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Robert A. Culpepper 
General Attorney 

BeiiSouth Telecommunications, Inc. 
150 South Monroe Street 
Room 400 
Tallahassee, Florida 32301 
(404) 335-0841 

Mrs. Blanca S. Bay6 

Legal Department 

January 28, 2005 

Director, Division of the Commission Clerk and 
Administrative Services 

Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399-0850 

Re: Docket No. 000121A-TP 
In Re: Investigation into the establishment of operations support 
systems permanent incumbent local exchange Telecommunications 
companies 

Dear Ms. Bay6: 

Enclosed are BeiiSouth Telecommunications, Inc.'s Responses to Action Items 
raised during the SQM Workshop Call on January 13, 2005, which we ask that you file 
in the captioned docket. A copy of the same is being provided to all parties as reflected 
in the attached certificate of service. 

Enclosures 

cc: All parties of record 
Marshall M. Criser, Ill 
Nancy B. White 
R. Douglas Lackey 

Sincerely, 

r-d~d a u~'-J os 
Robert A. Culpepper 
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CERTIFICATE OF SERVICE 
Docket No. 000121A-TP 

I HEREBY CERTIFY that a true and correct copy of the foregoing was served via 

Electronic Mail and U.S. Mail this 28th day of January~ 2005 to the following: 

Adam Teitzman 
Jerry HaUenstein 
Staff Counsel 
Florida Public Service 
Commission 

Division of Legal Services 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399-0850 
Tel. No. (850) 413-6175 
Fax. No. (850) 413-6250 
ateitzma@psc.state. fl.us 
jhallens@osc.state. fl. us 

Tracy W. Hatch 
AT&T 
1 01 North Monroe Street 
Suite 700 
Tallahassee,FL 32301 
Tel. No. (850) 425-6360 
Fax. No. (850) 425-6361 
thatch@att.com 

Sonia Daniels 
AT&T 
1230 Peachtree Street 
Suite 400 
Atlanta, GA 30309 
Tel. No. (404) 810-8488 
Fax. No. (281) 664-9791 
soniadaniels@att.com 

Verizon, Inc. 
Kimberly Caswell 
P.O. Box 110, FLTC0007 
Tampa, FL 33601-0110 
Tel. No. (813) 483 .. 2617 
Fax. No. (813) 223-4888 
kimbertv.caswell@verizon.com 

Nanette Edwards (+) 
Regulatory Attorney 
ITC"DeltaCom 
4092 S. Memorial Parkway 
Huntsville, Alabama 35802 
Tel. No. (256) 382-3856 
Fax. No. (256) 382-3936 
nedwards@itcdeltacom.com 

Peter M. Dunbar, Esquire 
Karen M. Camechis, Esquire 
Pennington, Moore, Wilkinson, 
Bell & Dunbar, P.A. 

Post Office Box 1 0095 (32302) 
215 South Monroe Street, 2nd Floor 
Tallahassee,FL 32301 
Tel. No. (850) 222-3533 
Fax. No. (850) 222-2126 
oete@oenningtonlawfirm.com 

Brian Chaiken 
Supra Telecommunications and 

Information Systems, Inc. 
2620 S. W. 27th Avenue 
Miami, FL 33133 
Tel. No. (305) 476-4248 
Fax. No. (305) 443-1078 
bchaiken@stis.com 

Michael A. Gross 
Vice President, Regulatory Affairs 

& Regulatory Counsel 
Florida Cable Telecomm. Assoc. 
246 East 6th Avenue 
Tallahassee, Fl 32303 
Tel. No. (850) 681-1990 
Fax. No. (850) 681 .. 9676 
mgross@fcta.com 



Susan Masterton 
Charles J. Rehwinkel 
Sprint 
Post Office Box 2214 
MS: FLTLH00107 
Tallahassee, Florida 32316-2214 
Tel. No. (850) 599-1560 
Fax. No. (850) 878-0777 
susan.masterton@mail.sprint. com 

Donna Canzano McNulty (+) 
MCI 
1203 Governors Square Blvd. 
Suite 201 
Tallahassee, FL 32301 
Tel. No. (850) 219-1008 
donna.mcnultvlalmci.com 

Brian Sulmonetti 
MCI WorldCom, Inc. 
6 Concourse Parkway, Suite 3200 
Atlanta, GA 30328 
Tel. No. (770) 284-5493 
Fax. No. (770} 284-5488 
brian.sulmonettil&wcom.com 

William Weber, Senior Counsel 
Gene Watkins (+) 
Covad Communications 
1230 Peachtree Street, N. E. 
19th Floor, Promenade II 
Atlanta, Georgia 30309 
Tel. No. (404) 942-3494 
Fax. No. (508) 300-7749 
wweber@covad.com 
jbell@covad.com 
gwatkins@covad.com 

John Rubino 
GeorgeS. Ford 
Z-Tel Communications, Inc. 
601 South Harbour Island Blvd. 
Tampa, Florida 33602 
Tel. No. (813) 233-4630 
Fax. No. (813) 233--4620 
gford@z-tel.com 

Joseph A. McGlothlin 
Vicki Gordon Kaufman 
McWhirter, Reeves, McGlothlin, 

Davidson, Decker, Kaufman. et. al 
117 South Gadsden Street 
Tallahassee, Florida 32301 
Tel. No. {850) 222-2525 
Fax. No. (850) 222-5606 
jmcalothlin@mac-law.com 
vkaufman@mac-law.com 
Represents KMC Telecom 
Represents Covad 
Represents Mpower 

Jonathan E. Canis 
Michael B. Hazzard 
Kelley Drye & Warren, LLP 
1200 19th Street, N. W ., Fifth Floor 
Washington, DC 20036 
Tel. No. (202) 955-9600 
Fax. No. (202) 955-9792 
jacanis@kelleydrve.com 
mhazzard@kelleydrve.com 

Tad J. (T.J.) Sauder (*) 
Manager, ILEC Performance Data 
Birch Telecom of the South, Inc. 
2020 Baltimore Avenue 
Kansas City, MO 64108 
Tel. No. (816) 300-3202 
Fax. No. (816) 300-3350 

John D. Mclaughlin, Jr. 
KMCTelecom 
1755 North Brown Road 
Lawrence, Georgia 30043 
Tel. No. (678) 985-6262 
Fax. No. (678) 985-6213 
imclau@kmctelecom.com 

Andrew 0. lsar 
Miller lsar, Inc. 
7901 Skansie Avenue 
Suite 240 
Gig Harbor, WA 98335-8349 
Tel. No. (253) 851-6700 
Fax. No. (253) 851-6474 
aisar®millerisar. com 



Renee Terry, Esq.(*) 
e.spire Communications, Inc. 
7125 Columbia Gateway Drive 
Suite 200 
Columbia, MD 21046 
Tel. No~ (301} 361-4298 
Fax. No. (301) 361-4277 

Mr. David Woodsmall 
Mpower Communications, Corp. 
175 Sully's Trail 
Suite 300 
Pittsford, NY 14534-4558 
Tel. No. (585) 218-8796 
Fax. No. (585) 218-0635 
dwoodsmall@mpower.com 

