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NOTICE OF PROPOSED AGENCY ACTION
ORDER APPROVING REVISIONS AND ADDITIONS TO INTERIM METRICS

BY THE COMMISSION:

NOTICE is 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.

I. CASE BACKGROUND

On December 10, 1998, the Florida Competitive Carriers
Association (FCCA), the Telecommunications Resellers, Inc. (TRA),
AT&T Communications of the Scuthern States, Inc. (AT&T), MCImetro
Access Transmission Services, LLC (MCImetro), Worldcom
Technologies, Inc. (Worldcom), the Competitive Telecommunications
Association (Comptel), MGC Communications, Inc. (MGC) , and
Intermedia Communications Inc. (Intermedia) (collectively,
“Competitive Carriers”) filed their Petition of Competitive:
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Carriers for Commission Action to Support Local Competition in
BellSouth’s Service Territory.

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, 19989, we
denied BellSouth’s Motion to Dismiss. In addition, the Commission
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.

On May 26, 1999, we issued Order No. PSC-99-1078-PCO-TP, which
granted, in part, and denied, in part, the petition of the Florida
Competitive Carriers Association to support local competition in
BellSouth’s service texritory. 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 (0OSS) be conducted
concomitantly in an effort to resolve 0SS operational issues. We
stated that the request for third-party testing of 0SS was to be
addressed in these workshops. These workshops were held on May 5-
6, 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 0SS. 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



CRDER NO. PSC-01-1428-PAA-TL
DOCKET NO. 960786-TL
PAGE 3

and AT&T. On June 29, 1999, BellSouth responded to ACI’'s Motion to
Expand the Scope cof Independent Third-Party Testing. By Order No.
PSC-99-1568-PAA-TP, issued August 9, 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 Consulting LLC, to develop a Master Test Plan (MTP) that would
identify the specific testing activities necessary to demonstrate
nondiscriminatory 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 of third- party
testing of BellSouth’s 0SS. On February 8, 2000, by Order No. PSC-
00-0260-PAA-TP, we approved interim performance metrics to be used
during the course of testing to assess the level of sgervice
BellSouth is providing to ALECs. By Order No. PSC-00-0563-PAA-TP,
issued March 20, 2000, we approved the retail analogs/benchmarks
and the statistical methodology that should be used during the 0SS
third-party testing.

By Order No. PSC-00-2451-PAA-TP, issued December 20, 2000, we
approved revised interim performance metrics, benchmarks and retail
analogs to be used during the third-party 0SS testing. The revised
interim metrics were ordered to address several changes made to
BellSouth’s initial set of interim metrics approved by Order No.
PSC-00-0260~-PAA-TP. The revised interim metrics included
corrections to the business rules used to calculate the metrics and
additional 1levels of detail allowing the metrics to capture
BellSouth’s performance on newer services such as Local Number
Portability (LNP). Since Order No. PSC-00-2451-PAA-TP, BellSouth
has issued additional changes to its revised interim metrics in
other jurisdictions. This Order addresses updates and/or
modifications to the revised performance measures and
benchmarks/analogs approved in Order No. PSC-002451-PAA-TP.

IT. JURISDICTION

Section 271{a) of the Telecommunication Act of 1996 (Act)
provides that a Regional Bell Operating Company (RBOC) may not
provide interLATA services except as provided in Section 271.
Section 271 (d) of the Act provides, in part, that prior to making
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a determination under Section 271, the Federal Communications
Commission (FCC) shall consult with the State commission of any
State that is the subject of a Section 271 application in order to
verify the compliance of the RBOC with requirements of Section
271 (c) . That section requires, in part, that RBOCs enter into
binding agreements approved under Section 252 of the Act,
specifying terms and conditions under which the RBOC is providing
access and interconnection to its network facilities for the
network facilities of one or more competing providers of telephone
gservice to residential and businegs subscribers. In addition,
Section 120.80(13) {(d), Florida Statutes, provides that we can
employ processes and procedures as necessary in implementing the
Act. Purthermore, Section 364.01, Florida Statutes, provides that
we should encourage competition and ensure fair treatment of
providers 1in the market. Therefore, this Commission has
jurisdiction in monitoring BellSouth’s 0SS through third-party
testing, which will enable us to consult with the FCC when
BellSouth requests 271 approval from the FCC.

ITT. INCLUSION OF ADDITIONAL METRICS IN THIRD-PARTY 0SS TEST

As noted above, in Order PSC-00-2451-PAA-TP, issued December
20, 2000, we approved a revised set of interim performance metrics

to be used during 0SS third-party testing. Subsequent to the
issuance of this Order, BellSouth has implemented additional
metrics in other jurisdictions. BellSouth believes these

additional metrics should be added to the performance metrics and
included in Florida’s third-party test to enhance KPMG's ability to
evaluate BellSouth’s 0SS systems. We agree.

