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NOTICE OF PROPOSED AGENCY ACTION ORDER
ORDER APPROVING INTERIM PERFORMANCE METRICS

BY THE COMMISSION:

NOTICE 1is hereby given by the Florida Public Service
Commission that the action discussed herein is preliminary in
nature and will become final unless a person whose interests are
substantially affected files a petition for a formal proceeding,
pursuant to Rule 25-22.029, Florida Administrative Code.

BACKGROUND

On December 10, 1998, the Florida Competitive Carriers
Association (FCCA), the Telecommunications Resellers, Inc. (TRA),
AT&T Communications of the Southern Statesg, Inc. (AT&T), MCImetro
Access Transmission Services, LLC (MCImetro), WorldCom
Technologieg, Inc. {(WorldCom), the Competitive Telecommunications
Agsociation (Comptel), MGC Communications, Inc. {(MGC), and
Intermedia Communications Inc. {Intermedia) (collectively,
“Competitive Carriers”) filed their Petition of Competitive
Carriers for Commission Action to Support Local Competition in
BellSouth’s Service Territory.
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On December 30, 1998, BellSouth Telecommunications, Inc.
(BellSouth) filed a Motion to Dismiss the Petition of the
Competitive Carriers for Commission Action to Support Local
Competition in BellSouth’s Service Territory. BellSouth requested
that we dismiss the Competitive Carriers’ Petition with prejudice.
On January 11, 1999, the Competitive Carriers filed their Response
in Opposition to BellSouth’s Motion to Dismiss.

By Order No. PSC-99-0769-FOF-TP, issued April 21, 1999, we
denied BellSouth’s Motion to Dismiss. In addition, we denied the
Competitive Carriers’ request to initiate a rulemaking proceeding
to establish expedited dispute resolution procedures for resolving
interconnection agreement disputes. We also directed our staff to
provide more specific information and rationale for its
recommendation on the remainder of the Competitive Carriers
Petition.

By Order No. PSC-99-1078-FOF-TP, issued May 26, 1999, we
granted, in part, and denied, in part, the petition of the Florida
Competitive Carriers Association to support local competition in
BellSouth’s service territory. Specifically, we established a
formal administrative hearing process to address unbundled network
elements (UNE) pricing, including UNE combinations and deaveraged
pricing of unbundled loops. We also ordered that Commissioner and
staff workshops on Operations Support Systems (0SS) be conducted
concomitantly in an effort to resolve 0S8 operational issues. We
indicated that the request for third-party testing of 0SS was to be
addressed in these workshops. These workshops were held on May 5-
&, 1999, We also ordered a formal administrative hearing to
address collocation and access to loop issues, as well as costing
and pricing issues.

On May 28, 1999, FCCA and AT&T filed a Motion for Independent
Third-Party Testing of BellSouth’s O0SS. Bellsouth filed its
Response to this Motion by the FCCA and AT&T on June 16, 1999.
That same day, FCCA and AT&T filed a Supplement to the Motion for
Third-Party Testing. On June 17, 1999, ACI Corp. (ACI) filed a
Motion to Expand the Scope of Independent Third-Party Testing. On
June 28, 1999, BellSouth responded to the Supplement filed by FCCA
and AT&T. On June 29, 1999, BellSouth responded to ACI’'s Motion to
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Expand the Scope of Independent Third-Party Testing. By Order No.
PSC-99-1568-PAA-TP, issued August 8, 1999, we denied the motion.
Upon our own motion, we approved our staff’s recommendation to
proceed with Phase I of third-party testing of BellSouth’s 0SS.
Phase I of third-party testing required a third party, in this case
KPMG, to develop a Master Test Plan (MTP) that would identify the
specific testing activities necessary to demonstrate non-
discriminatory access and parity of BellSouth’s systems and
processes.

By Order No. PSC-00-0104-PAA-TP, issued January 11, 2000, we
approved the KPMG MTP and initiated Phase II third-party testing of
BellSouth’s Operations Support Systems. In order to initiate
testing, we must approve interim performance metrics to be used
during the course of testing to assess the level of service
BellSouth is providing to ALECs. There are three components to the
development of performance metrics. The first component is the
performance metrics themselves and the calculations. The second
component is retail analogs and performance target benchmarks, and
the third component is the statistical methodology to be used in
analysis of test results. This Order addresses the interim
performance metrics and their calculations. We note that we are
scheduled to address the retail analogs/benchmarks and the
statistical methodology in February, 2000, following a third
workshop. Once interim performance metrics and definitions are
complete, test preparation can proceed as KPMG establishes the
process for capturing the measurement data required.

KPMG INTERIM PERFORMANCE METRICS

Performance metrics are the yardstick by which the existence
of nondiscrimination or parity will be determined during the 0SS
third-party testing. During the development of the master test
plan, several ALECs filed comments regarding the adequacy and
completeness of the performance metrics proposed by BellSouth. In
response, our staff initiated a process for obtaining input
regarding the metrics to be used for the purposes of testing. An
Interim Performance Metrics Work Group comprised of representatives
of Commission staff, BellSouth, and the ALEC community was
established. This work group participated in two workshops and had
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two opportunities for comment regarding interim performance
metrics. Workshops were held on December 1 and December 17, 1999.
The resulting interim performance metrics are shown in Attachment
I which, by reference, is incorporated herein.

The starting point for the metrics work group was the
September 15, 1999, wversion of BellSouth Sexrvice Quality
Measures (SQM) . These are the measures that BellSouth currently
captures and reports through the BellSouth Performance Measurement
Analysis Platform (PMAP). PMAP is a $50 million platform designed
in 1998 and deployed in 1999 to upgrade BellSouth’s first-
generation Service Quality Measurement system. SOM and PMAP
results have been available to ALECs via Internet access since June
1398. In addition to compiled ALEC and BellSouth region-wide
results, PMAP provides each ALEC access to its individual metric
results, as well as the raw data for each measure. The raw data
enables some degree of cross-verification for ALECs who choose to
use this toocl.

BellSouth claims PMAP 1is by far the telecommunication
industry’s largest and most extensive O08S performance metrics
gsystem. Each month it processes over 65 million recorxrds comprising
18 gigabytes of data. Accorxrding to BellSouth, the total size of
PMAP is currently 2.5 terabytes or thereabouts, which would
translate to approximately 1.25 billion pages of text documents.

PMAP is designed to capture data and produce reports directly
from BellSouth’s major legacy 0SS systems, such as Service Order
Control System, Customexr Record Information System, Line
Maintenance Operation System, and Trunk Identification Record
Keeping System. In addition to challenges related to its huge
size, PMAP’s complexity is magnified by the fact that it works to
join together data from these disparate information systems that
uge differing operating platforms, data structures, and identifier
codes.

According to BellSouth, long lead times are required for
making any changes to the calculations currently embedded in the
system due to the complex nature of PMAP. As a result, few changes
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have been made to the metrics BellSouth is required to capture for
purposes of 0SS testing.

Through the Interim Performance Metrics Work Group, ALECs have
requested several additions and changes to the existing BellSouth
metrics. According to BellSouth, full implementation of these
changes would delay the testing effort by three to six months.

As a compromise to full implementation of the requested
changes, KPMG has agreed to investigate the feasibility of
capturing these additional metrics results through its role as an
AILEC during the testing. KPMG may use these 17 metrics to
supplement the results from the BellSouth PMAP metrics. These
additional metrics, listed in Appendix B of Attachment I, are:

(1) Percent Service Loss from Early and Late Cuts

(2) Percent of Hot Cuts Not Working When Initially Provisioned

(3) Percent Completions or Attempt without Notice or with Less
than 24 Hours Notice

(4) Percent Order Accuracy

(5) Percent of Orders Canceled or Supplemented at the Request of
BellSouth

(6) Percent and Timeliness of EDI and TAG LSR Acknowledgments

(7) Provisioning Troubles Prior to Loop Acceptance

(8) Percent Orders Canceled After Missed Due Date

(9) Percent Found OK/Test OK/CPE

(10) ALEC Center Call Abandonment Rate

(11) Average Notification of Interface/0SS Outage

(12) Percent of Change Management Notices and Documentation Sent on
Time

(13) Percent of Software Certification Failures and Software
Problem Resolution

(14} Percent Billing Errors Corrected in X days

(15) Loop Make-up Information Timeliness

(16) Provisioning Trouble Reports Prior to Service Order Completion

(17) Coordinated Customer Conversions as a Percentage On-Time

KPMG will determine the appropriateness of ALEC-proposed
disaggregation dimensions by examining raw data from test
transactions and making appropriate measurements associated with
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its own transactions. In addition, KPMG will conduct a special
study of end-to-end timing of transactions to address concerns
raised by ALECs. These studies will determine whether changes to
existing BellSouth metric calculations and levels of disaggregation
are necessary.

We find that the interim performance metrics used during
testing can serve as the starting point for developing permanent
metrics once testing proves whether the metrics are accurate and
adequate. Based on the foregoing, the interim performance metrics
developed by KPMG, as set forth in Attachment I, are hereby
approved.

Based on the foregoing, it is

ORDERED by the Florida Public Service Commission that the
interim performance metrics developed by KPMG, as set forth in
Attachment I which, by reference, is incorporated in the body of
this Order, are hereby approved. It is further

ORDERED that the provisions of this Order are issued as
proposed agency action and shall become final and effective upon
the issuance of a Consummating Order unless an appropriate
petition, in the form provided by Rule 28-106.201, Florida
Administrative Code, 1is received by the Director, Division of
Records and Reporting, 2540 Shumard Oak Boulevard, Tallahassee,
Florida 32399-0850, by the close of business on the date set forth
in the "Notice of Further Proceedings" attached hereto. It is
further ‘

ORDERED that in the event this Order becomes final, these
dockets shall remain open.

By ORDER of the Florida Public Service Commission this 8th day

February, 2000.
éf}%o'

BLANCA S. BAYS, Directo
Division of Records and Reporting

( S B A L)
TV
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NOTICE OF FURTHER PROCEEDINGS OR JUDICIAL REVIEW

The Florida Public Service Commission is required by Section
120.569(1), Florida Statutes, to notify ©parties of any
administrative hearing that is available under Section 120.57,
Florida Statutes, as well as the procedures and time limits that
apply. This notice should not be construed to mean all requests
for an administrative hearing will be granted or result in the
relief sought.

Mediation may be available on a case-by-case basis. If
mediation is conducted, it does not affect a substantially
interested person’s right to a hearing.

The action proposed herein is preliminary in nature. Any
person whose substantial interests are affected by the action
proposed by this order may file a petition for a formal proceeding,
in the form provided by Rule 28-106.201, Florida Administrative
Code. This petition must be received by the Director, Division of
Records and Reporting, 2540 Shumard Oak Boulevard, Tallahassee,
Florida 32399-0850, by the close of business on February 29, 2000.

In the absence of such a petition, this order shall become
final and effective upon the issuance of a Consummating Order.

Any objection or protest filed in this docket before the
issuance date of this order is considered abandoned unless it
gatisfies the foregoing conditions and is renewed within the
gspecified protest period.
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The State of Florida
Public Service Commission

~ BellSouth Telecommunications, Inc.
OSS Evaluation Project

Interim Performance Metrics

Copyrighted 2000

January 5, 2000

Attachment I
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BellSouth OSS Testing
Florida Interim Performance Metrics
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Florida Interim Performance Metrics
PRE-ORDERING - 0SS
Report/Measurement :
e OSS Response Time and Response Interval

Definition:

Average response time and response intervals are the average times and number of requests responded to
within certain intervals for accessing legacy data associated with appointment scheduling, service &
feature availability, address verification, request for Telephone Numbers (TNs), and Customer Service
Records (CSRs).

" Exclusions:

None

Business Ruies:

The average response time for retrieving pre-order/order information from a given Jegacy system is
determined by surmming the response times for all requests submitted to the legacy during the reporting
period and dividing by the total number of legacy requests for that day X 100. The response interval
starts when the clieat application (LENS or TAG for CLECs and RNS for BST) submits a request to the
legacy system and ends when the appropriate response is returned to the client applicstion. The number
of legacy accesses during the reporting period, which take less than 2.3 seconds and the number, which
take more than 6 seconds are also captured. Functions will be divided into: CSR, due date avsilability,
address validation, service availability, and TN reservation.

el of tion:

Average Response Time — Customer Service Record
Average Response Time -~ Due Date Availability
Average Response Time -~ Address Validation
Avenge Response Time ~Product & Service Availability
Response Time — Telephone Number Availability and Reservation

r_C"'alcul.nion.

Z{(Date & Time of Legacy Response) — (Date & Time of Request to Legacy)] / (Number of Legacy
Requests During the Reporting Period) X 100

Report Structure:

e Not CLEC Specific
»  Not product/service specific
Regional Level

ed Reiating to CLEC Experience: ta Retained Relating to BST Performance:
e  Report Month e Report Month
» Legacy Contract (per reporting dimension) . LegacyCmact(purepcnmgdmensm)
&  Response Interval e Response Interval
__® Regional Scope e Regional Scope
Retail Analog/Benchmark
Standard: parity with Retail.

Note: KPMG during Phase IT will conduct a special study of end-to-end timing of pre-ordering transactions (from
initial receipt of the transaction by BST to transmission of the response to the CLEC) in order to assess whether the
definition of response time used in this metric is appropriate. This study will determine the transit times between the
CLEC interface and the BST legacy systems. Loop qualification and loop make-up queries are not automated functions
for BST. Therefore, these are not included in this metric. However, KPMG will make a special study of the timing of

these queries relative to BST Retail operations.