Suzanne F. Summerlin, Esq. 
Attorney At law 
2536 Capital Medical Blvd. 
Tallahassee, Fl 32308-4424 
Tel. No. (850) 656-2288 
Fax. No. (850) 656-5589 
summerlin@nettaiJv.com 

Dulaney O'Roark Ill (+) 
WorldCom, Inc. 
Six Concourse Parkway 
Suite 3200 
Atlanta, GA 30328 
Tel. No. (770) 284-5498 
De.ORoark@mci.com 

Wayne Stavanja/Mark Buechele 
Ann Shelter 
Supra Telecommunications 
1311 Executive Center Drive 
Suite 200 
Tallahassee, Fl 32301 
Tel. No. (850) 402-0510 
Fax. No. (850) 402-0522 
ashelfer@stis.com 

kJ;,(gtLt- tc . WL.rtrr~ / JJ_{ 
Robert A. Culpepper 

(+)Signed Protective 
Agreement 
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BellSouth Telecommunications, Inc. 
FPSC Dkt. No. 00121A-TP 
Responses to 1/13/05 Workshop 
Action Items 
January 28, 2005 
Item 1 
Page 1 of 1 

REQUEST: Bell South to provide a revised redline page of CM-11, Percentage of 
Change Requests Implemented within 60 Weeks of Prioritization, after 
discussions regarding reprioritization of change requests. Revised redline 
should show process changes disaggregated from software changes and 
measured separately. 

RESPONSE: BellSouth has attached redline pages ofCM-11, Percentage of Change 
Requests Implemented within 60 Weeks of Prioritization to reflect the 
removal of process change requests, and CM-11A, Percentage ofProcess 
Change Requests Implemented On Time, to separately measure process 
change requests in the document "CM 11-llA proposed sqm.doc". 



BellSouth Telecommunications, Inc. 
FPSC Dkt. No. 00121A-TP 
Responses to 1 I 13/05 Workshop 
Action Items 
January 28, 2005 
Item 2 
Page 1 ofl 

REQUEST: Bell South and CLECs to work together to provide a definition of 
processes vs. system change requests for measurement CM-11-
Percentage of Change Requests Implemented within 60 Weeks of 
Prioritization. 

RESPONSE: At the Change Control Process (CCP) meeting on Jan 26,2005, the CLEC 
community was invited to participate in a separate meeting to discuss the 
definition of a "Process Change". Subsequent to that special meeting 
(near the end of February 2005), BellSouth will be able to provide a more 
accurate definition and will file a revised response and red-lined SQM 
pages for CM-llA, Percentage ofProcess Change Requests Implemented 
On Time, at that time. 



BellSouth Telecommunications, Inc. 
FPSC Dkt. No. 00121A-TP 
Responses to 1/13/05 Workshop 
Action Items 
January 28,2005 
Item 3 
Page 1 of 1 

REQUEST: BellSouth to provide feedback on Staffs proposed numbering system for 
the SQM measurements. 

RESPONSE: Bellsouth has already developed the CAT codes included in BellSouth's 
last proposal; however, BellSouth could implement Staffs suggested 
codes. 



BellSouth Telecommunications, Inc. 
FPSC Dkt. No. 00121A-TP 
Responses to 1/13/05 Workshop 
Action Items 
January 28, 2005 
Item 4 
Page I of 1 

REQUEST: How is the average interval for OSS-4 Response Interval calculated? Is 
the length of the individual transactions available? 

RESPONSE: The only data provided to PMAP by TAFI is the total number of seconds 
and total transactions, separately for wholesale and retail. 
The interval for each transaction is not available. 



BellSouth Telecommunications, Inc. 
FPSC Dkt. No. 00121A-TP 
Responses to 1 /13/05 Workshop 
Action Items 
January 28, 2005 
Item 5 
Page 1 of 1 

REQUEST: Bell South is to determine if it is possible to combine OSS-2, Interface 
A vaiJability with the UNE Bulk Migration Scheduler Availability process. 
If so, provide a revised redline page. 

RESPONSE: Yes, it is possible to combine the two measures, OSS-2, Interface 
Availability and BMIA UNE Bulk Migration Scheduler Availability (Pre
Ordering) but BellSouth believes they should remain separate 
measurements because the UNE Bulk Migration Scheduler is not part of 
the same architecture as the other OSS systems nor is it managed the same 
way. In addition, the Bulk Migration Scheduler application represents a 
temporary process until the Bulk Migration ofUNE-P to UNE-L is 
complete. 
This process has little, if any, end user customer impact, since the 
customer already has service. It is simply a process that allows CLECs to 
organize large volume migrations from UNE-P to UN£ .. L. 



BellSouth Telecommunications, Inc. 
FPSC Dkt. No. 00121A-TP 
Responses to 1/13/05 Workshop 
Action Items 
January 28, 2005 
Item 6 
Page 1 of 1 

REQUEST: Bell South to provide revised redline SQM pages for 0-12, Speed of 
Answer in Ordering Center, M&R-6, Average Answer Time- Repair 
Centers, specifying the split for Small Business, showing how the retail 
analog is being calculated. 

RESPONSE: BellSouth has attached revised redline SQM pages for 0-12, Average 
Answer Times in Ordering Centers, in the attached document "0-12 FL 
proposed sqm.doc" and for M&R-6, Average Answer Time- Repair 
Centers in the docwnent "MR-6 FL proposed sqm.doc". 

The Residence and BBS ordering centers and repair centers were not 
combined and the fact that they are still separate allows us to add their 
response times and call volumes together for the ordering centers and the 
repair centers, then compute a retail analog for ordering which is pure 
ordering and another one for repair which is pure repair. 
But for Small Business, the centers have been combined and the PMAP 
report calculation allocates 20% of the calls and answer time to ordering 
and 80% (100-20%) to repair. SQM pages for both 0-12 and M&R-6 
have been updated to include this information. 



BellSouth Telecommunications, Inc. 
FPSC Dkt. No. 00121A-TP 
Responses to 1113/05 Workshop 
Action Items 
January 28, 2005 
Item 7 
Page 1 of 1 

REQUEST: BellSouth to provide revised redline pages for P-2A, (formerly Jeopardy 
Notice Interval) and P-2B, Percentage of Orders Given Jeopardy Notices 
in accordance with Staff recommendations. 

RESPONSE: BellSouth has attached the revised red-line pages for P-2A, Percentage of 
Orders given Jeopardy Notices>= 48 Hours, and P-2B, Percentage of 
Orders Given Jeopardy Notices, in the attached document "P-2A and P-2B 
Proposals.doc" 
The revised for P-2A reflects the change to the title as well as the changes 
to the business rules and calculation recommended by Staff. 
The redline for P-2B, Percentage of Orders Given Jeopardy Notices, 
reflects BellSouth's red-line changes to the existing P-2B measurement in 
the Florida SQM Version 3.0. 