The new metrics to be added are as follows:

Operations Support Systems

(1) Loop Make Up - Average Resgponse Time - Manual
(2) Loop Make Up - Average Response Time - Electronic

’

Ordering

(3) Acknowledgment Message Timeliness
(4) Acknowledge Message Completeness
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(5) Service Inquiry with Local Service Request (LSR) Firm Order

Confirmation (FOC) - Response Time Manual
(6) Firm Order Confirmation and Reject Response Completeness
Provisioning

(7) Percent Completions/Attempts without Notice or < 24 hours

Notice
(8) Coordinated Customer Conversions - Average Recovery Time
(9) Hot Cut Conversions - Percent Provisioning Troubles Received

Within 7 Days of a Completed Service Order
(10) Service Order Accuracy
(11) Cooperative Acceptance Testing - Percent of xDSL Loops Tested
Maintenance and Repair
(12) Mean Time to Notify CLEC of Network Outages
Billing

(13) Recurring Charge Completeness
(14) Non-recurring Charge Completeness

Database Update Information

(15) Average Database Update Interval

(16) Percent Database Update Accuracy

(17) Percent NXXs and Location Routing Numbers Loaded by the Local
Exchange Routing Guide (LERG) Effective Date

Change Management

(18) Notification of Interface Outages

Bona Fide/New Business Request Process (BFR/NBR)

(19) Percentage of BFR/NBR Requests Processed Within 30 Business
Days

(20) Percentage of Quotes Provided for Authorized BFR/NBR Requests
Processed Within X (10/30/60 Business Days)
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KPMG will evaluate the definition, the data integrity, and the
calculation for each of the 20 metrics listed above as a part of
the 0SS test. The addition of these metrics will allow KPMG and
-this Commission to have a more comprehensive set of metrics for
purposes of the 0SS evaluation. BellSouth has made the necessary
programming changes in other states, and have indicated that these
additions can be made in Florida in an expeditious manner.
Assuming that KPMG can validate and replicate the BellSouth data
for these new metrics without the need for retesting, we are
hopeful that there will be no impact on the 0SS test completion
date. Based on the foregoing, we hereby approve the additional
performance metrics as listed above.

IV, ADDITIONAL RETATL ANALOGS

The additional metrics approved in the preceding section of
this Order require corresponding retail analogs and benchmarks.
These retail analogs and benchmarks shall be added to allow for
this Commission and KPMG to evaluate BellSouth’s performance for
the additional metrics. The benchmarks and analogs specify the
level of service BellSouth must provide to ALECs for each of the
interim metrics in order to demonstrate nondiscriminatory access to
it 0SS systems. Assuming that BellSouth can achieve these
standards without the need for retesting, there will be no impact
on the 0SS test completion date.

In addition to these new retail analogs and benchmarks, we
shall implement changes to some existing retail analogs and
benchmarks currently included in the interim performance metrics.
These changes, for the most part, reflect stricter performance
standards required to demonstrate nondiscriminatory access to its
0SS systems. These stricter standards have been approved in other
states in the BellSouth region, and we find that BellSouth shall be
responsible for meeting these same standards in Florida.

The complete set of approved analogs and benchmarks are
included in Attachment 1, which is attached and incorporated herein
by reference. The attachment identifies the current metrics, as
well as the new ones approved by this Order.
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V. ADDITIONAL LEVELS OF DISAGGREGATION

For those metrics where a retail analog is used for parity
determination, the metrics shall be further disaggregated by
product type to allow for a more detailed evaluation and analysis
of whether BellSouth provides nondiscriminatory access to
BellSouth’s 0SS systems at a product level. The current levels, as
well as those approved by this Order, by domain, are as follows:

Current Number of
Levels of
Product Disaggregation

New Approved Number of
Levels of
Product Disaggregation

Ordering 12 22
Provisgioning 20 40
Maintenance and Repair 16 20

Attachment 2 to this Order, which is attached and incorporated
herein, shows the specific approved levels of disaggregation.
Since our Order on Florida Interim Performance Measures was issued,
BellSouth has implemented these additional levels of disaggregation
in other jurisdictions. We find that these additional levels of
disaggregation shall also be added to the Florida interim
performance metrics to allow this Commission and KPMG to evaluate
performance at a more detailed level for purposes of the 0SS test.

BellSouth has made the necessary programming changes in other
states, and have indicated that these additions can be made in
Florida in an expeditious manner. Assuming that KPMG can validate
and replicate the BellSouth data for these new levels of
disaggregation without the need for retesting, as noted in previous
sections of this Order, we are hopeful that there will be no impact
on the 0SS test completion date. Based on the foregoing, we hereby
approve the levels of disaggregation set forth in Attachment 2.

VI. CORRECTIONS

In addition, KPMG has identified, through the observation and
exception process, changes that need to be made to clarify or
correct problems with the interim metrics. The changes resulted in
corrections to definitions, exclusions, or busginess rules used to
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calculate 15 metrics. Additionally, some of these corrections have
been included in BellSouth'’s performance metrics for other states
as a result of other audits or third-party testing. We find that
these corrections should also be made to the interim performance
metrics in Florida.

The corrections to the interim performance metrics are listed
below:

Pre-Ordering/Ordering

In 08S-2, Interface Availability (Pre-Ordering/Ordering), the
Definition was clarified; the Exclusions were updated to reflect
CLEC impacting troubles and degraded service. The Business Rules
clarified “Full Outages" * (GA Exception 133 / FL Exception 59)

In 0SS-3, Interface Availability (Maintenance & Repair), the
Definition was clarified; the Exclusions were updated to reflect
CLEC impacting troubles and degraded service. The Business Rules
clarified “Full Outages" * (GA Exception 133 / FL Exception 59)

Ordering

In O-7, Percent Rejected Service Requests, the Business Rules
clarified that "“Fatal Rejects” are reported for informational
purposes only.