Page 2 of 72 Version 1/5/00
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BellSouth OSS Testing
Florida Interim Performance Metrics
LEGACY SYSTEM ACCESS TIMES FOR RNS

System Contract Data <23 sec > 6 sec Avg. Sec #of Calls
'RSAG | RSAG-IN Address X X X X
[RSAG | RSAG-ADDR | Address X x X X
ATLAS  |ATLAS-IN |IN X X X X
'DSAP | DSAP-DDI Schedule X X X X
'CRIS | CRSACCIS |CSK X X X X
[OASIS  |OASISBSN | Feature/Service | X x X X
OASIS | OASISCAR | Feature/Service | X X X X
[OASIS | OASISLPC eature/Service || X X X X
[OASIS ~ |OASISMIN | Featmre/Service | X X X X
"OASTS OASISBIG | Feature/Service | X X X X

LEGACY SYSTEM ACCESS TIMES FOR LENS

System Contract Dana <l.3sec |>6sec Avg. Sec | #of Calls
[RSAG | RSAG-IN Address x X X X
[RSAG™ |RSAG-ADDR |Address X X X X
ATLAS __ |ATLAS-IN X X X X
'DSAP | DSAPDDI Schedule X X X X
HAL HAL/CRIS CSR X X X X
'COFF1 | COFFUUSOC | Feature/Service | x X X X
[P/SIMS | PSIMS/ORB | Feature/Service | X X X x

LEGACY SYSTEM ACCESS TIMES FOR TAG

System Contract Dana <23sec  |>6sec Avg Sec | # of Calls
[RSAG ___ |RSAG-IN Address X X X X
'RSAG RSAG- Address x X X X
ATLAS __ |ATLASIN ™ X X X X
'DSAP | DSAPDDI Schedule X X X X
HAL HAL/CRIS CSK x X X
[CTRIS | CRSEINIT X X X X
CRIS [CRSECSR | CSR X X X X

Page 3 of 72 Version 1/5/00
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BellSouth OSS Testing
Florids Interim Performance Metrics
PRE-ORDERING - OSS
rt/Measurement:

Interface Availability

Definition:

" Percent of time OSS interface is functionally available compared to scheduled availability. Availability
for CLEC interface systems and for all Legacy systems accessed by them are captured

Exclusions:

None

"Business Rules:

" This measurement captures the availability percentages for the BS1 systems, which are used by CLECS
dtmgPro-Orduhgﬁmcaom. CommmtnBSTmuhsallowccnciusmamwbedmmeq\nl
exists for the CLEC to deliver a comparable customer experience.

tion:

Level

alconiation:

[ (Functional Availability) / (Scheduled Availability) X 100

Report Structure:

e Not CLEC Specific
s Not product/service specific

s Regional Level
Daia Retained Relating o CLEC Experienes

Data Retained Relating to BST Experience

*  Report Month
. me@ummm

s Report Month
Legacy contract type (per reporting dimension)
Regional Scope

Retail Ana

[ Benchmark:

OSS Interface Availability

[OSS Interface

%% Availability

[LENS

 LEO Mainframe

LEO UNIX

LESOG

"EDI

HAL
" BOCRIS

ATLAS/COFFI
[RSAG/DSAP

Al

SOCS

[ TAG

L R Bl el B b A R R

Paged of 72 Version 1/5/00
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ORDERING
“ReportMeasurement: _
[ Percent Flow Through Service Requests (Summary)
Deﬁnition.

| The percentage of Local Service Requests (LSR) submitted electronically via the CLEC mechamud
ordering process that flow through to SOCS without manual intervention

Exclmions.

s Faml Rejects

Auto Clarification

Manual Fallowt

CLEC System Fallout

Sup_glcmams (subsequent versions) to cancel LSRs that are not LESOG eligible (Under development)

.0..

WWMMWM(WW)
which are submitted through one of the three gateway interfaces (TAG, EDI, and LENS), and flow through
to SOCS without manual intervention. These LSRs can be divided into two classes of service; Business
and Residence, and three types of service; Resale, Unbundied Network Elements (UNE), and specials. The
CLECmechmmdotdumgpmmdoanotmchsdeLSRs,whchmwbmmdmual}y(cs.,&&md
courier), or are not designed to flow through, i.e., Manual Fallout.

Definitions:
Fatal Reiects: Em&nmvemmLSR.mhmmdbytheCLEC,ﬁombemgpmmedﬁm When an
LSR is submitted by a CLEC, LEO will perform edit checks to ensure the data received is comrectly
formatted and complete. For example, if the PON field contains an invalid character, LEO will reject the
LSR and the CLEC will receive a Fatal Reject.
Auto-Clarification: errors that ocour due to invalid data within the LSR. LESOG 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, the CLEC will receive an Auto-Clarification.

errors 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 will determine if the LSR should be forwarded to LCSC for manual handling.
Following are the categories for Manual Fallout.

1. Complex services*

2. Expedites (requested by the CLEC)

3. Special pricing plans

4. Denials-restore and conversion, or disconnect and conversion orders
5. Partial migrations

6. Class of service invalid in certain states with some types of service
7. New telephone number not yet posted to BOCRIS

8. Low volume such as activity type “T” (move)

9. Pending order review required

10. More than 25 business lines

11. Restore or suspend for UNE combos -

12. Transfer of calls option for the CLEC’s end users

13. CSR inaccuracies such as invalid or missing CSR data in CRIS

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

Total Svstem Falloyt: Errors that require manual review by the LCSC to determine if the etror is caused
by the CLEC, or is due to system functionality. If it is determined the ervor is caused by the CLEC, the
LSR will be sent back to the CLEC as clarification. If it is determined the error is BST caused, the LCSC
representative will correct the error.

PageSof T2 Version 1/5/00
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BellSouth OSS Testing
Florida Interim Performance Metrics

Calcuistion:
Percent Flow Through Service Requests = L[(Total number of valid service requests that flow-through to
SOCS)] / (Total number of valid service requests delivered to SOCS) X 100

Description:

Percent Flow Through = (The total number of LSRs that flow through LESOG to SOCS) / (the number
of LSRs passed from LEO to LESOG) - Z{(the number of LSRs that fall out for manual processing) +
(the number of LSRs that are returned to the CLEC for clarification) -+ (the number of LSRs that contain
errors made by CLECs)] X 100.

Report Structure:
o CLEC Aggregate
> Region
Level of Disaggregation:
e Geography
>
*  Product (Under Development)
> Residence

>» Business
> UNE
> Special _
 Data Retained Relating to CLEC Experience Data Retained Relating to BST Experience
e Report month * Report month
e  Total number of LSRs received, by interface, s  Total number of errors by type:
by CLEC: » BST system error

> TAG

» EDI

> LENS
o Total number of errors by type, by CLEC:

> Fatal rejects

> Total fallout for manual processing

» Auto clarification

» CLEC caused system fallout
o Total number of errors by error code

Retail Analog/Benchmark:
Under development by the Interim Performance Measure Work Group. Upon completion, KPMG and
Commission Staff will recommend retail analogs and/or benchmarks for approval by the FPSC.

Page 6 of T2 Version 1/5/00
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Beudout LSy Testing
Florida Interim Performance Metrics
ORDERING
Report/Measurement:
Percent Flow Through Service Requests (Detail)
Definition:

A detailed list by CLEC of the percentage of Local Service Requests (LSR) submitted electronically via the
CLEC mechanized ordering process that flow through to SOCS without manual or human intervention.

Exclusions:

o  Fatal Rejects

»  Auto Clarification

¢  Manual Fallout

» CLEC System Fallout

* _Supplements (subsequent versions) to cancel LSRs that are not LESOG eligible(Under development)

" 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), and flow through
to SOCS without manual intervention. These LSRs can be divided into two ciasses of service; Business
and Residence, and three types of service; Resale, Unbundied 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 by the CLEC, from being processed further, When an
LSR is submitted by a CLEC, LEO 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 will reject the
LSR and the CLEC will receive a Fatal Reject.

Ayto-Clarification: errors that occur due to invalid data within the LSR. LESOG 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, the CLEC will receive an Auto-Clarification.

s errors 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 will determine if the LSR should be forwarded to LCSC for manual handling.
Following are the categories for Manual Fallout:

1. Complex services*

Expedites (requested by the CLEC)

Special pricing plans

Deniais-restore and conversion, or disconnect and conversion orders
Partial migrations

Class of service invalid in certain states with some types of service
New telephone number not yet posted 1o BOCRIS

Low volume such as activity type “T” (move)

10. More than 25 business lines

11. Restore or suspend for UNE combos

12. Transfer of calls option for the CLEC’s end users

13. CSR inaccuracies such as invalid or missing CSR data in CRIS

R

*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 LCSC to determine-if the error is caused
by the CLEC, or is due to system functionality. If it is determined the ervor is caused by the CLEC, the
LSR will be sent back to the CLEC as clarification. If it is determined the error is BST caused, the LCSC
representative will correct the error.

Page 70f 72 Version 1/5/00
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BeliSouth OSS Testing
Florida Interim Performance Metrics

Calculation:
Percent Flow Through Service Requests = (1otal number of valid Service requests that flow-through to
SOCS) / (Total number of valid service requests delivered to SOCS) X 100

Description:
Percent Flow Through = The total number of LSRs that flow through LESOG to SOCS / (the number of
LSRs passed from LEO to LESOG) ~ E£[(the number of LSRS that fall out for manual processing + the
number of LSRs that are retumed to the CLEC for clarification + the number of LSRs that contain errors
made by CLECs)] X 100.

_Report Structure:
. mmmﬂwmm@pmuefwmhmmydmdsm)mmmw

maEmemmmmmnpmmmdumefoum

Total manual fallout

Number of auto clarifications returned to CLEC
Number of validated LSRs
Number of BST csused fallout

Number of CLEC caused fallout

Number of Service Orders Issued

Base calculation
CLECenorexch:dedulcuhﬁm

|VVVVYVVVYVVVVYYV

Level of
. CLECSpeclﬁc(byalusdmonwprmCLECspectﬁcpmpmmydm)
*  Geographic:
» Region
s Product (Under development)
» Residence
» Business
» UNE
» Speci
Data Retained Relating to CLEC Experience ata Retained Relating to BST Experience

s Report month s Report month
¢  Total number of LSRs received, by interface, + Total number of errors by type:
by CLEC > BST system emror
» TAG
> EDI
> LENS
. Totalnumberofmbytype,byCLEC
» Fatal rejects
» Tomlfnﬂmnformamnlmssmg
» Auto clarification
> CLECerors
¢ __ Total number of errors by error code

"Retail Analog/Benchmark:
Under development by the Intermm Performance Measure Work Group. Upon completion, KPMG and

Commission Staff will recommend retail analogs and/or benchmarks for M by the FPSC.
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ORDERING
“ReportMeasurement:

Finv?ﬁnmggEamtAnmbsh
Definition:

An analysis of each error type (by error code) that was experienced by the LSRs that did not flow through
to SOCS.

"Exclusions:

Each Error Analysis iS €TTor code Specific; therefore exclusions are not applicabie.

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), and flow through
to provisioning SOCS without manual intervention. These LSRs can be divided into two classes of
service; Business and Residence, and two types of service; Resale and Unbundied Network Elements
(UNE). This measurement captures the total number of errors by type. The CLEC mechanized ordering
___process does not include LSRs, which are, submitted manually (e.g., fax, and courier).

Calenhtiol

EOfemxsbywpe

Report Structure:

¢  Provides an analysis of each error type (by error code). ‘rherepomsmdmendmgmderbymmof
each error code and provides the following:

Error Type (by error code)

Count of each error type

Percent of each error type

Cmnulmvepu'ceut

Error Description
CLEC Caused Count of each error code
Percent of aggregate by CLEC caused count
Percent of CLEC by CLEC caused count
BST Caused Count of each error code
Percent of aggregate by BST caused count
Percent of BST by BST caused count

VVVVVVVVVVYY

Level of Disam::