BellSouth Telecommunications, Inc. 
FPSC Dkt. No. 00121A-TP 
Responses to 1/13/05 Workshop 
Action Items 
January 28, 2005 
Item 8 
Page 1 of 1 

REQUEST: BellSouth to provide more specific language for the Exclusion: "Troubles 
outside ofBellSouth~s control" listed in P-7C, Hot Cut Conversions; P-9, 
Percent Provisioning Troubles within 5 Days of a Service Order 
Completion; and M&R-1 through M&R-4. 

RESPONSE: BellSouth proposes the following language to add to the present Exclusion 
''Troubles outside ofBellSouth's control" in measures P-7C, P-9, and 
M&R-1 throughM&R-4: 

• A cut or damaged cable~ caused by other than Bell South 
Employees or contractors. 

• Troubles caused by vandalism/theft. motor accidents or 
petroleum/chemical accidents by parties other than Bell South. 



BellSouth Telecommunications, Inc. 
FPSC Dkt. No. 00121A-TP 
Responses to 1113/05 Workshop 
Action Items 
January 28, 2005 
Item 9 
Page 1 of 1 

REQUEST: BellSouth to provide a revised redline page ofP-9, Percent Provisioning 
Troubles within 5 Days of a Service Order Completion, changing the title 
to "Percent Provisioning Troubles within "X" Days of Service Order 
Completion" and also changing the calculation to "X" instead of 5 days. 
"X" is to be explained in the Business Ru1es. 

RESPONSE: Bell South has attached revised redline SQM pages for P-9, Percent 
Provisioning Troubles within "X" Days of Service Order Completion, in 
the attached document "P9 sqm proposal.doc" where "X" is explained in 
the Business Rules. 



BellSouth Telecommunications, Inc. 
FPSC Dkt. No. 00121A-TP 
Responses to 1/13/05 Workshop 
Action Items 
January 28, 2005 
Item 10 
Page 1 of 1 

REQUEST: BellSouth is to determine if non-completed calls are included in ODUF or 
ADUF for the measurement, B-5, Usage Data Delivery Timeliness". If 
non-completed calls are included in ODUF or ADUF ~ Bell South is also to 
provide a percentage breakdown. 

RESPONSE: Non-completed calls (Attempts) are required to be sent to the CLECs 
included in ODUF and ADUF. 
In ODUF (UNEP Originating Only) these calls are Operator Attempts. 
BellSouth sends Operator Attempts because BellSouth bills Operator 
Work Time. In ADUF Bell South provides Attempts on Originating Access 
Records. The CLEC may use these records for billing. 
The percentage of attempts for ADUF was 6.48% and for ODUF was 
.12% for a one week period in January 2005. 



BellSouth Telecommunications, Inc. 
FPSC Dkt. No. 00121A-TP 
Responses to 1/13/05 Workshop 
Action Items 
January 28, 2005 
Item 11 
Page I of 1 

REQUEST: BellSouth is to identify what is reported as Type 6 Severity 1 in CM-9, 

Number of Defects in Production Releases (Type 6 CR). How are 

Severity I defects being captured? 

RESPONSE: There is no data reported because BellSouth does not implement a 

production release with any potential Severity 1 defects that would cause a 

system outage. 



@ BELLSOUTH® 

Florida Proposed Performance Metrics Change Management 

CM-11 PSCRIP: Percentage of Software Change Requests Implemented 
within 60 Weeks of Prioritization 

Definition 

This report Mmeasures whether BellSouth provides CLECs timely implementation of prioritized Sofhvare change requests. 

Exclusions 

• Sollware Change requests lhat-afe implemented later than 60 weeks with the consent of the CLECs 
• Software Change requests \\'here fer whiel:l BellSouth has regulatory authority to exceed the interval 

Business Rules 

lllis metrie is aesigRea te measl:lr~ BeiiSabltR's n1enthly perfermaAee iR implemeAtiAg f!Fieritizea eaaRge requests. 
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ends +fta eleek stsJJS when the Software change request has been implemented by BellSouth and made available to the CLECs. However. 0 
the 60-weck clock may be restarted if a reprioritization is requested solelv at the discretion ofthc CLECs and a CR is moved to a later l 
fl\:irpeses tiQ v eeks frem firs•. J3Fieri1izatieA meetiRg fe\le·viRg Cemmissien aflflFe,·al efthis meas1:1re. 

a= Total number of prioritized Type 5 Sothvare Change Requests implemented each month that are less than or equal to 60 weeks 
of age from the date of their first prioritization plus all other prioritized change requests existing at the end of the month that are 
less than or equal to 60 weeks of age from prioritization. 

• b =All entries in "a" above plus all Type 5 Software Change Requests prioritized more than 60 weeks before the end of the 
monthly reporting period. 

Percent of Type 4 BellSouth initiated Software Change Requests implemented on time=~ !.£...L.Q1 X 100 

• a~= Total number of prioritized Type 4 Software Change Requests implemented each month that are Jess than or equal to 60 
weeks of age from the date of the release prioritization list plus all other Type 4 prioritized change requests existing at the end of 
the month that are less than or equal to 60 weeks of age from prioritization. 

• B:;! =All entries in"~" above plus all Type 4 Software Change Requests prioritized more than 60 weeks before the end of the 
monthly reporting period. 

Report Structure 

• BellSouth Aggregate 
• Type 4 requests implemented within releac;;e month 
• Type S requests implemented within release month 
• ~ Per~nt implemented within 16, 32, 48, and 60 weeks within release month 
• Geogranhic Scope 

-Region 

Data Retained 

• RegiaFJ 
• Re13ert MeAth 

Version 3.00 1 



@ BELLSOUTH® 

Florida Proposed Performance Metrics 

• TetaJ implementea by type 
• Tetal iHipiSIHenteEI vrithia {jQ weel-s 

SQM Level of Disaggregation -Analog/Benchmark 

SQM Level of Disaggregation SQM Analog/Benchmark 

• RegiaR .......................................................................................... 9§q~ 'Nithia inteF¥al 
• Type 4 requests implemented ....................................................... 95% within interval 
• Type 5 requests implemented ....................................................... 95% within interval 

SEEM Measure 
SEEM Tier I Tier II Tier Ill 

Yes ......................................... X ................ .. 

SeEM DisaggFegatiGn SEEM Analog.'BenGhmaFk 

• Regiofl .......................................................................................... 95% withiR iflterval 

Version 3.00 2 

Change Management 



@ BELLSOUTH® 

Florida Proposed Performance Metrics Change Management 

CM-11A (PPCRIP): Percentage of Process Change Requests Implemented 
On Time 

Definition 

"lllis report measures whether BeliSouth provides CLECs timclv implementation of prioritized Proc~ss Change Requests. 

