BellSouth OSS Testing

Florida Interim Performance Metrics


MAINTENANCE & REPAIR

Report/Measurement:

M&R-1.  Missed Repair Appointments

Definition:

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

Exclusions:

· Trouble tickets canceled at the CLEC request.

· BST trouble reports associated with internal or administrative service.

· Customer Provided Equipment (CPE) troubles or CLEC Equipment Trouble.

Business Rules:

The negotiated commitment date and time is established when the repair report is received.  The cleared time is the date and time that BST personnel clear the trouble and closes the trouble report in his/her Computer Access Terminal (CAT) or workstation.  If this is after the Commitment time, the report is flagged as a “Missed Commitment” or a missed repair appointment.  When the data for this measure is collected for BST and a CLEC, it can be used to compare the percentage of the time repair appointments are missed due to BST reasons. (“No Access” reports are not  part of this measure because the appointment was not missed.)

 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.



Calculation:

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



Report Structure:

· CLEC Specific
· CLEC Aggregate
· BST Aggregate

Level of Disaggregation:

ISDN Troubles included in Non-Design _ GA Only

· Resale Residence
· Resale Business
· Resale Design
· Resale PBX
· Resale Centrex
· Resale ISDN
· UNE Loop and Port Combos 
· UNE 2w Loop Non-Design
· UNE Loop Other Non-Design
· UNE Other Non-Design
· UNE 2w Loop – Design
· UNE Loop Other – Design
· UNE Other – Design
· Local Interconnection Trunks
· Switching
· Local Transport
· Dispatch / No Dispatch categories 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)

(M&R-1.  Missed Repair Appointments – continued)

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

· Report month

· CLEC Company Name

· Submission Date & Time (TICKET_ID)

· Completion Date (CMPLTN_DT)

· Service Type (CLASS_SVC_DESC)

· Disposition and Cause (CAUSE_CD &  CAUSE_DESC)

· Geographic Scope

NOTE:  Code in parentheses is the corresponding header found in the raw data file.
· Report month

· BST Company Code

· Submission Date & Time

· Completion Date

· Service Type

· Disposition and Cause (Non-Design /Non-Special Only)

· Trouble Code (Design and Trunking Services)

· Geographic Scope

Retail Analog/Benchmark:

Resale Residence 

Resale Business

Resale Design

Resale PBX

Resale Centrex

Resale ISDN

UNE Loop and Port Combos 
UNE 2w Loop Non-Design

UNE Loop Other Non-Design

UNE Other Non-Design

UNE 2w Loop – Design

UNE Loop Other – Design

UNE Other Design

Local Interconnection Trunks

Switching

Local Transport
Parity with Retail 

Parity with Retail 

Parity with Retail 

Parity with Retail 

Parity with Retail 

Parity with Retail 

Retail Residence and Business

Retail Residence and Business

Retail Residence and Business 

Retail Residence and Business

Retail Residence and Business

Retail Design

Retail Design

Parity with Retail

Retail POTS

Retail DS1, or DS3 as appropriate

MAINTENANCE & REPAIR

Report/Measurement:

M&R-2.  Customer Trouble Report Rate

Definition:

Initial and repeated customer direct or referred troubles closed within a calendar month per 100 lines/circuits in service.

Exclusions:

· Trouble tickets canceled at the CLEC request.

· BST trouble reports associated with internal or administrative service.

· Customer Provided Equipment (CPE) troubles or CLEC Equipment Trouble.

Business Rules:

Customer Trouble Report Rate is computed by accumulating the number of maintenance initial and repeated trouble reports closed during the reporting period.  The resulting number of trouble reports are divided by the total “number of service” lines, ports or combination that exist for the CLECs and BST respectively at the end of the report month.