In 0-8, Reject Interval, the Exclusions were updated to include
Projects and to reflect excluded hours for Partially Mechanized
LSRs. * (FL Exception 15)

In 0-9, Firm Order Confirmation Timeliness, the Exclusions were
updated to include Projects and to reflect excluded hours for
Partially Mechanized LSRs. * (FL Exception 15, 36)

In O-13, LNP-Percent Rejected Service Requests, the Exclusions for
Fatal Rejects, Order Activities (Record Orders, Test orders, etc)
and Non Mechanized LSRs were removed from exclusions. In the
Business Rules - Non Mechanized was defined.

In O-14, LNP-Reject Interval Distribution and Average Reject
Interval, the Exclusions for Fatal Rejects, Certain Order
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Activities {(Record Orders, Test Orders, etc), and Non Mechanized
LSRs were removed from exclusions. The Exclusions were updated to
include Projects and to reflect excluded hours for Partially
Mechanized LSRs. In the Business Rules “Fatal Rejects” are
clarified to be reported for informational purposes only.

* (FL Exception 10, 56)

In 0-15, LNP-Firm Order Confirmation Timeliness Interval
Distribution & Firm Order Confirmation Average Interval, the
Exclusicns were updated to include Projects and to reflect excluded
hours for Partially Mechanized LSRs and order Activities of
BellSouth or CLEC were removed from exclusions (Record Orders, Test
Orders). The Business Rules updated to define Fully, Partially,
Total and Non Mechanized LSRs. * (FL Exception 11)

Provisgioning

In P-2, Average Jeopardy Notice Interval & Percentage of Orders
Given Jeopardy Notices, an exclusion was added for Non-Dispatch
orders.

In P-3, Percent Missed Installation Appointments, the Business
Rules were expanded to define the first commitment date.

In P-4, Average Completion Interval (OCI) & Order Completion
Interval Distribution, the D&F order exclusion was clarified to
included Disconnect orders associated with LNP.

In P-5, Average Completion Notice Interval, the D&F order exclusion
was clarified to included Disconnect orders associated with LNP.
The exclusions for Non-nmechanized and Partially Mechanized orders
were deleted.

In P-7, Coordinated Customer Conversions Interval, the Business
rules were expanded to explain LNP orders. * (FL Observation 22)

In P-12, LNP Percent Missed Installation Appointments, the Business
Rules were expanded to define the first commitment date. The
exclusion for non-mechanized orders was deleted.
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In P-14, LNP Total Service Order Cycle Time, the Business Rules
were expanded to define the interval start time. The exclusion for
non-mechanized orders was deleted.

* (The same language has been adopted in other states and the Florida Exception
or Observation is referenced where appropriate).

The revised interim performance metrics, including the
corrections to the business rules, additional metrics, additional
analogs and benchmarks, and additional levels of disaggregation,
are included in Attachment 3, which is attached and incorporated in
this Order. Attachment 3 also includes minor changes to existing
metrics for purposes of clarification and consistency.

As with the other changes, it 1s our understanding that
BellSouth has made the necessary programming revisions in order to
address these changes based on the KPMG observation and exception
process. We have been advised that these additions can be made in
Florida in an expeditious manner. Thus, assuming that KPMG can
validate the specified changes without the need for retesting,
there will be no impact on the 0SS test completion date. Based on
the foregoing, we hereby approve the corrections to the interim
performance metrics.

Based on the foregoing, it is therefore

ORDERED by the Florida Public Service Commission that the
changes to the additional updated metric and retail analogs are
approved as set forth in the body of this Order. It is further

ORDERED that additional levels of disaggregation are approved
as set forth in the body of this Order. It is further

ORDERED that the corrections identified in the body of this
Order are approved. It is further

CRDERED that the provisions of this Order, issued as proposed
agency action, shall become final and effective upon the issuance
of a Consummating Crder unless an appropriate petition, in the form
provided by Rule 28-106.201, Florida Administrative Code, 1is
received by the Director, Division of the Commission Clerk and
Administrative Services, 2540 Shumard Oak Boulevard, Tallahassee,
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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 3rd
Day of July, 2001.

BLANCA S. BAYO, Director
Division of the Commission Clerk
And Administrative Services

By : kng4—94{L4.ﬁ/
Kay Flyng, Chief
Bureau of Records

( S EAL)
BK

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 1is 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.
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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 thisg 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
the Commission Clerk and Administrative Services, 2540 Shumard Oak
Boulevard, Tallahassee, Florida 32399-0850, by the close of
business on July 24, 2001.

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
satisfies the foregoing conditions and 1is renewed within the
specified protest period.
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Attachment 1

Approved
Florida Interim Benchmarks and Analogs

Approved Approved Florida Interim SQM
Florida Interim SQM Analog or Benchmarks
0SS Operations Support Systems
and (PO) Pre-Ordering

OSS-1. Average Response Tume and
Response Interval (Pre-
Ordenng/Orderning)

Parity + 2 seconds

0SS-2.  Interface Availability
(Pre-Ordenng/Ordering)

>99.5%

0SS-3  Interface Availability

All Systems except ECTA Parity with Retail

(Maintenance & Repair) ECTA is 299.5%
0SS-4. Response Interval Parity with Retail
(Maintenance & Repair)

PO-1.  Loop Make Up - Average
Response Time — Manual

95% in 3 Business Days

PO-2. Loop Make Up — Average
Response Time — Electronic

90% in 5 minutes
{95% in 1 min by 08/01/01)

(O) Ordering

O-1. Acknowledgement Message
Timeliness

EDI: 90% in 30 min.
(95% n 30 mun. by 08/01/01)

TAG: 95% 1n 30 min.