Exclusions 

Process Change Requests implemented later than the required date \vith the consent of the CLECs 
Process Chlm!!~ Requests where Bell South has regulatory authoritv to exceed the interYal 

Business Rules 

The interval for each Process Change Request begins when it has been tirst prioritized as described in the Chanl:!e Control Process and ends 
\\·hen the Process Change Reque::.:t h<L'i been implemented bv BellSouth and made available Lo the CLECs. However. the interval mav be 

resta11ed if a reprioritization is requested solelv at the discretion of the CLECs and a CR is moved to a later release 

Calculation 

Percentage of Type 5 CLEC initiated Process Change Requests implemented on time= (a I b) X 100 

a= Total number of prioritized Tvpe 5 Process Change Requests implemented within the data month having an implementation 
interval less than or equal to the required interval from the most recent release prioritization date 

Percentage of Type 4 BeiiSouth initiated Process Chanoe Requests implemented on time= (c I d! X .100 

c =Total number of prioritized Tvpe 4 Process Change Requests impkmented within the data month having an implementatio11 
interval less than or equal to the required interval from the most recent release prioritization date 

d"" Total number of prioritized Tvpe 4 Procc:.-;s Change Requests implemented within the data month 

Report Structure 
BeiiSouth Aggrel!att: 
Tvve 4 Process Change Requests implementd 

• Tyne 5 Process Clumge Requests imp1emt:-nted 
Geographic Scope 

- Region 

SQM Level of Disaggregation - Analog/Benchmark 

SQM Level of Disaggregation SQM Analog/Benchmark 
Tvpe 4 Process Change Requests impkmentcd .......................... Dial:!nostic 
Jype 5 Process Change Requests implemented .......................... Diagnostic 

SEEM Measure 
SEEM Tier I Tier II 

'N() .................................... ,. .... .. 

Version 3.00 3 
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@ BELLSOUTH® 
Florida Proposed Performance Metrics 

DoGket No. QQQ121A TP 
Provisioning 

P-2A JNI: Percentage of Orders given Jeopardy-Notice§ Interval >= 48 
Hours 

Definition 

When Bell~euth san EletefffiiRe, iR aevaflee, that a eammittea 81:1e date is iR jeeflaF6)' far ffieility aelay, it Qell8euth will f.lFS'>'iEie aEI"anee 
Retiee te the CbeC. This report mcasur~s the percentage of jeopardv notices that BellSouth provides in advance to the CLECs indicating ll 
committed due date is in jeopardv due to a facilitv delav. 

Tl:!e iA~P·al is from tl:!:e Elate/time the Aetiee is releB5eEI te the CL~C/Bell6el::ltJ:i systems l:iRtil Sflm eA the 8He Elate efthe artier. 

Exclusions 

• Orelers held fer CLI;G eftell::lser reaseAs 
• Order acthtities of Bei1South or the CLEC ac;sociated with intemal or administrative use of local ser\'ices f Record Orders. Test 

Orders etc .. \·\'hich may be order twJes C. N R. or T). 
• Disconnect (D) aRd Frem (F) eOrders 
• Orders withjeopard~ized ~letiee wl=lenjeef!artly is ideRtitied on the due date. This exclusion only applies when the technician on 

premises has attempted to provide service but must refer to Engineer or Cable Repair for facility jeopardy. 
Orders issued with a due date of.:;.- less than 48 hours 
Listing Orders 

Business Rules 

When Bell South can determine in advance that a committed due date is in jeopardy for facility delay, it will provide advance notice to the 
CLEC. T:Ae el:lmller efeemmitted ereers iRa Fepert periad is tbe numeer afaOrders that have a due date in the reporting period are 
included in the calculation. The interval is calculated using the date/time the notice is released to the CLEC/BeliSouth sv~iems until 5 PM 
on the due date of the order. Jeef3art1~· fletiees fer iRtereennestieR tNRk res1:1lts aFe I:ISI:Ially 2iere as these tR:JRks seldom t:Hi:J3erieRse fasilit7• 
Elelays. The Cemmitted Due Date is eeAsiEiered tHe Cenf.irmed Due Date. This FeJ38Ft measHres aispatahed erders eflly. Tf ftR order is 
origiRall) seRt as Aen Elisflateh BREI it is Elett!r=miA.:!B tHere is a faeili~· delay, tHe ereer is IOORYertea to a aisflate8 eeele se the faeility flFaelem 
eaR 9e 1>8FFeetea. Jt 'Nill remaiA eased eisf!ateheEI HRtil SOmflletiOR. 

Calculation 

JeepalFd) lnteRilll a b 

• n Date ana ti1:ee of sel:!ed~::~lee E:hte aate en sep,·iee en:ier 
• b Date ana time ef jeOJ38fEI:· Hetiee 

A"¥erage Jeapardy IRten·tll- e 'El 

• e S~::~m efalljeeflarely inten·als 
• d "l!'l~:~m!:Jer of eraers Aotif.ieEI efjee13aFEI]' in Tl'lJ:l8Fting peried 

Percentage of Orders Given Jeopardy Notice>= 48 Hours =.c (a/ b! X 100 

• a= Number of orders given jeopardv notice>= 48 hours in the reporting period 
• b =Number of orders given jeopardy notices in the reporting neriod 

Report Structure 
• CLEC Specific 
• CLEC Aggregate 

BellSouth Aggregate 
• MeehanileEI Orders 
• ~lEH-l ~4eel:taH:ized Orders 
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@ BELLSOUTH® 
Florida Proposed Performance Metrics 

• DispateJ:i/}leR DiSJ:~Hteh 

• Geographic Scope 
- State 

Regien 

Data Retained 

Relating to Cbi~C rixperienGe 

• Report MoRth 

• Cbi.;C Orser }l~meer aRd PO~I 
• Date aHa TiR~e JeeJ~ardy }letieli! SeRt 

• CeRlmitte~ Due Date 
• SePriee 1)13~:~ 

RelatiAg to 8e11South PerfoFFRaRGe 

• Ref!aFt MeRtA 
• Ihdl£eut:R Greer 'Jlth1H1ber 

• Date aRe Time Jeepar-8~· J!'Jetiee SeAt 

• Cefflmi~EI D~:~e Date 
• Serviee Ty13e 

SQM Disaggregation -Analog/Benchmark 

SQM Level of Disaggregation SQM Analog/Benchmark 

• Rii!sale ResideRee ........ ........ .......................................................... 95~~ > 48 l:teurs 

• Resale B~:~siRess .................................................... .................. .. .... 95% > 48 he~rs 

• Resale Design ........... ........ ......... .............................................. ..... 9j~~ > 48 ha1:1rs 

• Resale PBX .................................................................................. 05~~ > 48 heurs 

• Resale Centre)<. .. ......... ............... ............................................ ....... 9S~~ > 48 h:e~:~rs 

• Resale IS[)}J ............................................................................. .... 959'0 >- 48 heurs 

• L~JP fStaAdalaAe) .. ..... ...................................... ..... .. ..................... 95% > 18 he~:~rs 

• Jl>lP (StaREialsAB) .......................................................................... 93% >- 18 fl9YFS 

• 2W AHaleg Lea13 DesigR ....... .............................. .. ....................... 95% > ·18 heurs 

• 2W ARaleg Leof) 'NoH DesigR ...................................................... 95% >- 18 Re~us 

• 2W AAalog Leef.l 'Nith LNP DesigR ............ ............................. .. 95% > 48 hawrs 

• 2W AHaleg Lee~ witfl Lt>IP }len DesigR ........... ... ...... ................ 95% > 4g R9HFS 

• 2W /'zRaleg bae19 "'its l~JP Design .............. .. .......................... .... 9§% > 48 t:teurs 