Region
Dats Retained Reiating to CLEC Experience Data Retained Relating to BST Experience
¢  Reportmonth ¢ Report month
s  Total number of LSR$ received ¢ Total numberofmmbytype(bymcodc)
¢  Total number of errors by type ( by error code) . > BST system error
» CLEC caused error
"Retail Aba s
Not Appli
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Attachment
BeliSouth Flow-through Analysis
For CLECs LSRs placed via EDI or TAG
BellSouth Service Flow-through | Complex | Complex | Design | Can ordering this service cause
Offered to CLEC via ifno BST or Service Order Service fall out for a reason other than
resale or UNE CLEC Emors | (Yes/No) | (Yes/No) | (Yes/No) errors or complex? If so, what
(Yes/No) reason?
1 Flat Rate/Residence Yes - No No no :
2 Flat Rate/Busimess Yes No No no
3 Pay Phone Provider No No No no
4 easured Rate/ies. Yes No Ne | no
5| Measured Rate/Bus.___ | Yes No No )
6 Area Plus Yes No No no
7| Package/Complete Yes No No no
Choice and area
3 MMQHE-%;: Yes No No no
9 Ga. Communi Yes No No no
10 aitin Yes No No no
11 | Call Wax Yes No No no
12 s No No no
13 peed Callin Yes No No no
143 w_amn'_'g Yes No No no
15 orwarding- Yes No No no
Variable
16| Remote Accessto CF__ | Yes No No no
17 | Enhanced | Yes No No no
18 | Memory Call Yes No No no
19 | Memory Call Ans. Sve. | Yes No No 1o
20 | MIS Yes ~ | No No no
21 Yes No No no
22 Ves No No 00
23 Tacin, Yes No No no
p1 Caﬂ—B:EEF! Yes No No 1o
28 Dialin Yes No No 0o
26 mlm £ Yes No No no
27 Return Yes No No no
28 | Preferred Call Forward | Yes No No o
79 | Touch-tone Yes No No no
30 | Visual Director Yes No No no:
31 | INP (all types?) Yes UNE No no
32 | Unbundled Loop- Yes UNE No Yes-
] Analog 2W, SL1, S1.2 . designed,
no-non-
designed
33 2 wire analog port Yes No no
34 | Local Number Yes UNE No no
Portability (always?)
3 TA No Yes Yes yes See note at bottom of matrix.
36 | Basic Rate ISDN No Yes Yes yes L3R electronically submitted; no
| flow through
Page 10 0f 72 Version 1/5/00
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BellSouth Service Flow-through | Compiex | Complex | Design | Can ordering this service cause
Offered to CLEC via ifno BSTor | Service Order Service | fall out for a reason other than
resale or UNE CLEC Emrors | (Yes/No) | (Yes/No) | (Yes/No) | errors or complex? If so, what
(Yes/No) reason?
37_| DD No* Yes Yes Yes * yes with 053 99
38 | Frame Relay No Yes Yes yes
39 | Megalink No Yes Yes yes
40 | Megaiink-T1 No Yes Yes yes
41 | Native Mode LAN No Yes Yes yes
Interconnection
(NMLD
42 | Pathlink Primary Rate | No Yes Tes yes
| ISDN
43 | Synchronet No Yes Yes yes L3R electronicaily submitted; no
flow
34 | PBX Trunks No Yes Yes Yes LSR¢ submitted; no
flow through
45 | Ly No Yes Yes ves
46 éﬁ% No Yes Yes yes ) )
47 | Hunting No Yes no BO LSK electronically submitted; no
flow through
48 No Yes Yes no
49 v No Yes Yes yes
50 | Multiserv No Yes Yes yes
51| Off-Prem Stations No Ves Yes yes
52 G No Yes Yes yes
53 No Yes Yes yes
34 | Tie Lines No Yes Yes Yes
55 ATS No Yes Yes yes
56 | 4 wire analog voice No UNE Yes yes-
© | grade loop designed,
no-non-
57 | 4 wire DS1 & PRI No UNE Yes yes
digital |
58 |2 ';gll;e I%Em No UNE Yes yes
loop
59 | 4 wire DS1 & PRI No UNE Yes yes.
igital loop
€0 | ADS No* UNE Yes yes ¥ yes as of 055 997
61 | HDSL No UNE Yes yes '
62 | 2 wire analog DID No UNE Yes Yes
trunk port
63 | 2 wire ISDN digital line | No UNE Yes yes
side port
64 | 4 wire ISDN DSI No UNE Yes yes
igital trunk ports
65 Combinations y-loop+port UNE | Yes . yes —
66 | Directory Listings No* UNE Yes no .| -* yes as of OSS'99
(simple)
Page 11 of 72 Version 1/5/00
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BellSouth Service ow-through | Complex | Complex | Design | Can ordering this service cause
Offered to CLEC via ifnoBSTor Service Order Service | fall out for a reason other than
resale or UNE CLECErmors | (Yes/No) | (Yes/No) | (Yes/No) | errors or complex? If so, what
(Yes/No) reason?
67 | Directory Listings No* UNE yes no * yes as of 0SS’99, captions and
(complex) indention
68 | ESSX No Yes Yes no

Note for last column: For all services that indicate ‘No’ for flow-through, the following reasons, in addition to errors or
complex services, also prompt manual handling: Expedites from CLECs, special pricing plans, for denials - restore and
conversion or disconnect and conversion both required, partial migrations (although conversions-as-is flow through),

class of service invalid in certain states with some TOS - e.g. gov't, or cannot be changed when changing main TN on
C activity, low volume ~ e.g. activity type T=move, pending order review required, more than 25 business lines, restore
or suspend for UNE combos, transfer of calls option for CLEC end user - fixed with release 6.0, new TN not yet posted
to BOCRIS. All but the last one is unique to the CLEC environment.
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ORDERING
Report/Measurement:
___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 electronically submitted by
the CLEC and passes LEO edit checks to insure the data received is correctly formatted and complete,

Exclusions:

[ Service Requests canceied by the CLEC prior to being rejected/clarified.

Business Rules:

[ Fully Mechanized: An LSR is considered “Tejected” when it is submitted electronically but does not
pass LEQ edit checks in the ordering systems (EDI, TAG, LEO, LESOG) and is returned to the CLEC.
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 not populated correctly and the request is rewurned to the CLEC before it is considered an LSR.
Fatal Rejects are included in the calculation for regional reports only.
e  An Auto Clarification is a valid LSR, which is electronically submitted but rejected from LESOG
because it does not pass further edit checks for order accuracy.
: A valid LSR, which is electronically submitted (via EDI or TAG), but cannot be
processed electronically and “falls out” for manual handling. It is then put into “clarification” and
(rejected) sent back to the CLEC, )

Totat Mechagized: Combination of Fully Mechanized and Partiaily Mechanized LSRs.

: An LSR which is faxed or mailed to the LCSC for processing and is “clarified”
{rejected) back to the CLEC by the BST service representative.

LNP: Under Development

Calculation:

T Percent Rejected Service Requiests = (1otal Number of Rejected Service Requests) / ( 1otal Number of
Service Requests Received) X 100 during the month.

~ Fully Mechanized, Partially Mechanized, Total Mechanized, Non-Mechanized
State and Region

_Repori Structure:
L
L ]
s CLEC Specific

e CLEC Aggregate
Level o maﬁon:

Resale Residence
Resale Business

Resale Specials
UNE

UNE Loop with NP
Other
Trunks

. & & 5 8

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

s Report Month e Report Month

¢ Total number of LSRs Total number of LSRs
¢ Total number of Rejects Total number of Errors
¢  Total Number of Errors Adjusted Error Volume
e  State and Regi State and Region

* © & O

Retail chmark:

This test is diagnostic and does not require a benchmark
T 09/13/99 (E;
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ORDERING
ReportMeasurement:
Reject Interval
Definition:

[~ Reject Interval is the average reject time from receipt of an LSR to the distribution of a Reject. An LSR |
is considered valid when it is electronicaily submitted by the CLEC and passes LEO edit checks to insure
___the data received is correctly formatted and complete.

"Exclusions:

Service Requests canceled by CLEC prior 1o being rejected/clarified

Business Rules: __

e Fully Mechanized: The elapsed time from receipt of a valid LSR (date and time stamp in ED or
TAG) until the LSR is rejected (date and time stamp of reject in LEO). Fatal Rejects and Auto
Clarifications are considered in the Fully Mechanized category.

¢ Partially Mechanized: The elapsed time from receipt of a valid LSR (date and time stamp in EDI or
TAG) until it fails cut for manual handling. The stop time on partially mechanized 1.SRs is when
the LCSC Service Representative clarifies the LSK back to the CLEC via LEO,

s  Total Mechanized: Combinstion of Fully Mechanized and Partially Mechanized LSRs.

¢ Nop-Mechsnized: The elapsed time from receipt of a valid LSR (date and time stamp from FAX
stamp) until notice of the reject is returned to the CLEC via LON.

: iﬂdo :=Under development.

Reject Interval = Z[(Date and Time of Service Request Rejection) ~ (Date and Time of Service Request
__Receipt)] / (Number of Service Requests Rejected in Reporting Period)
Report cture:
¢ CLEC Spexific
e CLEC Aggregate
s  Ful Mechmmd.?mllyMechanmd, TonlMachmud,Non-Mechanmd, Trunks
Level of ton:
+  Product Reporting Levels
Interconnection Trunks
Resale - Residence
Resale — Business
Resale - Design
UNE Design
UNE Non- Design
. UNE Loop with and w/o NP
. GeoxnphscScope
State, Region and further geographic disaggregation as required by State Commission Order
. Mechanized:Mminum,Mmhms-lzmma.12-‘60minuws,0-1hourlo8hodrs,

VVVVYVV

8-24 hours, >24 hours.

* Non-mechanized: 0-1 hour, 1-4 hours, 4-8 hours, 8-12 hours, 12-16 hours, 16-20 hours,
20-24 hours >24 hours

s  Average Interval in Days
o Trunks: .

Dai Retalned Relating to CLEC Experience: | Data Retained Relating to BST Performance:

*  Report Month «  Report Month

*  Reject Interval e Reject Interval

¢  Total Number of LSRs s  Total number of LSRs

o  Total number of Errors »  Total number of Errors

« State and Region e State and Region

Retail Anailog/Benchmark:

Under development by the Interim Performance Measure Work Group. Upon completion, KPMG and
Commission Staff will recommend retail analogs and/or benchmarks for approval by the FPSC.
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Note: During Phase II, KPMG will conduct a special study of end-to-end timing of order rejections (from initial receipt
of the order by BST to transmission of the rejection to the CLEC) in order to assess whether the definition of interval
used in this metric is appropriate. This study will determine the transit times between the CLEC interface and the BST
legacy systems. Loop qualification and loop make-up queries are not automated functions for BST. Therefore, these
are not included in this metric. However, KPMG will make a special study of the timing of these queries relative to
BST Retail operations.
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ORDERING
Report/Measurement:
Firm Order Confirmation 1imeliness
Definition:

Tnterval for Return of a F irm Order Confirmation (FOC Interval) is the Average response tme rom receipt of
valid LSR to distribution of a firm order confirmation.
Exclusions: _
* Rejected LSRs
Partially Mechanized or Non-Mechanized LSRs received and/or FOCd m:dsofnmx!bmmmhm
Btummkulu.
s Mechanized: Theehpsednme&ommeqxofavahdeiemmuﬂysubmmdLSR(Mndmmsnmp
in LENS, EDI, TAG) until the LSR is processed and appropriate service orders are generated in SOCS.
o  Partisllv Mechanized: The elapsed time from receipt of a valid electronically submitted LSR which
falls out 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 Order Negotiation Generation System
(SONGS) to SOCS.
¢ Total Mechsnized: Combination of Fully Mechanized and Partially Mechanized LSRs
o Nop-Mechanized: The elapsed time from receipt of a valid LSR (fax receive date and time stamp) wntil
appropriate service orders sre issued by BST service representative via Direct Order Entry (DOE) or
Service Order Negotiation Generation System (SONGS) to SOCS.

¢ LNP: Under development.
tiom:

FmOrchmﬁrmmmTimem-ZI(DmedenneofPitmOrduConﬁrmmon) (Date and Time of
Service Roee / (Number of Service Confirmed in Period)
Report St
. FnllyMechmmd,PsﬁﬂlyMechmmd.Toulehmmd.NonvMechamud
e CLEC Specific
e CLEC Aggregate
Level of Disaggregation:
e Product Reporting Levels
Interconnection Trunks
Resale - Residence

UNE Non- Design
UNE Loop with and w/o NP
Trunks
*  Geographic Scope
> State, Region and further geographic disaggregation (MSA) as required by State Commission Order
¢  Mechanized: 0-15 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.
¢ Non-mechanized: 0-4 hours, 4-8 hours, 8-12 hours, 12-16 hours, 16-20 hours, 20—24houn. 24-48 hours, >
48 hours.
¢ Trunks: 0-5 days, 6-8 days, 9-11 days, 12-14 days, 15-17 days, 18-20 days, >20 days
¢ < 10and> 10 Circuits / Lines-

® _ Average Interval in Days

VVVVYVVVY
i
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BellSouth OSS Testing
Florida Interim Performance Metrics

Data Retained Relating to CLEC Experience: | Data Retained Relating to BST Performance:
. Report Month s  Report Month
. Interval for FOC o Interval for FOC
. Total number of LSRs * Total Number of LSKs
. State and Region ¢ State and Region

Retail Analog/Benchmark: —
Under development by the Interim Performance Measure Work Group. Upon compietion, KPMG and
Commission Staff will recommend retail analogs and/or benchmarks for approval by the FPSC.

Note: During Phase II, KPMG will conduct & special study of end-to-end timing of order confirmations (from initial
receipt of the order by BST to transmission of the confirmation to the CLEC) in order to assess whether the definition of
timeliness used in this metric is appropriate. This study will determine the transit times between the CLEC interface
and the BST legacy systems. Loop qualification and loop make-up queries are not automated fimctions for BST.
Therefore, these are not included in this metric. However, KPMG will make a special study of the timing of these
queries relative to BST Retail operations.
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ORDERING

Report/Measurement:

Speed of Answer in Ordering Center

Definition:

Measures the average ime a customer i$ m queue.
Exclusions:

None

Business Rules:

The clock starts when the sppropriate option s selected (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 LCSC.
The clock stops when a BST service representative in the L.CSC answers the call. The speed of answer is
determined by measuring and accumulating the elapsed time from the entry of 2 CLEC call into the
BeliSouth automatic cal) distributor (ACD) until the a service representative in BSTs Local Carrier
Service Center (LCSC) answers the CLEC cail.

Calculation:

—_(Toml time m seconds to reach the LCSC)/ (Total Number of Calls) in the Reporting Period.

" Report Structure:

o CLEC Aggregate
. BSTW(CmbmﬁRmmCMmdmmCmm
»  Under development)

Level of tion:
o CLEC Aggregate
. BSTW(Combimﬁmochsidm Service Center and Business Service Center data
under devel
Data Retain tin! to Data Retained Relating to BST Performance:
e  Mechanized tracking through LCSC »  Moechanized tracking through BST Retail
Automatic Call Distributor center support Systems
Retail Analog/Benchmark:

[ Parity with retail aggregate for BST Business Offices
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PROVISIONING
Report/Measurement:
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 the CLEC when compared to BST delayed orders.

Exciusions:

¢  Any order canceled by the CLEC will be excluded from this measurement.
o  Order Activities of BST associated with internal or administrative use of local services.

"Business Rules:

Mean Heid Order Interval; 1his metric is computed at the close of each report period. 1he held order mterval s
established by first identifying all orders, at the close of the reporting interval, that both have not been reported 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. The heid order interval is accumulated by the seandard
groupings, unless otherwise noted, and the reason for the order being held. The total number of days accumuiated
in a category is then divided by the number of held orders within the same category to produce the nean held order
interval.

