being released for the first time.  A regression test deck is a collection of test scenarios designed to verify that functionality in a software release that was available in a previous release continues to work as prescribed.  A progression test deck is a collection of test scenarios designed to verify that functionality in a software release that is being introduced for the first time (or is being removed) works as prescribed.

· Test scenario is a description of a business event and the systems transactions performed to accomplish the business event.  Test scenarios also include pre-conditions, input date and expected results.

· During a 30 day period following release to production, ILEC will track the number of changes required as a result of CLEC experiencing malfunctions during the execution of transactions directly related to the pre-defined conditions in the test desk.

· A transaction is defined as failed if the request cannot be submitted or processed or results in incorrect or improperly formatted data.

· Software validation procedures, test deck scenarios and error correction standards are to be agreed to  by CLEC and the ILEC, with this metric monitoring adherence to that agreement.

· ILEC may exclude any CLEC malfunctions if both parties agree that malfunctions were CLEC’s fault. If parties cannot agree on fault, then ILEC must report the number of malfunction incidents in dispute.

· Problem resolution timeliness will reflect the percentage of preorder and order transaction rejections resolved within the timeframe agreed to by CLEC and the ILEC for both errors with and without work-around.

· Problem resolution time will start being measured from time problem reported to help desk to time CLEC concurs that problem no longer exists as confirmed on resolution notice call from the ILEC’s help desk. 

Levels of Disaggregation 
Company

Interface Type offered for each funcitonal area

Business Period

Pre-Ordering Query Types

Maintenance Query Types

Support Center Type

Change Management Notifications

Software Problem Resolution

Performance Standard

No more than 0.1% of test deck transactions should result in CLEC problems

Software errors with no work-around should be corrected in 24 hours.

Software errors with work-arounds should be corrected in 72 hours.

Measurement and Purpose

Percent Billing Errors Corrected in X Days

Function

Timeliness of Billing Error Corrections
Calculation Methodology

Percent Billing Errors Corrected in X Days = ( [(Number of ILEC Responses in X Days/Hours) / (Total Number of Queries in Reporting Period)] x 100

Business Rules

· This measurement applies to the daily usage feed.

· Performance for this measurement is measured at two levels:  

· Severity 1 Bill Affecting where X = 24 hours with a maximum of 5 business days to correct error

· Severity 2 Non-Bill Affecting where X = 3 business days with a maximum of 10 business days to correct error

· Elapsed time is measured in business days/hours. Clock starts when ILEC receives the CLEC’s query or request for an adjustment (whether in electronic, written or voice form) and the clock stops when the CLEC receives the correct usage record from the ILEC.

· The ILEC shall send correct usage record within X days/hours of receipt of a query.
· Only usage records fully corrected to the CLEC’s specifications will be considered timely.
· Excluded situations:
· CLEC may agree to exclude adjustments disputed by ILEC from metric.  If ILEC does not wish to pursue mutual agreement on such exclusion, ILEC must report separately the number of queries in dispute at end of the month as separate sub-metric
Levels of Disaggregation 

Company

Type of Record or invoice
Performance Standard

Severity 1 = 90% corrected in 24 hours and 100% in 5 business days

Severity 2 = 90% corrected in 3 business days and 100% in 10 business days
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