• 2W ARalag beefl with lNP Non DesigA ........................ .............. 95% > 48 ~leurs 

• U:t>JI; Digital beef3 < DS I .. ............................ ........ ... ....... ..... ..... .. . 95% > 48 J:ieyrs 

• UJ>olB Digital Leefl > DS 1.. ...... .. ................. ............................... 9~~~ > 18 l:ie~:~rs 

• U.Ne beep '"PeFt CembinatieRs .................. ................................ 95% > ·18 heurs 
Dis13ateh lR............................ .......................... .......................... Dispatel:i lA 
S•viteR: Bases.................................................. ........................... Sv·itsh Based 

• I:;Ebs ..................................................................... ........................ 95~~ > 48 heuFS 

• UN"}; Ceffleo Otl=ler. ..................................... .. ....... ........................ 95% > 48 J:tsurs 

• LJ)tB >iDSL (HDSL, ADSL BREi UCL) ......................................... 9)% > 4 g RBUFS 

• U~l6 lSDl>.' (lnsi~Eies UDC) ......................................................... 95% > 48 Ret~rs 

+ lJNE bin~ £hariRgu .. .- ... u ..... . ........ . ......... . .. H . . ......... .. ........ ... .......... u. 95~, > 48 Ae~FS 

• u~n; LiRe SfllittiRg. ...... ........... ...................................................... 9S% > - 48 R8UFS 

• Ul>lE Other Design .. ............................................ ......................... 93% >- 18 ABHFS 

• ~~~; Other l>leA Design ............................................................... 95% > 18 l:teHFS 

• basal TraRs~ert (URbi:IRdleEI lRteFeftise TraAsflert) ..................... 9:li% > 18 he~rs 

beeal lntareonfleetieA Tnml<s ...................................................... 9Sq' > 48 he1:1rs 

• Jeopardy Nl1lices ..... . .. . . .... .... .. ............ . ... ... ..... . ... .. . . ..... 95% >= 48 hours 

SEEM Measure 
SEEM Tier I Tier II 

No ........................................... .. 

Version 3.01 2 
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@ BELLSOUTH® 
Florida Proposed Performance Metrics 

SeEM Disaggregation Analogt8enGhmark 

SEEM llisaggr:egatien SE£M Analeg/8enshmark 

• Jllet Applieeele ............ .. .... ......... .. .. ................... ........................... }let Apfllieal:"lle ... _ 

Docket No. 000121l\ TP 
Provisioning 

-----------------------------------~ ---~--~~----·--
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@ BElLSOUTH® 
Florida Proposed Performance Metrics 

P-2-8 JEP: Percentage of Orders Given Jeopardy Notices 

Definition 

Docket No. QQ0121A TP 
Provisioning 

!'his report me<L-;ures the percentage of orders given jeopardv notices. Wl=len BeiiSel:ltR saH aeten'Rine in a:elvaRse Lhat a eoRHAiltee due daM! 
is iRjeepardy fer ill facility delay, out ofth~ total orders completed in the reporting period. it will tJraviee aavanse netiee te tke GLeC. 

THe Persent of Orders is the j')ereentage oforaeF.i givenjeotJardy Aotiees for fasility aelay in tRe ee~nn afereers eonfirmed in tile repeJ=t 

~ 

Exclusions 
• 0 'Eiers hela fer CLeC en~ Hser reasens 
• Order activitic:s of Bell South or the CLFC assoc~iated \Vith internal or administrativ.;: use of local services (Record Orders. Test 

Ord~rs. etc .. which may be order tvoes C N. R. or n. 
• Disconnect (D) a:Hel Frem (Ji') eQrders 

Listing Orders 
Orders jeopardiz~d on the due date 
Ord~rs issued with a due date of less than or eaual to 48 hours 

Business Rules 

When Bell~eutR eat1 EieleFFAiRe iH aEivaAse llloat a eemmitt:ed El~:~e Elate is in jeepan:ly fer faeility ~ela;·, it will ~Fe o'il:ie al:ivBHee netiee ta the 
~ The mtmaer of eeFRmitteEI eFEiers in a re13ert J!eFieEI is the RI:IFAl:Jer sf eQrders that have a due date in the reporting period are 
indud~d in the calculation. Jeopardy Rotiees ffir iBtereenseetien truRiffi resHlts afe 1:1sually zere as these tr~:~Al<s seleem eHcflt!FieRee faeilit:J· 
delays. The CeFAmiHea th:te thHe is eensiElerea the CeRtinReEI d1:1e dahl. This re13ert FReas~:~ res Elispatet.eEl erEl6rs enly. If SFJ ereer ie 
original!:, sent as nefl aisf!ateh ana it is EleteFffiiRea there is a faeilil)· delay, the erder is eeA' erteEI te a dispateh eode se tl=le faeilily pFeelem 
eaR ee eorreeteel. It will remaiR eeeed aispateheEII:IRtil eemflletien. 

Calculation 

Percent of Orders Given Jeopardy Notice== (a I b) X 100 

a ==Number of orders given jeopardy notices in the reporting period 
b =Number of orders sonfiFFR~EI (8~1e) iR completed during the reporting period 

Pereent ofOrdeF!i Chen Jeopardy Netiee > 48 R9HFS (e I El~ X H)Q 

• £ ~Jumeer efOnhm; Given Jee13aray l>letiee > 48 ROHrs iA RepertiRg P~rieEI (el~etfeRie ani~·) 
• El Number ofOnlers Given J~:sj9aray l>letiees is ReJ3ofl:iBg PerieEI (eleetreflie Ofll)') 

Report Structure 

CLEC Specific 
• CLEC Aggregate 

BeliSouth Aggregate 
• ~4eel=lanized OFEiers 
• NeR Meelumizea Onlen; 
• Disflateh/}leB Disflateh 

Geographic Scope 
- State 

~ 

Version 3.01 4 lssed Date: July 28, 2004 
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Data Retained 

Relating to cu~c 15xperieRGe 

• Ref-18Ft Mend'! 
• CL~C Orser J>ll,:~mber ans PO~I 
• Date B:Aa TiAle Jeopan:ly Netise seAt 
• Cammitti3Ei Due Date 
• Sep,rise Ty~e 

RelatiRg to 8e11So~ttl PerfoFmaRGe 

• Ref> eFt ~ 4eAtA 
• BellSeYth Order J~>r~:~meer 
• Date aAa Tilflt! J~o13aray JI>Jatise sent 
• CemmitteEI D~:~e Date 
• Sen·iee Tyf)e 

SQM Disaggregation -Analog/Benchmark 

SQM Level of Disaggregation SQM Analog/Benchmark 

• Resale ResidenCe: !Non-Design I. ......... ........................................ . RetaiJ Residence <Non-Dcsil!n) 
• Resale Business CNon-Desil!n>.. ....................... ............................ Retail Business (Non-Desiun) 
• Resale Design ........ ....................................................................... Retail Design 
• Resale JlBX ..................................... ............................................ . Retail PBX 
• Resale CeRtre - ---- -Ri!tBil CeRB=e* 
• Resale ISDJ>L ............................................................................... . Ratail I!ilDN 