0-2. Acknowledgement Message EDI: 100%

Completeness TAG. 100%

O-3. Percent Flow-Through Service | Resale Residence 95%

Requests (Summary) Resale Business 90%
UNE 85%
LNP 85%

0O-4. Percent Flow-Through Service | Resale Residence 95%

Requests (Deta:l) Resale Business 90%
UNE 85%
LNP 85%

0O-5 Flow-Through Error Analysis Diagnostic

0-6. CLEC LSR Information - LSR Diagnostic

Flow-Through Matnx

O-7. Percent Rejected Service Diagnostic

Requests

0-8. Reyect Interval Mechamzed 97% < 1 hour
Partially 85% < 18 hrs (05/01/01)
Mechanized 85% < 10 hrs (08/01/01)
Non-Mechanized 85% < 24 hours
Trunks 85% < 4 days

0-9 Firm Order Confirmation Mechanized 95% < 3 hours

Timeliness Partially 85% < 18 hrs (05/01/01)
Mechanized 85% <10 hrs (08/01/01)

Non-Mechanized

85% < 36 hours

Trunks

95% < 10 days

0O-10. Service Inquiry Firm Order -
Average Response Time

95% Returmed 1n 5 Business days

O-11 FOC and Reject Response
Completeness

95 % Returned

O-12. Speed /Answer/Ordering Ctr

Party with Retail

O-13 LNP-Percent Rejected Service
Request

LNP
UNE loop w/ LNP

Diagnostic

w
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Approved
) Florida Interim SQM

O-14. LNP-Reject Interval Mechamzed 97% < | hour

Distribution & Average Reject

Interval Partially 85% < 18 hours {05/01/01)
Mechanized 85% < 10 hours (08/01/01) i
Non-Mechanized 85% < 24 hours i

0-15. LNP-Firm Order Mechanized 95% < 3 hours

Confirmation Timeliness Interval

Distribution & Firm Order Partially 85% < 18 hours (05/01/01)

Confirmation Average Interval Mechanized 85% < 10 hours (08/01/01)
Non-Mechamzed 85% < 36 hours

(P) Provisioning_

£ -

P-1. Mean Held Order Interval &
Distribution Intervals

See Attachment 2 for Provisioning Disaggregation and Analog / Benchmark

P-2. Average Jeopardy Notice
Interval & Percentage of Orders
Given Jeopardy Notices

Average Jeopardy Notice interval is 95% > 48 hrs. (Electronic only)
See Attachment 2 for Provisioning Disaggregation and Analog / Benchmark

P-3. Percent Missed Installaton
Appointments

. See Attachment 2 for Provisioning Disaggregation and Analog / Benchmark

P4 Average Completion Interval
(OCI) & Order Completion Interval

See Attachment 2 for Provisioning Disaggregation and Analog / Benchmark
(Except for UNE xDSL: 7 days w/o conditioning

Distribution 14 days with conditioning)
P-5. Average Completion Notice
Interval
P-6. % Completion Attempts
Without Notice or < 24 hours Notice
P-7. Coordinated Customer Unbundled Loops with INP 95% < 15 minutes
Conversions Interval Unbundled Loops with LNP
P-7A. Coordinated Customer SL1 Time Specific 95% w/in + or — 15 minutes of Scheduled Start
Conversions Hot Cut Timehness % SL1 Non-Time Specific
within Interval and Average Interval | SL2 Time Specific
SL2 Non-Time Specific
P-7B. Coordinated Customer Unbundled Loops with INP Diagnostic .
Conversions — Average Recovery Unbundled Loops with LNP ™
Time
P-7C. Coordinated Customer UNE Loop Design <5%
Converstons - % Provisioning UNE Loop Non-Design
Troubles Received Within 7 days of | Dispatch / Non Dispatch
- a completed Service Order
P-8. Cooperative Acceptance UNE xDSL . 95% of Lines Tested
© Testing - % of xDSL Loops Tested e« ADSL
e HDSL
» UCL
s OTHER
P-9 % Provisioning Troubles w/in
30 days of Service Order
Completion
P-10. Total Service Order Cycle Diagnostic
Time (TSOCT)
P-11. Service Order Accuracy
P-12. LNP —Percent Missed . LNP Retail Residence & Business (POTS)
Installation Appointments
P-13. LNP-Average Disconnect LNP 95% < 15 minutes
| Timeliness Interval & Disconnect UNE Loop Associated w/ LNP
I Timeliness Interval Distribution Geograpiuc Scope
State, Region
P-14. LNP-Total Service Order LNP Diagnaostic
Cycle Tyme UNE Loop Associated w/ LNP
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Approved
Florida Interim SQM