Calculation:

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



Report Structure:

· CLEC Specific
· CLEC Aggregate
· BST Aggregate

Level of Disaggregation:

ISDN Troubles included in Non-Design _ GA Only

· Resale Residence
· Resale Business
· Resale Design
· Resale PBX
· Resale Centrex
· Resale ISDN
· UNE Loop and Port Combos 
· UNE 2w Loop Non-Design
· UNE Loop Other Non-Design
· UNE Other Non-Design
· UNE 2w Loop – Design
· UNE Loop Other – Design
· UNE Other – Design
· Local Interconnection Trunks
· Switching
· Local Transport
· Dispatch / No Dispatch categories 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)

(M&R-2.  Customer Trouble Report Rate – Continued)

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

· Report month

· CLEC Company Name

· Ticket Submission Date & Time (TICKET_ID)

· Ticket Completion Date (CMPLTN_DT)

· Service Type (CLASS_SVC_DESC)

· Disposition and Cause (CAUSE_CD &  CAUSE_DESC)

· # Service Access Lines in Service at the end of period

· Geographic Scope

NOTE:  Code in parentheses is the corresponding header found in the raw data file.
· Report month

· BST Company Code

· Ticket Submission Date & Time

· Ticket Completion Date

· Service Type

· Disposition and Cause (Non-Design /Non-Special Only)

· Trouble Code (Design and Trunking Services)

· # Service Access Lines in Service at the end of period

· Geographic Scope

Retail Analog/Benchmark:

Resale Residence 

Resale Business

Resale Design

Resale PBX

Resale Centrex

Resale ISDN

UNE Loop and Port Combos 
UNE 2w Loop Non-Design

UNE Loop Other Non-Design

UNE Other Non-Design

UNE 2w Loop – Design

UNE Loop Other – Design

UNE Other Design

Local Interconnection Trunks

Switching

Local Transport
Parity with Retail 

Parity with Retail 

Parity with Retail 

Parity with Retail 

Parity with Retail 

Parity with Retail 

Retail Residence and Business

Retail Residence and Business

Retail Residence and Business 

Retail Residence and Business

Retail Residence and Business

Retail Design

Retail Design

Parity with Retail

Retail POTS

Retail DS1, or DS3 as appropriate

MAINTENANCE & REPAIR

Report/Measurement:

M&R-3.  Maintenance Average Duration

Definition:

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

Exclusions:

· Trouble tickets canceled at the CLEC request.

· BST trouble reports associated with internal or administrative service.

· Customer Provided Equipment (CPE) troubles or CLEC Equipment Trouble.

· Trouble reports greater than 10 days

Business Rules:

For Average Duration the clock starts on the date and time of the receipt of a correct repair request.  The clock stops on the date and time the service is restored and the BST or CLEC customer is notified (when the technician completes the trouble ticket on his/her CAT or work systems).



Calculation:

Maintenance Average Duration = ((Date and Time of Service Restoration) – (Date and Time Trouble Ticket was Opened) / ((Total Closed Troubles in the reporting period)



Report Structure:

· CLEC Specific
· CLEC Aggregate
· BST Aggregate

Level of Disaggregation:

ISDN Troubles included in Non-Design _ GA Only

· Resale Residence
· Resale Business
· Resale Design
· Resale PBX
· Resale Centrex
· Resale ISDN
· UNE Loop and Port Combos 
· UNE 2w Loop Non-Design
· UNE Loop Other Non-Design
· UNE Other Non-Design
· UNE 2w Loop – Design
· UNE Loop Other – Design
· UNE Other – Design
· Local Interconnection Trunks
· Switching
· Local Transport
· Dispatch / No Dispatch categories 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)

(M&R-3.  Maintenance Average Duration – Continued)

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

· Report month

· Total Tickets (LINE_NBR)

· CLEC Company Name

· Ticket Submission Date & Time (TICKET_ID)

· Ticket Completion Date (CMPLTN_DT)

· Service Type (CLASS_SVC_DESC)

· Disposition and Cause (CAUSE_CD &  CAUSE_DESC)

· Geographic Scope

NOTE:  Code in parentheses is the corresponding header found in the raw data file.
· Report month