Docket No. 000121.'\ TP 
Provisioning 

• LNP/INP (Standalone) ................................................................. Retail Residence and Business (POTS) 
• l~IP (StanElalane) .......................................................................... Retail Resieenee and Business (POTS) 
• ~LINE Analog Loop {Design} .................................................. Retail Residence .. and Business. and Desi1Tn (Dispatch} 
• ~UNE Analog Loop tNon-Design) .......................................... Retail Residence and Business- fPOTS tExcluding Switch 

Based Orders) 
• 2W Analeg Lee13 with L¥1P Design ........................................... Retail Resiaenee ana B~:~siness Dis):'latel::i 
• 2W AAaleg beof=l with DIP 'N<Hl DesigH ................................... Retail Resiaenee ana B1:1siness (POTS EHelHeing Switel:t 

Based Oraers} 
• 2"1 ARaleg l..eef! 'Nitl:l l}JP Design .... .......................................... R-etail ResiEieRee arul BusiAess Disflatsh 
• 2'.1/ ARe:leg beef.l ·vitA ll>IP l>leH Design ...................................... Retail Reside nee aaa BusiHess (POTS Exeh::~diAg Switel:t 

Based Oreers1 
• UNE Digital Loop< DSI ... ~ ......................................................... Retail Digital Loop< DS1 
• UNE Digital Loop>= DS 1 ........................................................... Retail Digital Loop>= DS 1 
• UNE Loop + Port Combinations ... .. ............................................. Retail Residence and Business 

Dis~aleA IFJ ...... .... .................... ......... .......... ................... .. .. ...... .. Disf}atehiR 
S•"itsh Base a . ... .. . .. ... ... . .... ... . .. .. .. ... ...... ....... ..... .. ...... ... ....... ..... ... S:y·itsh Based 

• UNE EELs ............................................. ....................................... Retail OS l/DS3 
• U~Je Switeh Perts ........................................................................ Retail ResideRee and Bu!liRess (POTS) 
• U~JE Cembe O~l:ler ....................................................................... Retail Residenee, B'YsiAess <mEl Desigfl Dis)3atel=l 
• UNE xDSL (HDSL, ADSL and UCL) ......................................... ADSL Provided to Retail 
• UNE ISDN f)ReluEies lJDC) ............... .......................................... Retail ISDN- BRI 
• UNE Line Splitting ....................................................................... ADSL Provided to Retail 
• Ut>lE Line £l=lariRg ........................................................................ ADSL PreviEied te Retail 
• UNE Other Design ....................................................................... Retail DesigR Diagnostic 
• UNE Other Non· Design ............. .... ..... ............... .......................... Retail RasideRse aRe IhtsiAess Diagnostic 
• Leeal TraRspor:t (UAlHmdled lnteroffiee Tr<msf3eFt) ................ .. ... Retail DS I toSJ IRtereffiee 
• Local Interconnection Trunks ....................................................... Parit:y with Retail Trunks 

SEEM Measure 
SEEM Tier I Tier II 

No ............................................ . 

Version 3.01 5 lssed Date: July 28, 2004 
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SEEM Disaggregation l\nalogf8enchmark 

SEEM Oisaggregation SE&M Analegt8enshmark 

• l>let AJ3J3lisal:lle ............................................................................. "Jilet AJ3J3lieaele 

Version 3.01 6 
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Decket No. 000121 A TP 
Provisioning 

P-9 PPT: -%-Percent Provisioning Troubles within 30 "X" Days of Service 
Order Completion 

Definition 

'T11is rcpD11 rn.:asurcs J3ereeflt PrevisieRiRg tre~:~eles withiR 3Q d&)s efserviee erEler CeA'lJ3letieR FHeasur~s the quality and accuracy ofthe 
provisioning proct>ss bv calculating the percentage oftroubks received within "'X'' davs of service order completion aeti,·itiss. 

Exclusions 

• Canceled Service Orders 
• Order activities of Bell South or the CLEC associated with internal or administrative use of local services (Record Orders, bffitfflg 

Gffiers:.. Test Orders, etc.,1 Test eraer tyjles ,.,.·hich may be order types C, N, R, or T) 
• ~ Disconnect Oerders 
• Trouble reports caused and closed out to Customer Provided Equipment (CPE) or CLEC Equipment 

Listing Orders 
• Troubles outside of Bell South ·s control 

. A cut or damaged cable. caused by other than BellSouth employees or contractors 
• Troubles caused by vandalism/theft. motor accidents or petroleum/chemicaJ accidents caused by parties other than BeliSouth 

Business Rules 

Meas1:1res tlie EJI:Iality ami aee~:~rae,· ef semJ3letea erelers. The first trouble report received after the completion of a service order eefAJ3letien 
is counted in this measure. SueseEjUBRt treuele Ft~orts are measureEI ifl Repeat Re}:lert Rate. When the compleled service ordl!r is matched 
to a troubk rl!pnrt. it is unique!v counted one time in th~ numerator. ReJ:Jarts ere ealel:llateel C1mdidatcs arc identified hv searching +n the 
prior report period for !ill completed service orders and then searching lhr all twuhk repot1s received within 5 davs (POTS Non·D~signed 

~rviccs) or 14 davs m~signed ~rvic~s) 1..1fth~ service ord~?r compktion date. tollewing Jg days after eeFHJJI>ttieH eftl:tl!l sef\'ie~ areer fur a 

tre~:~ele ref!AFt i551:le Elate 

D & F erEiers Sfe eJtei~:~Eles as there is Ae sueseqHeAt aeti tity fallewiHg a tliseeAtHlst. 

}lete: StaR:daleAe U>JP histerieal Elata is Rat available iR tAB mainteRB:flee s:'stems (bMOS er '.VFA). 

Calculation 

~~Provisioning Troubles within~ .. X .. Days of Service Order Aeti¥ity Completion= (a I b) X 100 

+ a= Trouble Reflerts en all Total completed orders receiving a trouble report within .. X" :lQ-days of the felleurillg service order(s) 
completion 

• b =All service orders completed in the previous reportine period ealeRtiar fl'!eRth 

Report Structure 

• CLEC Specific 
• CLEC Aggregate 
• BeliSouth Aggregate 
• Repartee iA eategeries ef<IQ liHeleire\iits· -- " lineieire1:1its (er<SeJit tnml<:S) 
• Dk13ate~ f'NeR DisfJateR (erreef!l tri:IRks) 
• Geographic Scope 

- State 
RegieR 

Data Retained 

Version 3-:-00 3.01 Issued Date: JtJiy 01, 2003 July 28 2004 
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Florida Proposed Performance Metrics 

Relating to cu~c ExpariBRGe 

• Report MeAth 
• CLEC Greer l>h:tmeer aRe PO~l 
• Oraer SHeHtissiell Qafe (TJCKI;T_I D) 
• Onler ~ubtnissian Time (TICKET _ID) 
• Stat1:1s Tyre 
• Stat1:1s l>letiee Date 
• StaAElarEI OrEier Aeti••ity 
• GeegraJ3hie SeeJ3e 

!>late: Cede in ~areAt~eses is the eerrespeAeiiAg header feHFJei iA tR:e ravi' data J'ile. 