Approved Florida Interim SQM
*Analog or Benchmarks

(MR) Maintenance & Repair

MR-1. Missed Repair Appointments

See Attachmemt 2 for Maintenance Disaggregation and Analog / Benchmark

MR-2 Customer Trouble Report
Rate

See Attachment 2 for Maintenance Disaggregation and Analog / Benchmark

MR-3 Maintenance Average
Duration

See Attachment 2 for Maintenance Disaggregation and Analog / Benchmark

MR-4. Percent Repeat Troubles
within 30 days

See Attachment 2 for Maintenance Disaggregation and Analog / Benchmark

MR-5. Qut of Service > 24 Hours

See Attachment 2 for Mamtenance Disaggregation and Analog / Benchmark

MR-6. Average Answer Time —
Repair Centers

Panty with Retail

MR-7 Meantime to Notify CLEC of
Network Outages

Parity by Design

(B) Billing

B-1. Invoice Accuracy

Panty with Retail

B-2. Mean Time to Deliver Invoices

Panty with Retail

B-3. Usage Data Delivery Accuracy

Panty with Retail

B-4. Usage Data Delivery
Completeness

Parity with Retail

B-5. Usage Data Delivery
Timeliness

Panty with Retail

B-6. Mean Time to Deliver Usage

B-7. Recurring Charge
Completeness

Resale Panty
UNE 90%
Interconnection 90%

B-8. Non-recurring Charge
Completeness

Resale Panty
UNE 90%
Interconnection 90%

(OS) (DA) Operator Services

OS8-1. Speed to Answer
Performance/Average Speed to
Answet (Toll)

Panty by Design

0S-2. Speed to Answer
Performance/Percent Answered
within “X"” Seconds (Toll)

Panty by Design

DA-1. Speed to Answer
Performance/Average Speed to
Answer (DA)

Parity by Design

DA-2. Speed to Answer
Performance/Percent Answered
within “X™ Seconds (DA)

Parity by Design

(D) Database Update Information

D-1 Database Update - Interval and
Average Interval

Database Type Panty by Design
s LIDB
s  Directory
Listings
' o Directory

D-2. Database Update - % Accuracy

Database Type 95% Accurate
e LIDB
e Directory
Listings
e Directory

D-3. NXX and LRNs Loaded by
LERG Effective Date

100% by LERG Effective Date

(E) E911

E-1 Timehness

Parity by Design

E-2 Accuracy

Panty by Design

E-3. Mean Interval

Panty by Design
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b2

Approved

Approved Florida Interim SQM

Florida Interim SQM Analog or Benchmarks

(TGP) Trunk Group Performance

TGP-1. Trunk Group Performance- | CLEC Aggregate Parity with Retail Any 2 hour period m 24 hours

Aggregate BST Aggregate where CLEC blockage exceeds
BST blockage by more than
0.5% using trunk groups
1,3,4,5,10,16 for CLECs and 9
for BST.

TGP-2 Trunk Group Performance- | CLEC Trunk Group Parity with Retail Any 2 hour period in 24 hours

CLEC Specific BST Trunk Group where CLEC blockage exceeds

: BST blockage by more than

0.5% using trunk groups
1,3,4,5,10,16 for CLECs and 9
for BST.

Deleted TGP 3-4

(C) Collocation ST w“..

C-1. Average Response Time

Virtual - 15 Calendar Days
Physical ~ 15 Calendar Days

C-2. Average Arrangement Time

Virtual — 60 Calendar Days (Ordinary)

Virtual Augment (with space increase) ~ 90 Calendar Days
Virtual Augment (without space increase) — 45 Calendar Days
Physical - 90 Calendar Days

Physical Augment (with space increase) — 90 Calendar Days
Physical Augment (without space increase) — 45 Calendar Days

C-3. % of Due Dates Missed

95% < Commut Date (Virtual & Physical)

(CM) Change Management

CM-1. Timehness of Change
Management Notices

98% on Time
CM-2. Change Management
Notices Average Delay Days 90% < 5 days
CM-3 Timeliness of Documents
Associated with Change

98% on Time
CM-4. Change Management
Documentation Average Delay Days 90% < 5 days

CM-5. Notification of Interface
Qutages

97% < 15 minutes

(BFR) Bona Fide/New Business
Request Process

BFR-1 % Of BFR/NBR Requests
Processed within 30 Business Days

90% < 30 Business days

BFR-2. % Of Quotes Provided for
Authorized BFR/NBR Requests
Processed within X (10, 30, 60)
Business Days

90% < 10/30/60 Business days
- Network Elements that are operational at the time of request — 10 days
- Network elements that are Ordered by the FCC - 30 days
- New Network Elements — 60 days
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Approved
Florida Interim Level of Disaggregation and Retail Analogs
Approved Level Approved
Disaggregation Benchmark / Analogs
Ordering Ordering
Mechanized, Partiallxy Mechanized and Non- Appropriate Benchmark (See Atttachment 1)

Mechanized

Resale — Residence

Resale — Business

Resale — Design (Special)

Resale PBX

Resale Centrex

Resale ISDN

2W Analog Loop Design

2W Analog Loop Non-Design

2W Analog Loop w/INP Design

2W Analog Loop w/INP Non-Design
2W Amnalog Loop w/LNP Design

2W Analog Loop w/LNP Non-Design
UNE xDSL (ADSL, HDSL, UCL)
Line Shaning

INP Standalone

LNP Standalone

Switch Ports

Loop + Port Combinations
Local Transport

UNE Other Non-Design

UNE Other Design
Local Interconnection Trunks
Provisioning Provisioning

Resale Residence

id
Resale Busimess Retail Residence

Retail Business

Resale Design ;
Resale PBX %:;:;} lli)lge;gn
Resale Centrex Retail Centrex
Resale [SDN Retail ISDN
II&N;((SS;:&L?S) Retail Res & Bus POTS
. Retail Res & Bus POTS
2W Analog Loop Design Retail Res & Bus (Dispatch)
2W Analog Loop Non Design Retail Res & Bus (POTS excluding Sw Based)
e Dispatch