CLEC Specific reporting is by type of heid 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 >15 days and > 90 days. (orders couated in >90 days are also included in >15 days). -

Calculsation:

Mean Held Order Interval:
Z (Reporting Period Close Date — Committed Order Due Date) / (Number of Orders Pending and Past The
Committed Due Date) for all orders pending and past the committed due date.
Held Order Distribution Interval:
(# of Orders Held for 2 90 days) / (Total # of Orders Pending But Not Completed) X 100
(# of Orders Held for 2 15 days) / (Total # of Orders Pending But Not Completed) X 100

"Report Structure:

e CLEC Specific

o CLEC Aggregate
s BSTA

Level of Disaggregation:

¢  Product Reporting Levels
POTS ~ Residence
POTS ~ Business
DESIGN
PBX
CENTREX
ISDN
UNE 2 Wire Loop with NP (Design and Non-Design)
UNE 2 Wire Loop without NP (Design and Non-Design)
UNE Loop Other with NP (Design and Non-Design)
UNE Loop Other without NP (Design and Non-Design)
UNE Other (Design and Non-Design)
Switching (Under development)
Local Transport (Under development)
Combos (Under development)
NP (Under development as separate category)
Local Interconnection Trunks
s  Geographic Scope
> State, Region, and further geographic disaggregation (MSA) as required by State Commission Order

VVVVVVVVVVVYVVYVY
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Data Retained Relating to CLEC Experience Data Retained Relating to BST Experience
s  Report Month *  Report Month
¢ CLEC Order Number and PON (PON) ¢  BST Order Number
*  Order Submission Date (TICKET_ID) ¢  Order Submission Date
e Committed Due Date (DD) e Committed Due Date
o  Service Type(CLASS_SVC_DESC) s Service Type
« Hold Reason ¢ Hold Reason
s Total line/circuit count (under development) s Geographic Scope
*  Geographic Scope
NOTE: Code in parentheses is the correspouding
header found in the raw data file.
"Retail ; chmark:
" Resale and : Parity with Retail
UNE: Under deveiopment by the Interim Performance Measure Work Group. Upon compietion, KPMG
and Commission Staff will recommend retail analogs and/or benchmarks for approval by the FPSC.
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PROVISIONING
Report/Measurement:
'—%;W'—mmm Notice Ini tage of Orders Given Jeopardy Notice
Definition:

When BST can demmmema&vmedmacommmedducdue:sm;eopm&y nwﬂlprovndea&vancenouceto
the CLEC.

"Exclusions:

e Any order canceled by the CLEC will be excluded from this measurement
e  Qrders held for CLEC end user reasons
» OrdmmmedeSTw_on-mechmmd methods

Business Rules:

[~ When BST can determine m advance that a commitied due date s in jeopardy it will provide advance notice to
theCLEC The number of committed orders in a report period is the number of orders thas have a due date in

period.

aluhtiol

Average Jeopardy Interval -E[(DmandTimeofSaheduladDueDmonSmmOﬁu)-(Dmdem
of Jeopardy Notice)}/[Number of Orders Notified of Jeopardy in Reporting Period).
Percent of Orders Given Jeopardy Notice = £ {(Number of Orders Given Jeopardy Notices in

ing Period) / (Number of Orders Confirmed (due) in Reporting Period)

Report Structure:

e CLEC Specific and CLEC Aggregate

s BST Am (under development with estimated release date of 8/15/99 for June reporting)
Levelo tion:

*  Product Reporting Levels

POTS ~ Residence

POTS - Business

DESIGN

PBX

CENTREX

ISDN

UNE 2 Wire Loop with NP (Design and Non-Design)

UNE 2 Wire Loop without NP (Design and Non-Design)

UNE Loop Other with NP (Design and Non-Design)

UNE Loop Other without NP (Design and Non-Design)

UNE Other (Design and Non-Design)

Switching (Under development)

Local Transport (Under development)

Combos (Under deveiopment)

NP (Under development as separate category)

Local Interconnection Trunks

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

VYVVVVVVVVVVVYVVVVVY
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Data Refained Relating to CLEC Experience Data Retained Relating to BST Experience

header found in the raw data file,

¢ Report Month e Report Month

» CLEC Order Numberand PON ¢ CLEC Order Number and PON

* Date and Time Jeopardy Notice sent e Date and Time Jeopardy Notice sent
e  Committed Due Date e Committed Due Date

*  Service Type e  Service Type

NOTE: Code in parentheses is the corresponding NOTE: Code in parentheses is the corresponding

header found in the raw data file,

/Beachmark:

Under deveglopment by the Interim Performance Measure Work Group. Upon compietion, KPMG and
Commission Staff will recommend retail analogs and/or benchmarks for approval by the FPSC.
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PROVISIONING

ReportUMeasurement:
| Percent Missed Installation Appointments
"Definition:

“Percent missed installation appomtments” monitors the reliability of BS1 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.

Exclusious:

¢ Canceled Service Orders
. OrderAcnvmaofBSTor&eCLECuwcmdwnhmmaloradmmnmvemoﬂoulm
(Record Orders, Test Orders, etc.)
» Disconnect (D) & From (F) orders
Business Rules:

Percent Missed installation Appointments is the percentage of total orders processed for which BST 13 |
unable to compiete the service orders on the committed due dates. Missed Appointments caused by end-
user reasons will be included and reported separately. A business day is any time period within the same
date frame, 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 Savings Time, field ,
wchmcmsmscheduledunnl9PMmmemmdmewﬂmruoﬁueﬂammseofmmk
from which to'select.

Calculation:

Percent Missed Installation Appointments = £ (Number of Orders Not Complete by Committed Due
__Date in Reporting Period) / (Number of Orders Completed in Reporting Period) X 100
Reportsm:cmw ,

e CLEC Spec:ﬁc
» CLEC Aggregate
s BST Aggregate

Report explanation: The difference between End User MA and Total MA is the result of BST caused
misses. Here, Total MA is the total % of orders missed either by BST or CLEC end user and
End User MA represents the percentage of orders missed by the end user
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Level of Disaggregation:
s  Reported in categories of <10 line/circuits; > 10 line/circuits
e  Dispatch / No Dispatch
e  Product Reporting Levels

» POTS - Residence

» POTS - Business

> DESIGN

> PBX

» CENTREX

~» ISDN

» UNE 2 Wire Loop with NP (Design and Non-Design)

» UNE 2 Wire Loop without NP (Design and Non-Design)

> UNE Loop Other with NP (Design and Non-Design)

» UNE Loop Other without NP (Design snd Non-Design)

> UNE Other (Design and Non-Design)

> Switching (Under development)

> Local Transport (Under development)

> Combos (Under development)

» NP (Under development &5 separate category)

> Local Interconnection Trunks

> Geographic Scope

> Sm,mmdmgwmcdwonmsnumqnmdbysw

Commission Order

Data Retained Relating to CLEC Experience Data Retained Reiating to BST Experience
¢  Report Month e Report Month
e CLEC Order Number and PON (PON) o  BST Order Number
o  Committed Due Date (DD) o Committed Due Date
« Completion Date (CMPLTN DD) » Completion Date
o Status Type e  Status Type
¢  Statys Notice Date e  Status Notice Date
s  Standard Order Activity e  Standard Order Activity
s  Geographic Scope ¢  Geographic Scope
NOTE: Code in parentheses is the corresponding

header found in the raw data file.
Re mark:

Under development by the Interim Performance Measure Work Group. Upon completion, KPMG and
Commission Staff will recommend retail analogs and/or benchmarks for approval by the FPSC.
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EROVISIONING
Repomanment :
¢ Completion Interval (OGI) & Order Completion Interval Distribution
Deﬂmtion

The “average compietion interval’ measure monitors the interval of time it takes BST to provide service
for the CLEC or its’ own customers. The “Order Completion Interval Distribution” provides the
ofordmeomglmdwmmmﬁmepemds.

Exclusions:

. CmceledSemceOrdm

. OrduhmvmaofBSTmmeCLECWMmtemdoudmmaﬁwmofwm

*  (Record Orders, Test Orders, etc.)

. D(Dumm)uﬂF(Fm)M(qudmmm::deofammmwhenmecustomermovu
to a new address).

» “L” Appointment coded orders (where the customer has requested a later than offered interval)

Business Rules:

™ The actual completion interval 1s determimed for each order processed during the reporting period. The
completion interval is the elapsed time from when the order is electronically entered into SOCS after the FOC
on a CLEC order, or the date time stamp receipt into SOCS by BST on retail orders to the order completion
date. The clock starts when a valid order number is assigned by SOCS 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
of orders completed

Calculation:

Average Completion Interval:
Z [ (Completion Date & Time) - (Order Issue Date & Time) ] / £ (Count of Orders Completed in
Reporting Period)

Order Completion Interval Distribution:
I (Service Orders Completed in “X” days) / (Total Service Orders Completed in Reporting Period) X 100

Report Structure:

e CLEC Specific
s CLEC Aggregate
s BST Aggregate
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Level of me:

e Dispatch/No Dispatch categories applicable to all levels except trunks.

e Residence & Business reported in day intervals = 0,1,2,34, 5, 5+
o 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 line/circuits; >10 line/circuits
®  Product Reporting Levels
> POTS - Residence
» POTS ~ Business
> DESIGN
> PBX
» CENTREX
> ISDN
> UNE 2 Wire Loop with NP (Design and Non-Design)
> UNE 2 Wire Loop without NP (Design and Non-Design)
» UNE Loop Other with NP (Design and Non-Design)
» UNE Loop Other without NP (Design and Non-Design)
» UNE Other (Design and Non-Design)
» Switching (Under development)
» Local Transport (Under development)
> Combos (Under development)
> NP (Under development as separate category)
> Local Interconnection Trunks
> Geographic Scope
> State, Region, and further geographic disaggregation (MSA) as required by State
Commission Order _
Data Retained Relating to CLEC Experience Data Retained Relating to BST Experience
» Report Month e Report Month
e CLEC Company Name ¢ CLEC Order Number
. »  Order Number (PON) +  Order Submission Date & Time
o  Submission Date & Time (TICKET_iD) ®  Order Completion Date & Time
e Completion Date (CMPLTN_DT) e Service Type
o  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

Under development by the Interim Performance Measure Work Group. Upon completion, KPMG and
Commission Staff will recommend retail analogs and/or benchmarks for approval by the FPSC.
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PROVISIONING

“Report/Measurement:
Average Compietion Notice Interval
Definition: .
The Completion Notice Interval is the elapsed time between the BST reported completion of work and the
| issuance of a valid completion notice to the CLEC.
Exclusions:
s Non-mechanized Orders
e Cancelled Service Orders
e  Order Activities of BST associated with internal or administrative use of local services
| * D&Forders
Business Rules: .
Measurement of interval of completion date and tme by a fieid technician on dispsiched orders, and SPM
on the due date for non-dispatched orders; to the release of a notice to the CLEC/BST of the completion
status. On all orders (mechanized and non-mechanized) the field technician notifies the CLEC by
telephone the work was complete and thea he enters the work order compietion information and
completion time in his computer. This information switches through to the SOCS 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.
Calcnliation: _
Z (Date and Time of Notice of Completion) ~ (Date and Time of Work Completion) / (Number of Orders
Completed in Reporting Period)
Report Structure:
e CLEC Specific
» CLEC Aggregate
¢ BST Aggregate (in development-expected release date 08/15/99 reporting)
Level of Disaggregation: —
¢  Reporting intervals in Hours: 01, 1-2, 2.4, 4-8, 8-12, 12-24, > 24, plus Overall Average Hour Interval
e Reported in categories of <10 line/circuits; > 10 line/circuits
s  Product Reporting Levels
POTS ~ Residence
POTS ~ Business
DESIGN
PBX
CENTREX
ISDN
UNE 2 Wire Loop with NP (Design and Non-Design)
UNE 2 Wire Loop without NP (Design and Non-Design)
UNE Loop Other with NP (Design and Non-Design)
UNE Loop Other without NP (Design and Non-Design)
UNE Other (Design and Non-Design)
Switching (Under development)
Local Transport (Under development)
Combos (Under development)
NP (Under development as separate category)
Local Interconnection Trunks
Geographic Scope
State, Region, and further geographic disaggregation (MSA) as required by
State Commission Order

YVVVVVVYVVVVVVVYVYVVYVYY
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Data Retained Relating to BST Experience
& Report Month *  Report Month
s  CLEC Order Number & Service Order Number
e  Work Completion Date e  Work Completion Date
¢  Work Completion Time s Work Completion Time
s  Completion Notice Availability Date ¢ Completion Notice Availability Date
¢  Compietion Notice Availability Time o  Completion Notice Availability Time
e  Service Type e Service Type
s Activity Type ®  Activity Type
o Geographic Scope e Geographic Scope
NOTE: Code in parentheses is the corresponding NOTE: Code in parentheses is the corresponding
header found in the raw data file. header found in the raw data file.

Retail chmark:
—memmm Measure Work Group. Upon compietion, KPMG and
Commission Staff will recommend retail analogs and/or benchmarks for approval by the FPSC.
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PROVISIONING
"Report/Measurement:
i Coordinated Customer Conversions

Deflnition;
This category measures the average time It takes BST o disconnect an unbundied loop from the BST
switch and cross connect it to a CLEC's equipment. This measurement applies to service orders with and
without NP, and where the CLEC has requested BST 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 existing subscriber loop
Business Rules:
[ Where the service order includes NP, the interval includes the total time for the cutover mcluding 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: o _
£ [(Completion Date and Time for Cross Connection of an Unbundled Loop)- (Disconnection Date and

Time of an Unbundled Loop)] / Total Number of Unbundled Loop Items for the reporting period.
"Report Structure: _
s CLEC Specific
o CLEC
Level of Disaggregstion:
e  Reported in intervals <=5 minutes; >5,<15 minutes; >15 minutes, plus Overall Average interval
¢  Product Reporting Levels ’

» UNE Loops without NP

» UNE Loops with NP

» Geographic Scope

> State, Region, and further geographic disaggregation as required by State Commission Order

Data Retained Relating to CLEC Experieace Data Retained Relating to BST Experience
Report Month * No BST Analog Exists

CLEC Order Number

Committed Due Date (DD)

Service Type (CLASS_SVC_DESC)
Cutover Start Time

Cutover Completion time

Portability start and completion times
(NP orders)

e Total Items

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

*® & & & & @

95% wi 15 minutes.
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EROVISIONING

Re&rthmureaent.