Relating to 8e11South Perfer=manse 

• Re13eFt Month 
Bell£eutl:t Oraer l>l~:~fflat!r 

• Order SubRlissioR Date 
• Order S~:~amissieR Time 
• Stams Tyfle 
• Status ~letiee Date 
• StaAeiaFd Orser Aetivity 
• Geogra~hie SeeJ3e 

SQM Disaggregation -Analog/Benchmark 

SQM Level of Disaggregation SQM Analog/Benchmark 

• Resale Residence (Non-D~sien) ... .. ..... .. ....................................... Retail Residence !Non-Design l 
• Resale Business !Non-Design) .... ................................................. Retail Business <Non-Design) 
• Resale Design .............................. ... ..... .. .............................. ......... Retail Design 
• Resale PBX .... ................................... .. .... .. .......................... ......... Reta:i I PBX 
• Resale CeRtre?~ .... ........... ......... .... .. ... ..... ...... ....... ... ..... .. ........ .. .. ..... Retail CeRtFelE 
• Resale lSDl>l ... ........................ ........ ..... ............. ................ .. .. ........ Retail ISI»-1 

Docket No. QQQ121A TP 
Provisioning 

• ~JP (StemlialeiAe) ........................... .. ...... ...................................... Retail ResieleAee Rflli .BusiAess (POTS) 
• l~SP (StaREJaleRe) ........................... ... .. ... ... ................................... . Retail ResiaeAee aRe BusiRess (POTS) 
• :J:W UNE Analog Loop (Design} ... .. ....... ...................................... Retail Residence, afHI Business and Desilm mispatchl 
·~ UNE Analog Loop (Non-Design} ... ....................................... Retail Residence and Business- (POTS (Excluding Switch 

Based Orders) 
• 2V' ARaleg Lea~ with UTP DesigR ........ ................................. .... Retail ResiaeHse ruu1 :BusiAess Dispateh 
• 2W J'\Aaleg LBBf! viiti:J Ll>JP l>leA DesigA .......... .... ....................... Retail Resiaenee aed BusiAess (POTS eJ<ell:leiflg 

~> iteR Ba:seEJ 0Fders) 
• 2W ARaleg Leap witi:J l=JlJP DesigA ....... ............ ................... ........ Retail Resieenee MEl BusiRess DisJ3at6A 
• 2W Analeg beef! with J:NP Nofl Design .. .............. ............... .. .. .. . Retail ResiEieAee atul BusiAess (POTS l;nei~:~Eiing 

Switelt Based Order~ 
UNE Digital Loop< DS I ............................................................. Retail Digital Loop < DS 1 

• UNE Digital Loop >= D S 1 .............. .. .. .. ...................................... Retail Digital Loop >= DS t 
• UNE Loop + Port Combinations .................................................. Retail Residence and Business 
• LINE EELs ... ............................................................................... .. Retail DSJ/DS3 
• UNE xDSL (HDSL, ADSL and UCL) .. ... ................................ .... ADSL Provided to Retail 
• UNE ISDN (IRei~:~Eies UDC) ................. .. ...................................... RetaillSDN-BRI 
• UH6 Line 8J:uwing ..... .... ..... ....... .. ...... ... .. .............. .. ............ ... .... ... AQSL PreviEiee to Retail 
• UNE Line Splitting ............................. .................................. ........ ADSL Provided to Retail 

Disj3atsA In............................ ....... .. ............................ .. .. ... ... ... Disf!etGH IR 
- S·.vitef:l .Ba5t!iEI......... ................ .... ..... ......................................... S\vitsA QaseEI 

• U~J"e 8't"itEh PeFls .................. .......... ............................................ Rstail ResiEieRee and B~:~siRess (POTS) 
• UNE CafRI:!e Other ...................... .. ........... ................................ .... Retail ResieeRee, .Bt:~siRess Ems DesigR Dis)3ateh 

(IReh:IEling DispateA Ollt ana Disrats'R 1R) 
• Loeal TFanSJiaFt (UAi3'1:1Aalee lntt:~reffies TFaRSfJert) ............. .. .... .. Retail DS 11083 IHteretliee 
• UNE Other Design ............................................................... .. .. .... Retail Desig1~ Diagnostic 

UNE Other Non-Design .................. .............. ............................... Retail ResiEienee anEI.BusiRess Diagnostic 

Version ~ 3.01 2 Issued Date: July 01, 2QQ3 July 28 2004 
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Ossket Ne. QQQ121 A TP 
Provisioning 

• Local Interconnection Trunks ....................................................... PaRty vitA Retail Trunks 

Version~ 3.01 3 Issued Date: J"IY 01, 2003 July 28. 2004 
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SEEM Measure 
SEEM Tier I Tier II 

Yes ........... ........... X ................ X 

SEEM DisaggregatiaR Analeg!HenGhmark 

Sfi~M DisaggregatieR S&I!.M Analsg/6enGhmark 

• Resale ResiEieRee .......................................................................... Retail ResiEieRee 
• Resale BHsiness ............................................................................ Retail BHsiRess 
• Re~;ale Design ................................................................. .. ............ Retail DesigR 
• Resale PBX .................... ....................... ....................................... Retail PQX 
• Resale CeRl:Fe7L. ...................................... ...................................... Retail Centr.:n< 
• Resale I S~l ................................................................................. Retail J SD'f!>l 

Docket Ne. 000121 A TP 
Provisioning 

• LNP (StaRElaleAe) ......................................................................... Retail Resiaenee aRe BHsiness (POTS) 
• l~IP (StatulaloRe) .................................... ...................................... Retail ResiaeRse aRe B~siAess {POTS) 
• 2W ARaleg LoefJ DesigA .............................................................. Retail ResiaeRee, ana ~l:isiness DiSfl'atSh 
• 2\V ARaleg LOOfl }'Jon DesigR ...................................................... Retail ResieeAee aRe Bl!Sifless (POTS e?Eeluaiag S·.~ iteR 

SB5eEI OrElers) 
• 2W Analog Leap witt=. LNP Desigfl ....... ...................................... Retail ResiaeAee ~:me Bt:~siRess Dispatel:t 
• 2W ARaleg Loep v·itl=l LNJ> }loR DesigA ..................................... Retail Resieh.11flee 8flEi B~:~siRess (POTS enell!EiiAg 

S"'itek 8a.5eei OrEleFS) 
• 2w '\Ralog beef! ·vilh J.'f>IP DesigA .............................................. Relail Resiaenee and B1:1siRess DisJ3ateh 
• 2W AAaleg Leefl with H·lP }~eA Desigfl ...................................... Retail ResiEieAse !lfld BusiAess (POTS "EneiYEiiRg 

Switel=l Basee Orders) 
.., U"t'lE Digital beef!< DSJ ............................................................. Retail Digjtal Leep < DSl 
• UM~ Digital beep > DS 1 ........................................................... Retail Digital Loop > DS I 
• U1>le LeofJ o1= 'PeFt Cembinatiens ......... .. ....................................... Retail ResideAee aAEI BusiAess 