¢ Dispatch’

L4 NOD'DiS]JH.tCh (DiSpatCh In) ° NOD-DiSpaICh (Dlspatch ln)

2W Analog Loop w/LNP Design Retail Res & Bus Dis
_ patch
2W Analog Loop w/LNP Non-Design Retail Res & Bus POTS excluding Sw Based
o Daispatch e Dispatch
e Non-Dispatch (Dispatch In) -Dispatch (Dispats
2W Analog Lonp Denien e Non-Dispatch (Dispatch In)

Retail Res & Bus Dispatch
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Approved Level Approved
Disaggregation Benchmark / Analogs
2W Analog Loop w/INP Non-Design Retail Res & Bus POTS excluding Sw Based
e Dispatch e Dispatch
e Non-Dispatch (Dispatch In) e Non-Dispatch (Dispatch In)
UNE Digital Loop < DS1 Retail Digital Service < DS1
UNE Digital Loop >=DS1 Retail Digital Service >= DSt
UNE Loop+ Port Combinations Retail Res & Bus

e Dispatch Qut

e  Non-Dispatch

e DispatchIn

e Switch-Based
UNE Swatch ports
UNE Combo Other

. o Dispatch

e Non-Dispatch (Dispatch In)
UNE xDSL (HDSL, ADSL and UCL)
UNE xDSL (HDSL, ADSL and UCL)
W/o conditioning (P-4 only)
UNE xDSL (HDSL, ADSL and UCL}
with conditioning (P-4 only)

UNE ISDN

UNE Line Sharing

UNE Other Design

UNE Other Non — Design

Local Transport (Unbundled Interoffice Trans
port)

Local Interconnection Trunks

Maintenance & Repair

Resale Residence

Resale Business

Resale Design

Resale PBX

Resale Centrex

Resale ISDN

LNP (Standalone) (Not Available in
Maintenance)

2W Analog Loop Design

2W Analog Loop Non - Design
UNE Loop + Port Combinations
UNE Swatch ports

UNE Combo Other

UNE XDSL (HDSL, ADSL and UCL)
UNE ISDN

UNE Line Sharing

UNE Other Design

UNE Other Non — Design

Local Interconnection Trunks

Local Transport (Unbundled Interoffice
Transport}

e Dispatch Out

e Non-Dispatch

e DispatchIn

e  Switch-Based
Retail Res & Bus (POTS)
Retail Res, Bus & Design Dispatch

e Dispatch

e Non-Dispatch (Dispatch In)
ADSL provided to Retail

7 Days
14 Days

Retail ISDN BRI

ADSL provided to Retail
Retail Design

Retail Residence and Business
Retail DS1/DS3 Interoffice

Parity with Retail

Maintenance & Repair

Retail Residence
Retail Business
Retail Design
Retail PBX
Retail Centrex

- Retal ISDN

Not Applicable

Retail Residence & Business Dispatch
Retail Residence & Business (POTS)
Retail Residence & Business

Retail Residence & Business (POTS)

Retail Residence & Business and Design Dispatch

ADSL Provided to Retail
Retail ISDN - BRI

ADSL Provided to.Retail
Retail Design

Retail Residence & Business
Panty with Retail

Retail DS1/DS3
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Introduction

The BellSouth Service Quality Measurement Plan (SQM) describes in detail the measurements produced
to evaluate the quality of service delivered to BellSouth’s customers both wholesale and retail. The SQM
was developed to respond to the requirements of the Communications Act of 1996 Section 251 (96 Act)
which required BellSouth to provide non-discriminatory access to Competitive Local Exchange Carriers
(CLEC)! and its Retail Customers. The reports produced by the SQM provide regulators, CLECs and
BellSouth the information necessary to monitor the delivery of non-discriminatory access.

This plan results from the many divergent forces evolving from the 96 Act. The 96 Act, the Georgia
Public Service Commission (GPSC) Order (Docket 7892-U 12/30/97), LCUG 1-7.0, the FCC’s NPRM
(CC Docket 98-56 RM9101 04/17/98), the Louisiana Public Service Commission (LPSC) Order (Docket
U-22252 Subdocket C 04/19/98), numerous arbitration cases, LPSC sponsored collaborative workshops
{10/98-02/00), and proceedings in Alabama, Mississippi, and North Carolina have and continue to
influence the SQM.

The SQM and the reports flowing from it must change to reflect the dynamic requirements of the
industry. New measurements are added as new products, systems, and processes are developed and
fielded. New products and services are added as the markets for them develop and the processes stabilize.
The measurements are also changed to reflect changes in systems, correct errors, and respond to both 3™
Party audit requirements and both the Georgia PSC and Florida PSC.

This document is intended for use by someone with knowledge of telecommunications industry,
information technologies and a functional knowledge of the subject areas covered by the BellSouth
Performance Measurements and the reports that flow from them.

This Florida-OSS Evaluation SQM is specifically intended for use in the OSS Evaluation being !
conducted by KPMG at the direction of the FPSC Staff)

Once it is approved, the most current copy of this document can be found on the web at URL: iutps./
pmap.bellsouth.com in the Help folder.

Report Publication Dates

Each month, preliminary SQM reports will be posted to BellSouth’s SQM web site
(https://www.pmap.bellsouth.com) by 8:00 A.M. EST on the 21st day of each month or the first business
day after the 21st. Final validated SQM reports will be posted by 8:00 A.M. on the last day of the month.

