BellSouth OSS Testing

Florida Interim Performance Metrics

OSS (Operations Support Systems)

Report/Measurement:

OSS-1.  Average Response Time and Response Interval (Pre-Ordering/Ordering)

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 Rules:

The average response time for retrieving pre-order/order information from a given legacy system is determined by summing the response times for all requests submitted to the legacy systems during the reporting period and dividing by the total number of legacy system requests for that month.  The response interval starts when the client application (LENS or TAG for CLECs and RNS or ROS for BST) submits a request to the legacy system and ends when the appropriate response is returned to the client application.  The number of accesses to the legacy systems during the reporting period, which take less than 2.3 seconds,  the number of accesses which take more than 6 seconds and the number which take ( 6.3 seconds are also captured.

Level of Disaggregation:

· RSAG – Address (Regional Street Address Guide-Address) – stores street address information used to validate customer addresses.  CLECs and BST query this legacy system.

· RSAG – TN (Regional Street Address Guide-Telephone number) – contains information about facilities available and telephone numbers working at a give address.  CLECs and BST query this legacy system.

· ATLAS (Application for Telephone Number Load Administration and Selection) – acts as a warehouse for storing telephone numbers that are available for assignment by the system.  It enables CLECs and BST service reps to select and reserve telephone numbers.  CLECs and BST query this legacy system.

· COFFI (Central Office Feature File Interface) – stores information about product and service offerings and availability.  CLECs query this legacy system.

· DSAP (DOE Support Application) – provides due date information.  CLECs and BST query this legacy system.

· HAL/CRIS (Hands-Off Assignment Logic/Customer Record Information System) – a system used to access the Business Office Customer Record Information System (BOCRIS).  It allows BST servers, including LENS, access to legacy systems.  CLECs query this legacy system.

· P/SIMS (Product/Services Inventory Management system) – provides information on capacity, tariffs, inventory and service availability.  CLECs query this legacy system.

· OASIS (Obtain Available Services Information Systems) – Information on feature and rate availability.  BST queries this legacy system.

Calculation:

( [Date & Time of Legacy Response) – (Date & Time of Request to Legacy)] / (Number of Legacy Requests During the Reporting Period)

Report Structure:

· Not CLEC Specific

· Not product/service specific

· Regional Level

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

· Report month

· Legacy Contract (per reporting dimension)

· Response Interval

· Regional Scope
· Report month

· Legacy Contract (per reporting dimension)

· Response Interval

· Regional Scope

(OSS-1.  Average Response Time and Response Interval (Pre-Ordering/Ordering)

Retail Analog/Benchmark:

Parity with Retail 

NOTE:  KPMG, during Phase II, will conduct a special study of end-to-end timing of pre-ordering transactions (from initial receipt of the transaction by BST to the transmission of the response to the ALEC) 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 ALEC 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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LEGACY SYSTEM ACCESS TIMES FOR ROS
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LEGACY SYSTEM ACCESS TIMES FOR LENS
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LEGACY SYSTEM ACCESS TIMES FOR TAG
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OSS (Operations Support Systems)

Report/Measurement:

OSS-2.  Interface Availability (Pre-Ordering)

Definition:

Percent of time OSS interface is functionally available compared to scheduled availability.  Availability percentages for CLEC interface systems and for all Legacy systems accessed by them are captured. (“Functional Availability” is the amount of time in hours during the reporting period that the legacy systems are available to users.  The planned System Scheduled Availability is the time in hours per day that the legacy system is scheduled to be available.)

Scheduled availability is posted on the ICS Operations internet site:  (www.interconnection.bellsouth.com/oss/osshour.html)

Exclusions:

None

Business Rules:

This measurement captures the availability percentages for the BST systems, which are used by CLECs during Pre-Ordering functions. Comparison to BST results allows conclusions as to whether an equal opportunity exists for the CLEC to deliver a comparable customer experience.

Note: Only full outages are used in the calculation of Application Availability.

A full outage is incurred when any of the following circumstances exist:

· The application or system is down.

· The application or system is inaccessible, for any reason, by the customers who normally access the application or system.

· More than one work center cannot access the application or system for any reason.

· When only one work center accesses an application or system and 40% or more of the clients in that work center cannot access the application.

· When 40% of the functions the clients normally perform or 40% of the functionality that is normally provided by an application or system is unavailable.      

Level of Disaggregation:

Regional Level

Calculation:

(Functional Availability) / (Scheduled Availability) X 100

Report Structure:

· Not CLEC Specific

· Not product/service specific

· Regional Level

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

· Report month

· Legacy Contract Type (per reporting dimension)

· Regional Scope

· Hours of Downtime
· Report month

· Legacy Contract Type (per reporting dimension)

· Regional Scope

OSS-2.  Interface Availability (Pre-Ordering) – Continued)

Retail Analog/Benchmark:
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OSS (Operations Support Systems)

Report/Measurement:

OSS-3.  Interface Availability (Maintenance & Repair)

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 to compare the OSS availability versus scheduled availability of BST’s legacy systems.

Note: Only full outages are used in the calculation of Application Availability.

A full outage is incurred when any of the following circumstances exist.

(  The application or system is down.

(  The application or system is inaccessible, for any reason, by the customers who normally access the application or system.

(  More than one work center cannot access the application or system for any reason.

(  When only one work center accesses an application or system and 40% or more of the clients in that work center cannot access the application.

(  When 40% of the functions the clients normally perform or 40% of the functionality that is normally provided by an application or system is unavailable.

Calculation:

OSS Interface Availability = (Actual System Functional Availability) / (Actual planned System Availability) X 100

Report Structure:

· CLEC Aggregate

· BST Aggregate

· BST / CLEC 

Level of Disaggregation:

Region

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

· Availability of CLEC TAFI

· Availability of LMOS HOST, MARCH, SOCS, CRIS, PREDICTOR, LNP and OSPCM

· ECTA
· Availability of BST TAFI

· Availability of LMOS HOST, MARCH, SOCS, CRIS, PREDICTOR, LNP and OSPCM

Retail Analog/Benchmark:

All Systems except ECTA Parity with Retail

ECTA Benchmark – 99.5%
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OSS (Operations Support Systems)

Report/Measurement:

OSS-4.  Response Interval (Maintenance & Repair)

Definition:

The response intervals are determined by subtracting the time a request is received on the BST side of the interface from the time the response is received from the legacy system.  Percentages of requests falling into each interval category are reported, along with the actual number of requests falling into those categories.

Exclusions:

None

Business Rules:

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

NOTE:  The OSS Response Interval BST Total Report is a combination of BST Residence and Business Total.

Calculation:

OSS Response Interval = (Query Response Date and Time for Category “X”) – (Query Request Date and Time for Category “X”) / (Number of Queries Submitted in the Reporting Period) where, “X” is 0-4, ( 4 to 10, ( 10, ( 30 seconds X 100

Report Structure:

· CLEC

· BST Residence

· BST Business by interface for each legacy system and function as appropriate.

· BST total (Business + Residence)

Level of Disaggregation:

Region

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

· CLEC Transaction Intervals
· BST Business and Residence transaction Intervals

Retail Analog/Benchmark:

· TAFI (Front End) Parity with Retail

· CRIS, DLETH, DLR, OSPCM, LMOS, LMOSUP, MARCH, PREDICTOR,  SOCS, LNP Parity by Design
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