% Provisioning Troubles within 30 days of Service Order Activity

"Definition:

Pmmmmmmubkuwmsﬁmysofmumonmmmthtymdmyof
| installation activities.

Exclusions:

» Canceled Service Orders

¢ Order Activities of BST or the CLEC associated with intemal or administrative use of local services
(R Orders, Test Orders, etc.)

o D&Fordens

" Business Rules:

Measures the quality and accuracy of completed orders. 1he first trouble report from & service order after
completion is counted in this measure. Subsequent trouble reports are measured in Repest Report Rate.
Rmma!mmdmgmmemmmmfmmplendmmm&ﬂwmﬁo
days after completion for a trouble report.

D & F orders are excluded as there is no subsequent activity following a disconnect.

Calculation:

%ProvisioningTmﬂswiﬁh30dtysof8miceom=&cﬁvﬂy-£ﬁmbkmpmm'aumlmd
orders S 30 days following service order(s) compietion) / (All Service Orders completed in the calendar
month) X 100 )

"Report Structure:

e CLEC Specific
o CLEC Aggregate

BST A
vl of Diaggregation

e Reported in categories of <10 line/circuits; > 10 line/circuits

o Dispach / No Dispatch

o Product Reporting Levels

POTS ~ Residence

POTS - Business.

DESIGN

PBX

CENTREX

ISDN

UNE 2 Wire Loop with NP (Design and Non-Design)
UNE 2 Wire Loop without NP (Design and Non-Design)
UNE Loop Other with NP (Design and Non-Design)
UNE Loop Other without NP (Design and Non-Design)
UNE Other (Design and Non-Design)

Switching (Under developinent)

Local Transport (Under development)

Combos (Under development)

NP (Under development as separate category)

Local Interconnection Trunks

Geographic Scope

State, Reg:on,mdﬁmhergeompmc disaggregation (MSA)ureqmredby
State Commission Order

VVVYVVVVYVVYVVYVYVVVYYY
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[ Data Retained Relating to CLEC Experience Data Reiained Relating to BST Experience

*  Report Month ¢ Report Month
¢  CLEC Order Number and PON e  BST Order Number
e  Order Submission Date(TICKET_ID) e  Order Submission Date
¢ Order Submission Time (TICKET_ID) ¢ Order Submission Time
»  Status Type e Status Type
s Status Notice Date e  Status Notice Date
¢  Standard Order Activity ¢  Standard Order Activity
¢ Geographic Scope ¢ Geographic Scope

NOTE: Codes in parentheses is the corresponding

header found in the raw data file.
Retail Anslog/Benchmark:

Under development by the Interim Performance Measure Work Group. Upon completion, KPMG and |
Commission Staff will recommend retail analogs and/or benchmarks for approval by the FPSC.
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PROVISIONING
Report/Measurement :
Total Service Order Cycle Time (1SOCT)
Definition:

This is a new measurement under development to measure the total service order cycle time from receipt
of a valid service order request to the completion of the service order.

[ Exclusions:

e Canceled Service Orders
e  Order Activities of BST or the CLEC associsted with internal or administrative use of local services
e (Record Orders, Test Orders, etc.)
o D (Disconnect) and F (From) orders. (From is disconnext side of a move order when the
customer moves to a new address).
e “L” Appointment coded orders (where the customer has requested a later than offered interval)
¢ Orders with CLEC/Subscriber caused delays or CLEC/Subscriber requested due date changes.

“Business Rules:

The interval is determined for each order processed during the reporting period. This messuremem
combines two reports: FOC (Firm Order Confirmarian) with Average Order Completion Interval.
This interval starts with the receipt of a valid service order request and stops when the tachpician or
system completes the order in SOCS. Elapsed time for each order is accumulated for cach reportng
dimension. The accumulated time for each reporting dimension is then divided by the associsted total
number of orders completed

Calculation 3

Total Service Order Cycle Time (under development)

“Report Structure:

e CLEC Specific
o CLEC Aggregase
o BST Aggregate

[Tevel of Disaggregation:

e ISDN Orders included in Non Design - GA Only
o Dispaxh/No Dispatch categories applicable to all levels except tunks.
¢ Intervals under development
¢  Product Reporting Levels
Interconnection Trunks
POTS - Residence
POTS - Business
DESIGN
PBX
CENTREX
ISDN
UNE 2 Wire Loop with NP (Design and Non-Design)
UNE 2 Wire Loop without NP (Design and Non-Design)
UNE Loop Other with NP (Design and Non-Design)
UNE Loop Other without NP (Design and Non-Design)
UNE Other (Design and Non-Design)
Switching (Under development)
Local Transport (Under development)
Combos (Under development)
NP (Under development as separate casegory)
Local Interconnection Trunks

¢  Geographic Scope

VVVVVVVVVVVVVVVVY

> _State, Region and further geographic disaggregation as required by State Commission Order
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Data Retained Relating to CLEC Experieace

Data Retained Relating to BST Experience

Service Type (CLASS_SVC_DESC)
Geographic Scope

NOTE: Code in parentheses is the aurespanding

header found in the raw data file.

e Report Month s  Report Month

s Interval for FOC e CLEC Order Number

¢ CLECCompeany Name ¢  Order Submission Date & Time
¢  Order Number (PON) e  Order Completion Date & Time
e  Submission Date & Time (TICKET_ID) e Service Type

¢ Completion Date (CMPLTN_DT) e  Geographic Scope -

[ ]

[ ]

[Retail Anslog/Benchmark

Under development by the Interim Performance Measure Work Group. Upon completion, RPMG and
Commission Staff will recommend retail analogs and/or benchmarks for spproval by the FPSC.
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MAINTENANCE & REPAIR
Report/Measurement:
Missed Repair Appointments
Definition:
|__The percent of trouble repors not cleared by the committed date and time.

Exclusions:

e Trouble tickets canceled at the CLEC request.
o BST toubie reports associated with internal or administrative service.
o 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 BST persannel clear the trouble and closes the grouble report in his Computer
Access Terminal (CAT) or worksmation. If this is after the Commitment time, the report is flagged as a
“Missed Commirment” or a missed repair appointment. When the data for this mexsure is collected for
BST and a CLEC, it can be used to compare the percentage of the time repair appuintments are missed due
%0 BST reasons. 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.

Calculstion:

Percentage of Missed Repair Appointments =X (Count of Customer Troubles Not Cleared by the
Quoted Commitment Date and Time)/ I (Total Trouble reports closed in Reporting Period) X 100

Report Structare:

e CLEC Specific
o CLEC Aggregate

BST
“Tevlof Disaggregaton:

ISDN Troubles inciuded in Non-Design ~ GA BNLY
¢ Product Reporting Levels

» POTS - Residence, Business
» Design
» PBX, CENTREX and ISDN
» UNE 2 Wire Loop (Design and Non - Design)
» UNE Loop Other (Design and Non Design)
» UNE Other (Design and Non - Design)
» Swiching, Local Transport and Combos (under development)
» Local Intercomnection Trunks
¢ Dispatch/No Dispatch categories applicable 10 all product levels
o  Geographic Scope

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

Data Retained Relating to CLEC Experience | Data Retained Relatiag to BST Experience
e  Report Month e  Report Month
o CLEC Company Name e BST Company Code
e Submission Date & Time ( TICKET_ID) e Submission Date & Time
e Completion Date (CMPLTN_DT) o Completion Date
e  Service Type (CLASS_SVC_DESC) e  Service Type
e Disposition and Cause (CAUSE_CD & ¢ Disposition and Cause (Non-Design /
CAUSE_DESC) Non-Special Only)
o Geographic Scope e  Trouble Code (Design and Tnmking Services)
e  Geographic Scope
NOTE: Code in parentheses is the corresponding
header found in the raw data file.
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_Retail Anslog/Benchmark

Under development by the Interim Perform
dev ; ance Measure Work Group. jon, KPH
Commission Staff will recommend retail analogs and/or benchmarks gwlmge;zn,ﬂl(s?g{ﬁ o
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MAINTENANCE & REPAIR
Report/Measurement: _
Customer Trouble Report Rate
Definition:

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.
s  BST trouble reports associated with administrative service.
e  Customer provided Equipment (CPE) troubles or CLEC equipment troubles.

“Business Rules:

Customer 1rouble Report Rate is computed by accumulating the number of maintenance initial and repested
trouble reports during the reporting period. The resuiting number of rouble reports are divided by the total
“number of service” lines, ports or combination of existing for the CLEC’s and BST respectively at the end
of the report moath.

Calculation:

Customer Trouble Report Rate = (Count of Initial and Repeated 1rouble Reports in the Current
Period) / (Number of Service Access Lines in service at End of the Report Period) X 100

“Report Structure:

e CLEC Specific
e CLEC Aggregate
o BST Aggregste

Level of Disaggregation:

ISDN Troubles included in Noa Desiga ~ GA Only
e  Product Reporting Levels
POTS Residence and Business

Design -
PBX, CENTREX, and ISDN
UNE 2 Wire Loop (Design and Non — Design)
UNE Loop Other (Design and Non — Design)
UNE Other (Design and Noa — Design)
Swixching , Local Transport, and Combos (under development)
‘ Local Interconnection Trunks
e Dispatch/No Dispatch categories spplicable to all product levels
Geographic Scope
> State, Region and further geographic disaggregation as required by State Commission Order
(e.8. Metropolitan Service Area - MSA)

VVVVVVVY

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

e Report Month e Report Month

e CLEC Company Name o BST Company Code

e  Ticket Submission Date & Time (TICKET_ID) o Ticket Submission Dase & Time

e  Ticket Completion Date (CMPLTN_DT) e Ticket Completion Date

e Service Type (CLASS_SVC_DESC) e  Service Type

e Disposition and Cause (CAUSE_CD & o Disposition and Cause (Non-Design /

CAUSE_DESC) : Non-Special Only)
o  # Service Access Lines in Service at the end of period ® Trouble Code (Design and Trunking
»  Geographic Scope Services)
o  # Service Access Lines in Service at the

NOTE: Code in parentheses is the correspanding beader end of period
found in the raw data file. »  Geographic Scope
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Retail Analog/Benchmark:

Under development by the Interim Performance Measure Work Group. Upon completion, KPMG and
Commission Staff will recommend retail analogs and/or benchmarks for approval by the FPSC.
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MAINTENANCE & REPAIR

Report/Measurement:

Maintenance Average Duration

Definition:

The Average duration of Customer Trouble Reports from the receipt of the Customer 1rouble Report to
the time the trouble report is cleared.

Exclusions:

e  Trouble reports canceled at the CLEC request

e  BST trouble reports associated with administrative service

e  Customer Provided Equipment (CPE) toubles or CLEC Equipment Troubles.
* _Trouble reports greater than 10 days

Business Rules:

For Average Duration the clock starts on the date and time of the receiptof a correct repair request. The
clock stops on the date and time the service is restored (when the technician completes the qouble ticiset
on his’her CAT or work system).

Calculation:

Mainteaance Average Duration = I(Date and Time of Service Restoration) — (Date and Time Trouble
Ticket was Opened) / Z( Total Closed Troubles in the reporting period)

Report Structure:

e CLEC Specibc

e BST Aggregate
o CLEC Aggregate

_Levelof Disaggregation:

ISDN Troubles included in Noa Design — GA Only
e  Product Reporting Levels
POTS- Residence and Business
Design
PBX, CENTREX, and ISDN
UNE 2 Wire Loop (Design Non — Design)
UNE Loop Other (Design Non — Design)
UNE Other (Design Non - Design)
Switching, Local Transport and Combos (under development)
Local Interconnection Trunks
e Dispaxh/No Dispaseh categories applicable to all product levels -
e Greographic Scope
> Stase, Region and further geographic disaggregation as required by State Commission Order
(e.g Metropolitan Service Area—MSA)

VVVVVVVY
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Data Retained Relating to CLEC Experience

Data Retained Relating to BST Experience

e Report Month e  Report Month
o Total Tickets (LINE_NBR) o  Total Tickets
e CLEC Company Name o BST Company Code .
o  Ticket Submission Date & Time (TIME_ID) o  Ticket Submission Date
o  Ticket Completion Date (CMPLTN_DT o  Ticket submission Time
e  Service Type (CLASS_SVC_DESC) ¢  Ticket completion Date
e Disposition and Cause (CAUSE_CD & e Ticket Completion Time
CAUSE_DESC) e Total Duration Time
o  Geographic Scope o  Service Type :
o Disposition and Cause (Non — Design /
NOTE: Code in payentheses is the carrespanding Noo-Special Only)
header found in the raw data file. ¢ Trouble Code (Design and
Trunking Services)
¢ Geographic Scope
Retail Analog/Benchmark:

Under development by the Interim Performance Measure Work Group. Upon completion, KPMG and
Commission Staff will recommend retail anaiogs and/or benchmarks for approval by the FPSC.
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Report/Measurement:
| __Percent Repeat Troubles within 30 Days
Definition:
Trouble reports on the same line/circuit as a previous trouble report received within 30 calendar days as a
___percent of total troubles reported.
Exclusions:

e Trouble Repors canceled at the CLEC request -
e BST Trouble Reports associated with administrative service
e Customer Provided Equipment (CPE) Troubles or CLEC Equipment Troubles.

“Business Rules:

Includes Customer trouble reports received within 30 days of an original Customer trouble report.