Report Delivery Methods

CLEC SQM reports will be considered delivered when posted to the web site. The Florida Public Service
Commission (FL PSC) will be given access to the web site. In addition, a copy of the Monthly State
Summary reports will be filed with the FL PSC as soon as possible after the last day of each month.

1. Alternative Local Exchange Companies (ALEC) und Competing Local Providers (CLP) are referred 1o as Com-
petitive Local Exchange Carriers (CLEC) n this document.

Issue Date June 1, 2001
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Section 1: Operations Support Systems (OSS)

08S-1: Average Response Time and Response Interval (Pre-Ordering/
Ordering)

Definition

Average response tiine and response intervals are the average times and numnber of requests responded to within certain intervals for
accessing legacy duta associated with appointment scheduling. seevice & 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 tromn 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 BellSouth) 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 ase less than or equal to 6.3 seconds are aiso captured.

Calculation
Response Time = (a - b)

* a=Date & Time of Legacy Response
» b=Date & lime of Legacy Request

Average Response Time =c ~ d

¢ ¢ = Sum of Response Times
» d = Number of Legacy Requests During the Reporting Period

Report Structure

* Not CLEC Specific
*» Not product/service specific
* Regionat Lesel

Data Retained

Relating to CLEC Experience Relating to BeliSouth Performance
* Report Month * Report Month
s Legacy Contract (per reporting dimension) v Legacy Contract (per reporting dimension)
+ Response Interval * Response Interval
* Regional Scope * Regional Scope

Note: KPMG, during Phase I1, will conduct a special study of end-to-end timing of pre-ordering transactions (from initial receipt of the
transaction by BST to the transmussion of the response to the ALEC) in order to assess whether the definition of response time used in

Version 3.00 1-1 Issue Date: June 1, 2001
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Operations Support Systems {(OSS)

this metric is appropriate. I'his 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. How-
ever, KPMG will make a special study of the timing of these queries refative to BST Retail operations.

SQM Disaggregation - Analog/Benchmark

SQM Level of Disaggregation

SGM Ansiof/Banctimark

.

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

" RSAG - TN (Regional Street Address Guide-Telephone

number} - contains information about facilities available and
telephone numbers waorking at a given address. CLECs and
BelSouth query this legacy system.

ATLAS (Application for Telephone Number Load
Administration and Selection) - acts as a warehouse for sioring
telephone numbers that are available for assignment by the
system. [t enables CLECs and BellSouth service reps to select
and reserve telephone numbers. CLECs and BeliSouth query
this legacy system,

COFFI {Central Office Feawre File Interface) — siores
information about product aad service offerings and
availability. CLECs query this legacy system.

DSAP (DOE Support Application) — provides due date
information. CLEC's and BeliSouth query this legacy system.
HAL/CRIS (Hands-Off Assignment Logic/Customer Record
Information Systemn) — a system used Lo access the Business
Office Customer Record Information System (BOCRIS). it
alows BellSouth servers, including LENS, access to legacy
systems. CLECs quety this legacy system.

P/SIMS (Product/Services [nventory Management system) ~
provides information on capacity, tarifls, inventory and service
availability. CLECs query this legacy system.

OASIS (Obtain Available Services Information Systems) —
Information on feature and rate availability, BellSouth queries
this legacy system.

« Parity + 2 seconds

Table 1: Legacy System Access Times For RNS

System Contract Data <23 sec. | >6sec. < 6.3 sec. Avg. Sec. | #of Calis
RSAG RSAG-TN Address X X X X x
RSAG RSAG-ADDR Address X X \ X X
AlTLAS AILAS-TN TN X X X N X
DSAP DSAP Scheduie N X X X X
CRIS CRSACCTS CSR X X x X X
QOASIS OASISCAR Feature/Service X X X x X
OASIS OASISLPC Feature/Service X X \ X X
OASIS OASISMIN Feature/Service X X 2 N X
OASIS OASISBIG Feature/Service X X X X X

Version 3.00 1-2

Issue Date: June 1, 2001
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Table 2: Legacy Systam Access Times For R0S

System Contract Data <2.3sac. | >6sec. <6.3 sec. Avg.sec. | #ofCalls
RSAG RSAG-IN Address X X X x X
RSAG RSAG-ADDR Address X X X X X
ATLAS ATLAS-TN ™ X X X x X
DSAP DSAP Schedule A X X x x
CRIS CRSOCSR CSR X X X X X
OASIS OASISBIG Teature/Service X X X X X

Table 3: Legacy System Access Times For LENS

System Contract Data <23sec. | >6sec. <6.3 sec. Avg.sec. | #of Calls
RSAG RSAG-TN Address X X X X X
RSAG RSAG-ADDR Address X X X X X
ATLAS ATLAS-TN ™ X X X X X
DSAP DSAP Schedule b3 X X X X
HAL THAL/CRIS CSR £ X % Y x
COFFI COFFI/USOC Feature/Service X X X X 3
P/SIMS PSTMS/ORB Feature/Service X X X X X

Table 4: Legacy System Access Times For TAG

System Contract Data <23sgec. | > 6 sec. <8.3 sec. Avg.sec. | #of Calls
RSAG RSAG-TN Address X X X x x
RSAG RSAG-ADDR Address X X X X X
ATLAS ATLAS-TN FN X X X X x
ATLAS ATLAS-MLH ™ X X X X X
ATLAS ATLAS-DID TN x X X X X
DSAP DSAP Schedule X X X X X
CRIS CRSECSRL CSR X X X X X
CRIS CRSECSR CSR X X N X X

Note: CLEC specific data is not available in this measure. Queries of this sort do not have company specific signatures.