· Total Tickets

· BST Company Code

· Ticket Submission Date

· Ticket Submission Time

· Ticket Completion Date

· Ticket Completion Time

· Total Duration Time

· Service Type

· Disposition and Cause (Non-Design /Non-Special Only)

· Trouble Code (Design and Trunking Services)

· Geographic Scope

Retail Analog/Benchmark:

Resale Residence 

Resale Business

Resale Design

Resale PBX

Resale Centrex

Resale ISDN

UNE Loop and Port Combos 
UNE 2w Loop Non-Design

UNE Loop Other Non-Design

UNE Other Non-Design

UNE 2w Loop – Design

UNE Loop Other – Design

UNE Other Design

Local Interconnection Trunks

Switching

Local Transport
Parity with Retail 

Parity with Retail 

Parity with Retail 

Parity with Retail 

Parity with Retail 

Parity with Retail

Retail Residence and Business

Retail Residence and Business

Retail Residence and Business 

Retail Residence and Business

Retail Residence and Business

Retail Design

Retail Design

Parity with Retail

Retail POTS

Retail DS1, or DS3 as appropriate

MAINTENANCE & REPAIR

Report/Measurement:

M&R-4.  Percent Repeat Troubles within 30 Days

Definition:

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

Exclusions:

· Trouble tickets canceled at the CLEC request.

· BST trouble reports associated with internal or administrative service.

· Customer Provided Equipment (CPE) troubles or CLEC Equipment Trouble.

Business Rules:

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

Calculation:

Percent Repeat Troubles within 30 Days = (Count of closed Customer Troubles where more than one trouble report was logged for the same service line within a continuous 30 days of the reporting period) / (Total Trouble Reports Closed in Reporting Period) X 100

Report Structure:

· CLEC Specific
· CLEC Aggregate
· BST Aggregate

Level of Disaggregation:

ISDN Troubles included in Non-Design _ GA Only

· Resale Residence
· Resale Business
· Resale Design
· Resale PBX
· Resale Centrex
· Resale ISDN
· UNE Loop and Port Combos 
· UNE 2w Loop Non-Design
· UNE Loop Other Non-Design
· UNE Other Non-Design
· UNE 2w Loop – Design
· UNE Loop Other – Design
· UNE Other – Design
· Local Interconnection Trunks
· Switching
· Local Transport
· Dispatch / No Dispatch categories 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)

(M&R-4.  Percent Repeat Troubles within 30 Days)

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

· Report month

· Total Tickets (LINE_NBR)

· CLEC Company Name

· Ticket Submission Date & Time (TICKET_ID)

· Ticket Completion Date (CMPLTN_DT)

· Total and Percent Repeat Trouble Reports within 30 Days (TOT_REPEAT)

· Service Type

· Disposition and Cause (CAUSE_CD &  CAUSE_DESC)

· Geographic Scope

NOTE:  Code in parentheses is the corresponding header found in the raw data file.
· Report month

· Total Tickets

· BST Company Code

· Ticket Submission Date

· Ticket Submission Time

· Ticket Completion Date

· Ticket Completion Time

· Total and Percent Repeat Trouble Reports within 30 Days

· Service Type

· Disposition and Cause (Non-Design /Non-Special Only)

· Trouble Code (Design and Trunking Services)

· Geographic Scope

Retail Analog/Benchmark:

Resale Residence 

Resale Business

Resale Design

Resale PBX

Resale Centrex

Resale ISDN

UNE Loop and Port Combos 
UNE 2w Loop Non-Design

UNE Loop Other Non-Design

UNE Other Non-Design

UNE 2w Loop – Design

UNE Loop Other – Design

UNE Other Design

Local Interconnection Trunks

Switching

Local Transport
Parity with Retail 

Parity with Retail 

Parity with Retail 

Parity with Retail 

Parity with Retail 

Parity with Retail

Retail Residence and Business

Retail Residence and Business

Retail Residence and Business 

Retail Residence and Business

Retail Residence and Business

Retail Design

Retail Design

Parity with Retail

Retail POTS

Retail DS1, or DS3 as appropriate

MAINTENANCE & REPAIR

Report/Measurement: 

M&R-5.  Out of Service (OOS) > 24 Hours

Definition:

For Out of Service Troubles (no dial tone, cannot be called or cannot call out) the percentage of  Total OOS Troubles cleared in excess of 24 hours. (All design services are considered to be out of service).