Calculstion:

" Percent repeat troubles within 30 days = (Count of Customer 1roubles where more than one gouble
report was logged for the same service line within a continuous 30 days) / ( Total Trouble Reports Closed
in Reporting Period) X 100

"Report Structore: -

e CLEC Specific

e CLEC Aggregate
e BST

Level of tion:

ISDN Troubies incladed in Non Desigs — GA Only
e  Product Repartng Levels
POTS Residence and Business
Design
PBX, CENTREX and ISDN
UNE 2 Wire Loop (Design and Noa - Design)
UNE Loop Other (Design and Non -~ Design)
UNE Other (Design Noa — Design)
Swiching, Local Transport and Combos (under development)

VVVVVVVY

Local Inerconnectian Trunks

e  Geographic Scope

o Dispatch/No Dispatch categories applicable to ail product levels

> State, Region and further geographic disaggregation as required by State Commission Order
(e.8. Metropolitan Service Ares - MSA)

Daa Retained Relating to CLEC Experieace Data Retained Reiating to BST Experience
*  Report Month e Report Month
o Total Tickets (LINE_NBR) e  Toral Tickets
e CLEC Company Name e BST Company Code
o Ticket Submission Dste & Time e Ticket Submission Date
(TICKET_ID) : ) e Ticket Submission Time
e  Ticket Completion Dste (CMPLTN_DT) o  Ticket Completion Dale
e Total and Percent Repeat Trouble Repors e Ticket Completion Time
within 30 Days (TOT_REPEAT) e  Total and Percent Repeat Trouble Repors
e Service Type within 30 Days
e Disposition and Cause (CAUSE_CD & e  Service Type
CAUSE_DESC) * Disposition and Cause (Non - Design/
e Geographic Scope Non-Special only)
e  Trouble Code (Design and .
NOTE: Code parentheses is the corresponding Trunking Services)
header format found in the raw daa file. e Geographic Scope
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BellSouth OSS Testing
Florids Interim Performance Metrics

Retail Analog/Benchmark:

Under development by the Interim Performance Measure Work Group. Upon completion, KPMG and
Commission Staff will recommend retail analogs and/or benchmarks for approval by the FPSC.
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BellSouth OSS Testing
Florida interim Performance Metrics

MANTENANCE & REPAIR

Report/Measurement:

Out of Service (008) > 24 Hours

Definition:

For Out of Service Troubies (no dial tone, cannot be called or cannot call out) the percentage of roubles
cleared in excess of 24 hours. (All dulgnserwm are considered to be out of service).

“Exciusions:

e Trouble Reports canceled at the CLEC request
e BST Trouble Reports associsted with administrative service
o Customer Provided Equipment (CPE) Troubles or CLEC Equipment Troubles.

“Business Rules:

Customer 1 rouble reports that are out of service and cleared m excess of 24 bours. 1he clock begins
when the trouble report is created in LMOS and the trouble is counted if the time exceeds 24 hours.

"Calculation:

Out of Service (OOS) > 24 hours = ( 1otal Troubles OOS > 24 Hours)/ Total OOS Troubles in
Reporting Period) X 100

Report Structure:

®  CLEC Specific
e BST Aggregate
o CLECA,

Level of Disaggregation:

ISDN Troubles incladed in Noa Design — GA Only
e Product Reporting Levels
POTS Residence and Business
Design
PBX and CENTREX and ISDN
UNE 2 Wire Loop (Design and Noa - Design)
UNE Loop Other (Design and Non - Design)
UNE Other (Design and Non - Design)
Switching, Local Transport and Combos (under development)
Local Intercunnection Trunks
e Dispaxb/No Dispaich camgories applicable to all product levels
Geographic

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

VVVVVVYVY

Data Retained Relating to CLEC Experience Data Retained Relating to BST Experience
e Report Month e Report Month
e  Total Tickets e Total Tickets
e CLEC Company Name e BST Company Code
o  Ticket Submission Date & Time o  Ticket Submission Date
(TICKET_ID) e Ticket Submission time
o  Ticket Completion Date (CMPLTN_DT e  Ticket Completion Date
o  Percentage of Customer Troubles out of o  Ticket Completion Time
Service > 24 Hours (0OOS>24_FLAG) e  Percent of Customer Troubles out of
Service type (CLASS_SVC_DESC) Service > 24 Hours
Disposition and Cause (CAUSE_CD & e  Service type
CAUSE-DESC) e Disposition and Cause (Noa - Design/
o Geographic Scope Non-Special only)
e  Trouble Code (Design and.
NOTE: Code in parentheses is the corresponding Truaking Services)
header found in the raw data file. o Geomphlc 8cope

Page 42 of 72 Version 1/5/00



CROER NOD. PSC-00-0260-PAA-TP
DOCKETS NOS. 931834~T®, 980736-TL
PAGE 51

BeliSouth OSS Testing
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Retail Analog/Benchmark:

Under development by the Interim Performance Measure Work Group. Upon completion, KPMG and
Commission Staff will recommend retail analogs and/or benchmarks for approval by the FPSC.
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BeliSouth OSS Testing
Florida Interim Performance Metrics

MAINTENANCE & REPAIR

[ Report/Measurement:

OS85 Interface Availability

Definition:

The percentage of time the OSS Interface is functionally available compared to scheduled availability.
Availability percentage for the CLEC and BST interface systems and for the legacy systems accessed by
them are captured. '

[ Exclusions:
None

Business Rules:

" This measure is designed % eompare the OSS availability versus scheduled availability of BST's legacy
systems,

Calculation:

OSS Interface Availability ~ (Actual System Functional Availability)/ (Actual pianned System
| Availability) X 100

Report Structure:

o CLEC Aggregme
o BST Aggregme
o BST/CLEC

Level of Disaggregation:
- -

R

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

e Availability of CLEC TAFI e Availability of BST TAFI

¢ Availability of LMOS HOST, MARCH Availability of LMOS HOST, MARCH
and SOCS : and SOCS

e CRIS, PREDICTOR, LNP, and OSPCM
(under development at this time)

Retail Analog/Benchmark:

For all interfaces besides ECTA, parity with retail. For ECTA, 99.5%.
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BellSouth OSS Testing
Florida Interim Performance Metrics
MAINTENANCE & REPAIR
“Report/Measurement:
OSS Response Interval and Percentages
" Definition:

The response intervals are determined by subiracting the tiune a request is received on the BS1 side of the
interface until the response is received from the legacy system. Percentages of requests falling into sach
interval category are reported, along with the actual number of requests falling into those categories.

“Exclusions:

Queries received during scheduled system maintenance time.

" Business Rules:

This measure is designed to monitor the Gme required for the CLEC and BST imterface system to obtain
from BST’s legacy systems the information required to handle maintenance and repair finctions. The
clock starts on the date and time when the request is received and the clock stops when the respanse has
been transmitted through that same point to the requester.

Caleulation:

OSS Response Interval = (Query Response Date and Time for Category “X") - (Query Request Date and
Ttmefo:Cmgmy“X")l(NmberonmSubmmdmthe Reporting Period) where, “X™ is 04, >
410 10, > 10, > 30 seconds.

Report §t_r_nctnn.

e CLEC
o  BST Residence
o  BST Business (BST Total is under development at this time) by interface for each legacy

s  system and function as appropriste.

Level of Disaggregation:
*  Region V
Data Retained Relating to CLEC Experience Data Retained Relating to BST Experience
o  CLEC Transaction Intervals o BST Business and Residence transaction
Intervals
"Resail Annlongcnchmark.
Parity with retail.
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MAINTENANCE & REPAIR
Report/Measurement:
Average Answer Time — Repair Centers
Definition:

This measure demonstrates an average response time for the CLEC representative to contact a BST
representative. The average time a CLEC Rep is in queue waiting for the LCSC or UNE Center Rep t0
answer.

" Exclusions:

_None

Business Rules:

This measure is designed to measure the time required for CLEC & BST from the time of the ACD

choice to the time of being answered. The clock starts when the CLEC Rep makes a choice to be put in

mjfaﬁcnmm’ mchntmdmeclockﬂwhenthem' attendant answers the call.
.Level of ggregation:

»_ Region. CLEC/BST Service Centers and BST Repair Centers are regional.
Caiculation:
Average Answer Time for BS1 s Repair Centers = (1ime BST Repair Attendant Answers Call) - (1ime
|__of entry into queue until ACD Selection) / (Total number of calls by reporting period)
Report Structure:
s CLEC Aggregate

s BST Aggregate
e CLEC Aggregste )

[ Data Retained Relating to CLEC Experience | Data Retained Relating t0 BST Experiencs
s CLEC Average Answer Time o BST Average Answer Time

Retail Wﬁtﬂcbﬂaﬂn
Under development by the Interim Performance Measure Work Group. Upon completion, KPMG and
Commission Staff will recommend retail analogs and/or benchmarks for approval by the FPSC.
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BILLING
| Report/Measurement:
Invoice Accuracy
Definition: )

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

Exclusions:
e Adjustnenm not reiated to billing exrors (¢.g., credits for service outage, special promotion credits,
adjustments to satisfy the customer)

“Business Rules:

The accuracy of billing mvoices delivered by BS1 ic the CLEC must enable them to provide & degree of
billing accuracy comparazive to BST bills rendered t5 retail customers BST. CLECs request adjustnents
on bills determined to be incorrect. The BellSouth Eilling verification process includes mamually
analyzing a sample of local 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 ail billing processes.

Cslculation:

Invoice Accaracy = (1otal Billed Revenues during current month) — (Billing Related Adjustments
during current month) / Total Billed Revenues during current month X 100
Report Structure:

v smet——

e CLEC Specific
o CLEC Aggregase
e BSTA
Level of Disaggregation :
e  Product/ Invoice Type
> Resale
> UNE

» Interconnection
o  Geographic Scope

» Region

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

¢ Report Month e Report Month

o Invoice Type o Retail Type

e  Total Billed Revenue » CRIS

o Billing Related Adjustments 1 » CABS

o Total Billed Revenue
_ o Billing Related Adjustments

Retail Anzlog/Benchmark

Parity with BST retail aggregate
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BILLING
Report/Measurement:
Mean Time to Deliver Invoices

Definition:

This measure provides the mean interval for billing invoices

" Exclusions:

Any invoices rejected due to formatting or coatent &rTors.

Business Rules:

Measures the mean interval for ttimeliness of billinjg records delivered to CLECS m an agreed upon
format CRIS-based invoices are measured in busicess days, and CABS-based invoices in calendar days.

“Calculstion:

T Mean Time To Deliver Invoias = T [(Invoice 1ransmission Date)— (Close Date of Scheduled Bill
| Cycle)] / (Count of Invoices Transmined in Reporting Period)

Report Structare:

e CLEC Specific

e CLEC Aggregate
e BSTA,

Level of Disamlﬂon:

e Product/ Invoice Type

Date of Scheduled Bill Close

> Resale
» UNE
> [Intercompection
o Grographic : _
» Region
"Data Retained Relating to CLEC Experience: Data Retained Relating to BST Performance:
e Report Month e  Report Month
e Invoice Type e Reil Type
e Invoice Transmission Count » CRIS
. » CABS

e Invoice Transmission Count
e Date of Scheduled Bill Close

Retail Analog/Benchmark:

Parity with BST retail aggregate
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BILLING
[ ReportvMeasurement:
Usage Data Delivery Accuracy
Definition:

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

[ Exclusions:

| None _
Business Rules:

The accuracy of the data delivery of usage records delivered by BS1 to the CLEC must enabie them to |
provide a degree of acourscy comparative to BST bills rendered to their retail customers. If errors are
deteceed in the delivery process, they are investigated, evaluated and documented. Errors are correcied
and the data retransmitted to the CLEC.

Calculstions:

Usage Data Delivery Accaracy = £ [(Total number of usage data packs sent axﬁngammmm)—
{Total number of usage data packs requiring refansmission during current month)j / (Total number of
usage data packs sent during current moath) X 100

Report Structure:

e CLEC Specific
e CLEC Aggregate

s BST AEQEQL:
Level of Disaggregation:

¢  Geographic Scope
» Regi

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

¢ Report Mooth ¢ Report Month
¢ Record Type ¢ Record Type
> BellSouth Recorded
» Non BellSouth Recorded

[Retail Anaiog/Benchmark:

Under development by the Interim Performance Measure Work Group. Upon completion, KPMG and
Commission Staff will reccommend retail analogs and/or benchmarks for approval by the FPSC.
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BILLING
[ ReportMeasurement:
Usage Dara Delivery Completeness
Definition:

This measurement provides percentage of compiete and accurately recorded usage data (usage recorded
by BellSauth and usage resorded by other companies and sent to BST for billing) that is processed and
transmitted to the CLEC within thirty (30) dsys of the message recording date. A parity measure is also
provided showing completeness of BST messages processed and transmitted via CMDS. BellSouth
delivers its own retail usage ﬁomreco:ﬁmsloanmtobuhng location via CMDS 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 Rules:

mpmposeoftbuemmmumdmonmme level of quality of usage data delivered to the
appropriate CLEC. Method of delivery is at the option of the CLEC.

Calculation:

Usage Data Delivery Compieteness = Z(Total number of Recorded usage records delivered during the
current month that are within thirty (30) days of the message recording date) / Z(Total aumber of
Recorded usage records delivered during the current month) X 100

| Report Structure

e CLEC Spexific

e CLEC Aggregate
BSTA

Level of Disaggregation:

. Geoguph»cSoope
> Re

“Data R Retained ﬁ‘eming to CLEC Experience: “Data Retained Relating to BST Performance:

. chon Month e Report Monthly
e Record Type e Record Type

> BellSouth Recorded

> Non Be!'Sauth Recorded

Retail Analog/Benchmark:

Under development by the Interim Performance Measure Work Group. Upon completion, KPMG and
Commission Staff will recommend retail analogs and/or benchmarks for approvat by the FPSC.
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BILLING
Report/Measurement:
Usage Daw Delivery Timeliness

Definition:

This measurement provides a percentage of recorded 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 of the initial recording. A parity measure is also provided
showing timeliness of BST messages processed and transmiged via CMDS. Timeliness, Completeness
and Mean Time 0 Deliver Usage measures are reported on the same report.

Exclusions:

None

Business Ruies:

The purpose of this measurement is to demonstram the level of timeliness for processing and
transmission of usage data delivered to the appropriste CLEC. The usage data will be mechanically
transmitted or mailed to the CLEC data processing center once daily. The Timeliness interval of usage
recorded by other companies is measured from the date BST receives the records to the date BST
distributes to the CLEC. Method of delivery is at the option of the CLEC.