Version 3.00

Issue Date: June 1, 2001
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0SS-2: Interface Availability (Pre-Ordering/Ordering)

Definition
Percent of time applicatjons are functionally available as compared o scheduled availability, Calculations are based upon availability
of applications and interfacing applications utilized by CLEC's for pre-ordering and ordering. “Functional Availability” is defined as the
number of hours in the reporting period that the applications/interfaces afe available to users. “Scheduled Availability” is defined as the
number of hours in the reporting period that the applications/interfaces are scheduled to be available.

Scheduled availability is posted on the Interconnection web site: (www.interconnection.bellsouth. com/oss/oss_hourital)

Exclusions

» CLEC-impacting troubles caused by factors vutside of BellSouth's purview, e.g., troubles in customer equipment, troubles in
networhs owned by telecommunications companies other than BellSouth, ete.
* Degraded service, e.g., slow response time, loss of non-critical functionality, etc.

Business Rules

This measusement captures the functional availability of applications/interfaces as a percentage of scheduled availability for the same

systems. Only full outages are included in the calculations for this measure. Full outages are defined as occurrences of cither of the

following:

* Application/interfacing application is down or totally inoperative.

« Application is totally inoperative for customers attiempting to access or use the application. This includes transport outages when they
may be directly associated with a specific application.

Comparison to an intemnal benchmark provides a vehicle for determining whether or not CLECs and retail BST entities are given
comparable opportunities for use of pre-ordering and ordering systems.

Calculation
Interface Availability (Pre-Ordering/Ordering) = (a + b) X 100

* a=Iunctional Availability
* b = Scheduled Availability

Report Structure

o Not CLLEC Spectfic
* Not product/service specific
¢ Regional Level

Data Retained
Relating to CLEC Experience Retating to BeliSouth Performance
* Report Month + Report Manth
+ Legacy Contract Type (per reporting dimension) + Legacy Contract Type (per reporting dimension)
* Regionil Scope . < Regional Scope
« Hours of Downtime * Ilours of Downtime
SQM Disaggregation - Analog/Benchmark
SQM Level of Disaggregation SQM Anatog/Benchmark
* Regional Level ¢ 2995%

Version 3.00 14 tssue Date: June 1, 2001
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0SS Interface Availability

Application Applicable to % Availability
EDI CLEC X
TAG CLEC X
LENS CLEC X
LEQ CLEC X
LESOG CLEC X
LNP Gateway CLEC X
CoG CLEC Under Development
SOG CLEC Under Development
DOM CLEC Under Devefopment
DOE CLEC/BST X
SONGS CLEC/BST X
ATLAS/COFFI CLEC/BST X
BOCRIS CLEC/BST X
DSAP CLEC/BST X
RSAG CLEC/BSY X
SOCS CLEC/BST X
CRIS CLEC/BST X

Version 3.00
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0SS-3: Interface Availability (Maintenance & Repair)

Definition
Percent of time applications are functionally available as compared w scheduted avaitability. Calculations are based apon avaifability
of applications and interfacing applications utifized by CLECS for maintenance and repair. “Functional Availability” is defined as the
number of hours in the reporting period that the applications/interfaces are available to users. “Scheduled Availability” is defined as the
number of hours in the reporting period that the applications/interfaces are scheduled to be available.

Scheduled availability is posted on the Interconnection web site: (www.interconnectionbellsouth.com/oss/oss_hourlitml)

Exclusions

» CLEC-impacting iroubles caused by factors outside of BellSouth's purview, ¢.g., troubles in customer equipment, troubles in
networks owned by telecommunications companies other than BellSouth, etc.
¢ Degraded service. e.g., slow response time, loss of non-criticai functionality. etc.

Business Rules

This measurement captures the functional availability of applications/interfaces as a percentage of scheduled availability for the same
systems Only full outages are included in the calculations for this measure. Full outages are defined as occurrences of either of the
following:

* Application/interfacing application is down or totally inoperative.

« Application is totally inoperative for customers auempting to access or use the application. This includes ransport outages when they
may be directly associated with a specific application.

Comparison 10 an intemal benchmark provides a vehicle for determining whether or not CLECs and retail BST entitics are given
comparable apportunities for use of maintenance and repair sy stems.

Calculation
OSS Interface Availability (a + b) X 100

* a= [Functional Availability
* b = Scheduled Availabitity

Report Structure
* Not CLEC Specific
* Not Product/Service Specific
* Regional Level

Data Retained

Relating to CLEC Experience Relating to BellSouth Performance

+ Availability of CLEC TAFI Availahitity of BellSouth TAF]

- Avaitability of LMOS HOST. MARCH, SOCS, CRIS, Availability of LMOS HOST, MARCH. SOCS, CRIS,
PREDICTOR, LNP and O$PCM PREDICTOR, LNP and OSPCM

. ECTA ~

SQM Disaggregation - Analog/Benchmark

SQM Level of Disaggregation SQM Anatog/Benchmark

* Regionat Level » All Systems except ECTA: Parity with Retail
e ECTA: 299.5%

Version 3.00 1-6 {ssue Date: June 1, 2001
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