Exclusions:

· Trouble Reports canceled at the CLEC request

· BST Trouble Reports associated with administrative service

· Customer Provided Equipment (CPE) Troubles or CLEC Equipment Troubles.

Business Rules:

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

Calculation:


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

Report Structure:

· CLEC Specific

· BST Aggregate

· CLEC Aggregate

Level of Disaggregation:

ISDN Troubles included in Non-Design _ GA Only

· Resale Residence
· Resale Business
· Resale Design
· Resale PBX
· Resale Centrex
· Resale ISDN
· UNE Loop and Port Combos 
· UNE 2w Loop Non-Design
· UNE Loop Other Non-Design
· UNE Other Non-Design
· UNE 2w Loop – Design
· UNE Loop Other – Design
· UNE Other – Design
· Local Interconnection Trunks
· Switching
· Local Transport
· Dispatch / No Dispatch categories 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)

(M&R-5.  Out of Service (OOS) > 24 Hours – Continued)
Data Retained Relating to CLEC Experience
Data Retained Relating to BST Experience

· Report Month

· Total Tickets

· CLEC Company Name

· Ticket Submission Date & Time (TICKET_ID)

· Ticket Completion Date (CMPLTN_DT

· Percentage of Customer Troubles out of

· Service > 24 Hours (OOS>24_FLAG)

· Service type (CLASS_SVC_DESC)

· Disposition and Cause (CAUSE_CD &

CAUSE-DESC)

· Geographic Scope

NOTE: Code in parentheses is the corresponding

              header found in the raw data file.
· Report Month

· Total Tickets

· BST Company Code

· Ticket Submission Date

· Ticket Submission time

· Ticket Completion Date

· Ticket Completion Time

· Percent of Customer Troubles out of  Service > 24 Hours

· Service type

· Disposition and Cause (Non – Design/Non-Special only)

· Trouble Code (Design and Trunking Services)

· Geographic Scope

Retail Analog/Benchmark:

Resale Residence 

Resale Business

Resale Design

Resale PBX

Resale Centrex

Resale ISDN

UNE Loop and Port Combos 
UNE 2w Loop Non-Design

UNE Loop Other Non-Design

UNE Other Non-Design

UNE 2w Loop – Design

UNE Loop Other – Design

UNE Other Design

Local Interconnection Trunks

Switching

Local Transport
Parity with Retail 

Parity with Retail 

Parity with Retail 

Parity with Retail 

Parity with Retail 

Parity with Retail

Retail Residence and Business

Retail Residence and Business

Retail Residence and Business 

Retail Residence and Business

Retail Residence and Business

Retail Design

Retail Design

Parity with Retail

Retail POTS

Retail DS1, or DS3 as appropriate

MAINTENANCE & REPAIR

Report/Measurement:

M&R-6.  Average Answer Time – Repair Centers

Definition:

This measures the average time a customer is in Queue when calling a BellSouth Repair Center.

Exclusions:

None

Business Rules:

The clock starts when a CLEC Representative or BellSouth customer makes a choice on the Repair Center’s menu and is put in queue for the next repair attendant.  The clock stops when the repair attendant answers the call. (abandoned calls are not included)

(NOTE:  The Total Column is a combined BST Residence and Business number)

Level of Disaggregation:

Region.  CLEC/BST Service Centers and BST Repair Centers are regional.

Calculation:

Average Answer Time for BST’s Repair Centers = (Time BST Repair Attendant Answers Call) – (Time of entry into queue until ACD Selection) /   (Total number of calls by reporting period)

Report Structure:

· CLEC Aggregate

· BST Aggregate

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

· CLEC Average Answer Time
· BST Average Answer Time 

Retail Analog/Benchmark:

Parity with Retail
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