Calculation: :

Usage Data Delivery Timeliness = }TToal number of usage records sent within six (6) calendar days
from initial recording/receipt) / £ (Total number of usage records sent) X 100

 Report Structure:

o CLEC Aggregate
e CLEC Specific
e BSTA

Level of Disaggregation:

e  Geographic Scope
> ion

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

s Report Month e Report Monthly
e Record Type e Record Type
> BellSouth Recorded
» Non-BellSouth Recorded

[Retail Anaiog/Benchmark:

Under development by the Interim Performance Measure Work Group. Upon completion, KPMG and
Commission Staff will recommend retail analogs and/or benchmarks for approval by the FPSC.
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LIN
Report/Measurement:
Mean Time to Deliver Usage
Definition:

This measurement provxde the average ume it takes to deliver Usage Records to 8 CLEC. A parity

measure i3 also provided showing timeliness of BST messages processed and transmitted via CMDS.
Timeliness, Compleseness 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 average number of days it takes BS1 to deliver
Usage data to the appropriate CLEC. Usage data is mechanically ransmitted or mailed to the CLEC data
processing center once daily. Method of delivery is at the option of the CLEC.

Calculation:

MeanTmetoDehverUsage-z(Rmdvohnne)(esumwdnmberofﬁysto dthvettheUsage
Record) / total recard volume

“Report Structnn.

e CLEC Aggregate
e CLEC Specific

e BSTA
Level of ﬁmﬁo&:

¢  Geographic Scope
> Region

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

e Report Month ‘ e Report Monthly
e Record Type e Record Type
>» BeliSouth Recorded
>» Non-BeliSouth Recorded

Retail Analog/Benchmark:

Under development by the Interim Performance Measure Work Group. Upon completion, KPMG and
Commission Staff will recommend retail analogs and/or benchmarks for approval by the FPSC. :
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OPERATOR R TANCE
Report/Measurement:
Speed to Answer Performance/Average Speed to Answer ~ Toll
Definition:

Measurement of the average time in seconds calls wait before answered by a tol! operator.

. Exclusions:

Calls abandoned by customers are not reflected in the average speed to answer but are reflected m the
conversion tables where the percent answered within “X” seconds is determined.

Business Rules:

The call waiting measurement scan Starts when the customer enters the queue and ends when a BST
representative answers the call. The average speed to answer is determined by measuring and
accumulating the seconds of wait time from the entry of a customer into the BST call management
system queue until the customer is transferred to a BST representative. No distinction is made between
CLEC customers and BST customers.

Calculation:

The Average Speed to Answer for toll is calculated by using data from monthly System measurement
reports taken from the centralized call routing switches. The “total call waiting seconds” is a sub-
component of this measure which BST systems calculase by monitoring the number of calls in queue
throughout the day multiplied by the time (in seconds) between monitoring events. The “totai calls
served” is the other sub-component of this measure, which BST systzms record as the total number of
calls handled by Operator Services toll centers. Since calls abandoned are not reflected in the
calculation, the percent answered within the required timeframe is determined by using conversion tables
with input for the abandonment rate.

Report Structure:

Reported for the aggregase of BST and CLECS
o State

Level of D&mnﬂon:

None

Data Retained (on A ate Basis)
For the items below, gs%s Performance Measurement Analysis Platform (PMAP) receives a final
computation; therefore, no raw data file is available in PMAP.
e Month i
o Call Type (Toll)
o Average Speed of Answer

Retail Analog/Benchmark

Parity by Design
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OP S Y T,
"Report/Measurement: _
Speed to Answer Performance/Percent Answered within * X Seconds — 101l
LoP®
Definition:

Measurement of the percent of toll calls that are answered in less than “ X" seconds. 1he number of
seconds represented by “X” is thirty, except where a different regulatory benchmark has been set against
| the Average Speed 1o Answer by a State Commission.

Exclusions:

Calls abandoned by customers are not reflected in the average speed to answer but are reflected in the
conversion tables where the percent answered within “X seconds is determined.

Business Rules:
The call waiting measurement scan starts when the customer enters the queue and ends when & BST
represeqtative answers the call. The average speed to answer is dewermined by messuring and
accumulafing the seconds of wait time from the entry of a customer ino the BST call management
system queue until the customer is transferred to 8 BST representative. No distinction is made between.
CLEC customers and BST customers.

Calculation:

" The Percent Answered within "X Seconds measurement for toll is derived by using the BellCore
Swatistical Answer Conversion Tables, to convert the Average Speed to Answer measure into a percent of
calls answered within “X” seconds. The BellCore Conversion Tables are specific to the defined.
parameters of work time, number of operators, max queue siae and call abandonment rates.

Report Structure:

Reported for the aggregate of BST and CLECS
e State

Level of Fﬁamﬂﬁm:

None

Data Retained (

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

e Month

s Cail Type (Toll)

» Average Speed of Answer

Retail Analog/Benchmark

ParitybyD'e'sign
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BellSouth OSS Testing
Florida Intenim Performance Metrics

oP TORS CES

Report/Measurement:

Speed 1o Answer f’erform&ncelAverage §peed to Answer - Directory Assistance (DA)

Definition:

Measurement of the average time in seconds calls wait before answer by 8 DA operator.

Exclusions:

Calls abandoned by customers are not reflected in the average speed to answer but are reflected in the
conversion tables where the percent answered within “X™ seconds is determined.

| Business Rules:

[ The call waiting measurement scan starts when the customer eniers the queue and ends when a BST
representative answers the call. The average speed to answer is determined by measuring and
accumulating the seconds of wait time from the entry of a customer into the BST call management
system queue until the cussomer is transferred to a BST representative. No distinction is made between
CLEC customers and BST customers.

Calcuiation:

™ The Average Speed to Answer for DA is caiculated by using data from monthly system measurement
report taken from the centralized call routing switches. The “total call waiting seconds™ is a sub-
component of this measure which BST systems calculate by monitoring the number of cails in queue
throughout the day multiplied by the time (in seconds) between monitoring events. The “total calls
served” is the other sub-component of this measure, which BST systems record as the total number of
calls handled by Operator Services DA centers. Since calls abandoned are not reflected in the
calculation, the percent answered within the required timeframe is determined by using conversion tables
with input for the abandonment rate.

_Report Structure:

[ Reported for the aggregate of BST and CLECs
s State

Level of Disaggregation:

None

Data Retained (on te 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.

s Month

+ Call Type (DA)

» __Average Speed of Answer

Retail Analog/Benchmark

Parity by Design
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Florida Interim Performance Metrics

OPERATOR SERVICES AND DIRECTORY ASSISTANCE

"Report/Measurement:

| Speed to Answer Performance/Percent Answered within “X™ Seconds ~ Directory Assistance (DA)

[Definition:

Measurement of the percent of DA calls that are answered in less than X seconds. 1he number of
seconds represented by “X” is twenty, except where a different regulatory benchmark has been set
against the Average Speed to Answer by a State Commission.

Exclusions:

Caﬂsabandonedbycustommmnmnﬁecudmd:uvmgespeedmmhnm reflected in the
conversion tables where the percent answered within “X” seconds is determined.

" Business Rules:

The call waiting measurement scan Starts when the customer enters the queue and ends whena BST
representative answers the call. The average speed to answer is determined by measuring and
-accumulating the seconds of wait time from the entry of a customer into the BST call management
system queue until the customer is Transferred to a BST representative. No distinction is made between
CLEC customers and BST cusiomers.

| Calculation:

The Percent Answered within "X Seconds measurement for DA is derived by using the BellCore
Staristical Answer Conversion Tables, to convert the Average Speed to Answer measure into a percent of
calis answered within “X" seconds. The BellCore Conversion Tables are specific to the defined -
parameters of work time, number of operators, max queue size and call abandonment rates.

| Report Structure:

" Reported for the aggregate of BST and CLECS
o State

Level of ﬁisgmaﬁon:

None

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

¢ Month
. e Call Type (DA)
s Average Speed of Answer

Retail Anaiog/Benchmark

Parity by Design
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E911
[ Report/Measurement:
E911/Timeliness
Definition:

Measures the percentage of batch orders for E911 database updates (to CLEC resale and BST retail
records) processed successfully within a 24-hour period.
Exclusions: o
¢  Any resale order canceled by a CLEC
o Facilities-based CLEC orders
Business Rules:
The 24-hour processing period is calculated based on the 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 Communication System (SOCS). Processing stops when SCC loads the individual records to the
E911 dambase. No distinctions are made between CLEC resale records and BST retail records.
Calculation:

E911 Timeliness = £ (Number of batch orders processed within 24 hours + Total number of batch orders
submiged) X100
_Report Structure: —
Reported for the aggregate of CLEC resale updates and BS1 retail updates
» State
» Region
Levels of Disaggregation:
None
Data Retained

¢ Report month
o A data

Retail Analog/Benchmark

Parity by Design

Page 57 of 72 Version 1/5/00




ORDER NO. PSC-00-0260-PAA-TP
DOCKETS NOS. 9281834-TP, 960786-TL

PAGE 66
BellSouth OSS Testing
Florida Interim Performance Metrics
ES11
Report/Measurement:
E911/Accuracy
Definition:

Measures the individual E911 telephone number (TN) record updates (to CLEC re_sﬁ and BST retail
records) processed successfully for E911 with no errors. -
Exclusions:

*  Any resale order canceled by a CLEC
o Facilities-based CLEC orders
Business Rules:

Accuracy is based on the number of records processed without error at the conclusion of the processing
cycle. Mechanical processing starts when SCC (BST'sE911 vendor) receives E911 files contrining
telephone number (TN) cecords extacted from BST's Service Order Communication System (SOCS).
No distinctions are made between CLEC resale records and BST retail records.

Calculation:
E911 Accuracy = Z(Number of record 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 BSTretadupdm
e Stase
e Region

Level of Disaggregation:

None

Data Retained

¢ Report month
* _Aggregate dua
Retail Amlongenchmrk

Parity by Design
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E911
Report/Measurement:
E911/Mean Interval
Definition:
Measures the mean interval processing of E911 batch orders (to update CLEC resale and BST retail
records).
Exclusions:

e  Any resale order canceled by a CLEC
s  Facilities-based CLEC orders

" Business Rules:

The processing period is calculated based on the date and time processing starts on the batch orders and
the date and time processing stops on the batch orders. Data is posted in 4-hour increments up to and
beyond 24 hours. No distinctions are made between CLEC resale records and BST retail records.

Calculation:

" E911 Mean Interval = T (Date and time of batch order completion ~ Date and time of baich order
submission) + (Number of basch orders completed)

_Report Structure:

Reported for the aggregate of CLEC resale updates and BS1 retail updates
s Sute
* Region

Level of Disaggregation:

None

Data Remined (on Aggregate Basis)

s  Report month
s A data

Retail Analogmen&mark

Parity by Design
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TRUNK GROUP PERFORMANCE
Report/Measuremeut:
Trunk Group Service Report
Definition:

A report of the percent blocking above the Measured Blocking Threshold (MB1) on all final trunk
__groups between CLEC Points of Termination and BST end offices or tandems.

Exclusio_ns:

e Trunk groups for which valid traffic dam is not available
o High use trunk groups

Business Rules:

Traffic trunking data measuremeants are validated and processed by the Total Network Data
System/Trunking (TNDS/TK), a Telcordia (BellCore) supportsd application, on an hourly basis for
Average Business Days (Monday through Friday). The traffic load sets, including offered load and
observed blocking ratio (calls blocked divided by calls aftempted), 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 highlight those trunk groups
with blocking greater than the Measured Blocking Threshold (MBT) and the number of consecutive
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 nurnber of blocked calls) / (Total number of atempted calls) X 100

Report Structure:

o BST Aggregate
> CTIG
> Local
o CLEC Aggregme
> BST Administered CLEC Trunk
> CLEC Administered CLEC Trunk
e CLEC Specific .
> BST Administered CLEC Trunk
» CLEC Administered CLEC Trunk

Level of Dism!ﬁon:
State
Data Retained Relating to CLEC Experience Data Retained Relating to BST Experience _
e Report month e Report month

Total qunk groups Total trunk groups

®
e Total trunk groups for which data is available Total trunk groups for which dara is available
. Trunk groups with blocking greater than the

Trunk groups with blocking greater than the
MBT MBT

e  Percent of trunk groups with blocking greater e  Percent of trunk gﬁmps with blocking greater
than the MBT than the MBT

Retail ?ﬂ%mmﬂc ,
CLEC Trunk Blockage/BST Trunk Blockage
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GROUP PERF

Report/Measurement:

Trunk Group Service Detail

Definition:

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

Exclusions:

¢ Trunk groups for which valid traffic data is not available
»__ High use trunk groups

Business Rules:

Traffic runking data measurements are validated and processed by the Total Network Data
System/Trunking (TNDS/TK), a Telcordia (Bellcore) supported application, on an hourly basis for
Average Business Days (Monday through Friday). The traffic 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 highlight those trunk groups
with blocking greater than the Measured Blocking Threshold (MBT) and the number of consecutive
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) / (Total nt;mber of attempted caﬁs) X 100

Report Structure:

e BST Specific e CLEC Specific
» Traffic Identity » Traffic Identity
> TGSN > TGSN
> Tandem » Tandem
> End Office » CLECPOT
> Description > Description
> Observed Blocking » Observed Blocking
> Busy Hour > Busy Hour
> Number Trunks > Number Trunks
> Valid study days > Valid study days
> Number reports » Number reports
> Remarks » Remarks
Level of Disaggregation:
State
Data Retained Relating to CLEC Experience Data Retained Relating to BST Experience
¢ Report month e Report month
¢ Total trunk groups e Total runk groups
¢ Total trunk groups for which data is available e Total trunk groups for which data is available
¢  Trunk groups with blocking greater than the e  Trunk groups with blocking greater than the
MBT MBT
e Percent of trunk groups with blocking greater e  Percent of trunk groups with blocking greater
than the MBT than the MBT
o Traffic identity, TGSN, end points, o  Traffic identity, TGSN, end points,
description, busy hour, valid study days, description, busy hour, valid study days,
number reports number reports
Retail Analog/Benchmark:

CLEC Trunk Blockage/BST Trunk Blockage
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COLLOCATION
Report/Measurement:
Collocation/Average Response Time
Definition:

Measures the average time (counted in business days) from the receipt of a complete and accurase
___collocation application (including receipt of application fees) to the date BellSouth responds in writing.
Exclusions: .
e  Requests to augment previously completed arrangements
e  Any application cancelled by the CLEC
“Business Rules:
The clock starts on the date that BS] receives a complete and accurate collocation applieation
accompanied by the appropriate application fee. The clock stops on the date that BST returns a response.
The clock will restart upon receipt of changes to the original application request.
Calculation: _ .
Average Response Time = T(Request Response Date) - (Request Submission Date) / Count of
Responses Returned within Reporting Period
Report Structure:
e Individual CLEC (alias) aggregate
® Aggregateof all CLECs
Level of Disaggregation: _
o State, Region and further geographic disaggregation as required by Stase Commission Order
e Virmal
o  Physical
Data Retained:
e Report period
* A ate data _
Retail Ansiog/Benchmark:
Under development
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COLLOCATION

Report/Measurement:

Collocation/Average Arrangement Time

Definition:

Measures the average time (counted in business days) from the receipt of a complete and accurate Bona
Fide firm order (including receipt of appropriate fee) to the date BST completes the collocation
arrangement.

Exclusions:

e Any Bona Fide firm order cancelled by the CLEC

¢ Bona Fide firm orders to augment previously completed arrangements

¢ 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 Bona Fide fm order
accompanied by the appropriate fee. The clock stops upon submission of the permit request and
Restarts upon receipt of the approved permit. Changes (affecting the provisioning interval or capital
expenditures) that are submited while provisioning is in progress may alter the completion date. The
clock stops on the date that BST completes the collocation asrangement.

Calculation:

Average Arrangement Time = X(Date Collocation Arrangement is Complete) — (Dste Order for
Collocation Arrangement Submitied) / Total Number of Collocation Arrangements Completed during
Reporting Period.

Report Structure:

e Individual CLEC (alias) aggregate
» Aggregate of all CLECs

Level of Disaggregation:

e  State, Region and further geographic disaggregation as required by State Commission Order
e Virtual
e Physical

Data Retained:

¢ Report period
e  Aggregate data

Retail Analog/Benchmark:
Under development
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OLL T
Report/Measurement:

Collocation/Percent of Due Dates Missed
Definition:

|___Measures the percent of missed due dates for collocation arrangements.

Exclusions:

e Any Bona Fide firm order cancelled by the CLEC

o Bona Fide firm orders to augment previously completed arrangements

o Time for BST to obtain permits

e Time during which the collocation contract is being negotiated
Business Rules:

The clock Sarts on the date that BST receives a complete and accurate Bona Fide firm order
accompanied by the appropniae fee. The clock stops on the dase that BST completes the collocarion
arrangement.

Calculation:
% of Due Dates Missed = £ (Number of Orders not completed w/i ILEC Committed Due Date during
Reporting Period) / Number of Orders Completed in Reporting Period) X 100
Report Structure:
o Individual CLEC (alias) aggregate
o Aggregate of all CLECs
Level of Disaggregation:
s Siwate, Region and further geographic disaggregation as required by Stase Commission Order
e Vimal
o  Physical
Data Retained:
o  Report period
e A data
Retail Ana chmark:
I Under development
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Appendix A: Reporting Scope*

——

Standard Service Groupings Pre-Order, Qrdering
Resale Residence

Resale Business

Resale Special

Local Interconnection Trunks
UNE

UNE - Loops w/LNP

E

UNE Non-Design

UNE Design

UNE Loops w/LNP

Local Interconnection Trunks
Resale Residence

Resale Business

Resale Design

BST Trunks

BST Residence Retail

BST Business Retail

Mairsenance and Repair

Local Interconnection Trunks
UNE Non-Design

UNE Design

Resale Residence

Resale Business

BST Interconnection Trunks
BST Residence Retail

BST Business Retail

Local Interconnection Trunk Group Blockage
e BSTCTTG Trunk Groups
e CLEC Trunk Groups
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Appendix A: Reporting Scope
Standard Service Order Activities o New Service Installations '
e  Service Migrations Without Changes
These are the generic BST/CLEC service e  Service Migrations With Changes
order activities which are included in the e Move and Change Activities
Pre-Ordering, Ordering, and Provisioning e  Service Disconnects (Unless noted otherwise)
sections of this documem. It is not meant to
indicate specific reporting categories.
[ Pre-Ordering Query Types: e Address
e  Telephone Number
e Appointment Scheduling
e Customer Service Record
o  Feature Availability ‘
Maintensnce Query Types:
Report Levels e CLECRESH
e CLECMSA
o CLEC Stase
e CLEC Region
o  Aggregae CLEC Stase
o Aggregate CLEC Region
e BST State
e BST Region

* mhm&mmeﬂmmmnmmmfomwm«wi&mhm
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Appendix B: Recommended Additional Metrics

KPMG bas agreed to investigate the feasibility of capturing these additional metrics results through its role as

an ALEC during the testing. These additional metrics include:

Percent Service Loss from Early and Late Cuts

Percent of Hot Cuts Not Working When Initially Provisioned

Percent Completions or Auempt without Notice or with Less than 24 Hours Notice
Percent Order Accuracy

Percent of Orders Canceled or Supplemented at the Request of BellSouth
Percent and Timeliness of EDI and TAG LSR Acknowledgments
Provisioning Troubles Prior to Loop Acceptance

Percent Orders Canceled After Missed Due Date

Percent Found OK/Test OK/CPE

ALEC Center Cali Abandonment Rate

Average Notification of Interface/OSS Outage

Percent of Change Management Notices and Documentation Sent on Time
Percent of Software Certificamion Failures and Software Problem Resolution
Percent Billing Esrors Corrected in X days

Loop Make-up Information Timeliness

Provisioning Trouble Reports Prior to Service Order Completion
Coordinated Customer Conversions as a Percentage On-Time
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Appendix C: Glossary of Acronyms and Terms

ACD Automatic Call Distributor - A service that provides status monitonng o
agents in a cail center and routes high volume incoming telephone calls to
available agents while collecting management information on bdoth callers
and stt=ndants.

AGGREGATE Sum total of all items in like category, e.g. CLEC aggregate equals the
sum total of all CLECs’ data for a given reporting level.

ASR Access Serviee Request - A request for access service trminating
delivery of carrier traffic into a Local Exchange Carrier’s network.

ATLAS Application for Telephone Number Load Administration System - The
BellSouth Operations System used %o administer the pool of available
telephone numbers and 10 reserve selected oumbers from the pool for use
on pending service requests/serviee orders.

ATLASTN ATLAS software contract for Telephone Number

AUTO The number of LSRs that were electronically rejected from LESOG and

CLARIFICATION | electronically returned to the CLEC for correction.

BILLING The proeess and functions by which billing data is coliected and by which
sccount 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 BeilSouth Business Sysiems trouble receipt
center which serves large business and CLEC customers.

BST BeliSouth Telecommunications, Inc.

CKIID A umique identitier for elements combined in a Service configuration

CLEC Competitive Local Exchange Carrier

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

COFF1 Central Office Feature File Interface - A BellSouth Operstions System

database which maintains Universal Service Order Code (USOC)
information based on current tariffs.
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Appendix C: Glossary of Acronyms and Terms - Continued

COFIUSOC COFFI software contract for feature/service information

CRIS 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

CSR Customer Service Record

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

"DESIGN Design Service is defined as any Special or PRain Old 1elephone Service
Order which requires BellSouth Design Engineering Activities

DISPOSITION & Types of trouble conditions, e.g. No Trouble Found, Central Office

CAUSE Equipment, Customer Premises Equipment, etc.

DLETH Displsy Lengthy Trouble History - A hmoryupmthngxmﬂhcuvny
on almcmdforuoublenpomm LMOS

DLR Detail Line Record - All the basic infomaﬁon manQined on a line
record in LMOS, e.g. pame, address, facilities, features etc.

DOE Direct Order Entry System - An internal BellSouth service order entry
system used by BellSouth Service Representatives to input business
service orders in BellSouth format.

DSAP DOE (Direct Order Entry) Support Application - The BellSouth
Operarions Sysmn which assists a Service R:pnsentlnve or similar
carriet agent in negotiating service provisioning commitments for non-
designed services and UNEs.

| DSAPDDI DSAP software contract for schedule information
E | E9it Provides callers access 1o the applicable emergency Services bureau by
dialing a 3-digit universal telephone number.

EDI Electronic Data Interchange - The computer-to-computer exchange of
inter and/or intra company business documents in 2 public standard
format.

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

FLOW. In the comext of this document, LSRs submitted electronically via the

THROUGH CLEC mechanized ordering process that flow through to the BST OSS
without mannal or human imtervention.

Firm Order Confirmation - A notification returned to the CLEC

FOC confirming that the LSR has been received and accepted, including the

specified commitment date.
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Appendix C: Glossary of Acronyms and Terms - Cootinued
G ———
H HAL “Hands Of” Assignment Logic - Front end access and error resolution
jogic used in interfacing BellSouth Operations Systems such as ATLAS,
BOCRIS, LMOS, PSIMS, RSAG and SOCS.
HALCRIS HAL software contract for CSR information
1 ISDN Integrated Services Digital Network
K
L |LCSC Local Carrier Service Center - 1he BellSouth center which is dedicated
to handling CLEC LSRs, ASRs, and Preordering transactions along with
associmied expedite requests and escalations.

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

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

LEO Local Exchange Ordering - A BellSourh system which accepts the
outpant of EDI, applies edit and formarring checks, and reformats the
Local Service Requests in BellSouth Service Order format. -

LESOG Local Exchange Service Order Generutor - A BellSouth system which
accepts the service order output of LEO and enters the Service Order
into the Service Order Control System using terminal emulation
sechnology.

LMOS Loop Maimenance Operations System - A BellSouth Operations System
that swores the assignment and selected account infarmation for use by
downstresm OSS and BellSouth personael during provisioning and
maintenance activities.

LMOS HOST LMOS bost computer

LMOSupd LMOS updates

LNP Local Number Portability - n 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
REPAIR BellSouth and by which the related service problems are resolved.
MARCH A BellSouth Operations System which sscepts seTvise orders, interprets

the coding contained in thesemceordenmn.ge,andconmmme
specific switching system Recent Change command messages for input
into end office switches.
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Appendix C: Glossary of Acronyms and Terms ~ Continued

=

“No Circuits” - All circuits busy announcement

Obtain Availability Services Information System - A BellSouth front-
end processor, which acts as an interface between COFFI and RNS.
This system takes the USOCs in COFF1 and transiates them to English
for display in RNS.

OASIS software contract for feanre/service
OASIS software contract for feanure/service
OASIS software cootract for feanre/service
OASIS software cootrac for feanme/service
OASIS software contract for fesnire/service
OASIS software contract for feanre/service

The process and finctions by which resale services or unbundied
network elements are ordered from BellSouth as well as the process by
which an LSR or ASR is plased with BellSouth.

Ouwside Plant Contract Management System - Provides Scheduling
Informstion.

Opaations Support System - A support system or damabase which is
used to mechmize the fiow or performance of workc. The term is used to
refer to the overall system coasisting of hardware complex, computer
op<rating system(s), and application which is used to provide the
support functions.

Cistomer has no dial tone and cannot call out.

OUT OF SERVICE
POTS

PREDICTOR

PREORDERING

PROVISIONING

PSIMS

PSIMSORB

Piain OId Telephone Service

‘!‘heBellSothpamonssymm which is used to administer proactive
maintenance and rebabilitation activities on cutside plant facilities,
provide access to selected work groups (e.g. RRC & BRC) 0
Mechanized Loop Testing and switching system L/O ports, and provide
certain information regarding the atributes and capabilities of outside
plant facilities.

The process and functions by which vital information is obtained,
verified, or validated prior to placing a service request.

The process and functioas by which necessisy work is performed to
activate a service requested via an LSR or ASR and to initiate the proper
billing and sccounting functions.

Product/Service Inventory Management System - A BellSouth damabase
Operations System which conteins availability information on switching
symmfmmdapabnlmamdonBeHSouthmceamhbmty
This database is used to verify the availability of a feanure or service in
an NXX prior to making a commitment to the cussomer.

PSIMS software coatract for feature/service
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Appendix C: Glossary of Acronyms and Terms — Continued
Q _
R | RNS Regional Negotiation System - An internal Bellsouth service order eotry
system used by BellSouth Consumer Services to input service orders in
BeliSouth format.

RRC Residence Repair Center - The BellSouth Consumer Services trouble
receipt center which serves residential customers.

RSAG Regional Street Address Guide - The BellSouth database, which
contains street addresses validated %0 be accurate with state and local
governments.

RSAGADDR RSAG software contrsct for address search

RSAGTN RSAG software contract for telephone number search

— S| SOCS 3 Ordchonu'olSymm-%m uth Operations System
which routes service order images among BellSouth drop points and
BellSouth Operations Systems during the service provisianing process.

SOIR Service Order Interface Record - any change effecting activity t0 a
customer sccount by service order that im 911/E911. -

T | TAFI Trouble Analysis Facilitation Interface - The Operations
System that supports trouble receipt center personnel in taking and
handling customer trouble reports.

TAG Telecommunications Access Gatewny ~ TAG was designed 10 provide
an electronic interface, or machine-to-machine interface for the bi-
directional flow of information between BellSouth’s OSSs and
participating CLECs.

TN Telepbone Number

TOTAL MANUAL | The number of LSRs which are entered elecoonically but require

FALLOUT manual entering into a service order generator.

U | UNE Unbundled Network Element

v

W | WIN A unique identifier for elements combined in a service configuration
X

Y

Z -
> Sum of:
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