Dispateh lR ................................. ............................................. Dispatsl:J IR 
SwiteF! Base€1........................................................................... 8\\'itef:l Bases 

• U}ll; Switef:l Parts ......... .. .................................................... .. ....... Retail ResieieRee aF!a BusiRess (POTS) 
• U}IE CeJRae OUter. .............................. ........................................ Retail ResiEleRee, BHsiness Mei DesigA Dispatel=l 

(lneludiAg DispateJ::t Out aAEI Dispatell In) 
• eebs ............................................................................................. Retail DSIJ.D83 
• U}Je )J)SL (HDSL, AD~b aREl UGL~ ......................................... ADSL Pro.,·iEleEI to Retail 
• Ut:-JE ISI;).}l (lBeluaes lJDC) ............. .. .......................................... RetaiiiSD"t'l BRI 
• Ui>IB Line SJ3lit:ting ................................. ...................................... ADSL Pre•,.iaeEito Retail 
• UNe LiRe Sl:!aring ........................................................................ ADgL PreviaeJ to Retail 
• LeeaJ TraRSJ30ft (URJ.:mndleEilRtereff.ise TranSJ3eft) ..................... Retail DSI/DS3 IAleroffiee 
• basal lntersenneetiea Tnmks ....................................................... Pari£?' v·itl:J Retail 
• Ui>Se Other i>lon DesigA ......................... ...................................... Retail Resielense ana BusiRess 
• UNE Other OesigR ............................................. .......................... Retai I Desigt~ 
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0-4-2 SOA: Speed of Average Answer Time iR :Ordering Center§ 

Definition 
'l"his report measures the average time a customer is in queue v>hen callin£ a lkiiSouth Ordering Center. 

Exclusions 

N&Re 

Volume of abandoned calls 

Business Rules 

The cleGk duration starts when the-a CLEC representative or BellSouth customer makes a choice on the ordcrim! center's menu 
RflflF6flTiate ertiell is seleeted (i.e., 1 far Resale CBflfYmer. 2 for Resale Ml:lltiliAe, ooa 3 fer U}IB ~IP, ete.) and is put in the saJI eAters 
tHe queue for that )3artis\llar grcmf1 iA the LCSC the next service representative tmd. The elesk stops when a BellSouth service 
representative iA the LC~C answers the call. The speed efa~~swer is determines ey meas~:~Fi:Ag a116 aee't:IFA'tllatiAg the elat3sea time ffem the 
eAll)' ef a CbeC eall iRte tl:!e BeJISe't:lth a~:~tomatis sail distrib't:lter (ACD) HAtil a sePo'ise reJ3reseRtati"e iR QeliSeuth 's beeal Carrier Sen·iee 
CaRter (LC~C) ansv'ers tRe CLEC eall. Abandoned calls arc not included in the volume of calls handled but arc included in total seconds. 
Small Busint:ss has a univt:rsal call center where the same service representatives handle both orderine and maintenance ca11s. Twenty 
percent of these calls stem from ordering related activitv and are reported in this mea .. c:;urcment. 

Calculation 
Speed of Answer Time ti.1r BdlSouth ffi Ordering Center;3 =(at :b) 

a Total secnAds iA t)Heue Time BeliSouth service representative ans\vcrs call 
b Tetal Rumeer ef salls <mS'NereEI in the reportiRg perieEI Time of cntrv into queue 

Averue Answer Time for BeiiSouth Ordering Centers= lc I d) 

c = Sum of all anS\>.:er times 
d == Total number of calls anS\\'ered in the reporting period 

Report Structure 

Aggregate 

CLEC LoGal CaFFier Sen·iee CeAter Ageregat~ 
BelJSouth Augregate 

- Business Service Center imd Residence Service Center 
Geographic Scope 

- Region 

Data Retained 

RelatiAg te CbeC E:~:JJerienee 
• MesiHtAizea Tmeking thre~:~gh LCSC A wtematie Call Distributer 

RelatiRg ta QeiiSe~:Jth PerfoFFRaAee 
• ~4eehanizea TRlekiAg tl=lre~:~gh BaiiSo~:~tl=l Relllil CeAter S1::1pport Syntei"R 

SQM Disaggregation -Analog/Benchmark 

SQM Level of Disaggregation SQM Analog/Benchmark 

CLeC Leeal Carrier Serviee Cerller ............................................. Parity wit~:\ Retail (8wsiness Serviee CeHter) 
CLEC Avcragl) Answl!'r Time ...................................................... BellSouth Average An~\vcr Time 

SEEM Measure 
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SEEM Tier I Tier II 

¥esNo ...................... ..... ......... ~ 

SEeM Disaggregation I.Aalog!Benchmark 

Desket Ne. OQQ121A TP 
Provisioning 

SeeH DisaggregatioR See~4 

"•Ralog!BeRGRmark 
• CLeC Leeal GaFFier Sen·iee Ctmter........ ..... ...... ... .......... .... .... ... i~· "'it!:! Retail (Q~siHess Sewi~e CeRter 
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M&R 6 AAT: Average Answer Time - Repair Centers 

Definition 

Docket No. OQ0121A TP 
Maintenance & Repair 

This report measures the average time a customer is in queue when calling a BeliSouth repair center 

Exclusions 
Volume of abandoned calls 

Business Rules 

The duration etook 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~ and eleek stops when the repair attendant answers the call. Abandoned calls are not included in the 
volume of calls htmdled but are included in total seconds. Smull Business has a universal call center where the s~m1e service representatives 
handle both ordcrim"! <utd maintenance calls. Eiehtv percent of these calls stem from maintcnnnce. related activitv and are reported in this 
mcasureme nt. 

Nate: The Tetal Ceh:imR is a eelflaiRea BeliSeut=R Resiaenee aRd Business Humeer. 

Calculation 

Answer Time for Bell South Repair Centers= (a- b) 

• a= Time Bell South repair attendant answers call 
• b =Time of entry into queue after ACD seleGtieH 

Average Answer Time for BellSouth Repair Centers= (c I d) 

• c = Sum of all answer times 
• d = Total number of calls ey in the reporting period 

Report Structure 
• CLEC Aggregate 
• BellSouth Aggregate 
• Geographic Scope 

- Region 

Data RetaiRed 

Relating tg Cb!Z:C EXperieRG8 

• CbeC J= "erage AHswer Time 

Relating te EleiiSouth PerfeFmaRGe 

• Bell8ol:ltfl Average Answer Time 

SQM Disaggregation - Analog/Benchmark 

SQM bevel of OisaggregatieA 

• Regiel'l. CbeC/BellSeuti:J Serviee CeRtl'!rs ana BeiiSel:ltR R:t!j3air GenteFS aFe regional. 

SQM A.Aalog'Bensf:tmark 
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Desket No. 000121:\ TP 
Maintenance & Repair 

• ror CLEC, A\·erage Afls'\'er Times iA Ut>JE Center and BRMC are eelll:f)araele ~o the A"erage Ansv·er Times ifl tRe QeHSoHtl=t 
Ref}air CeRters. 

SQM Level of Disaggregation SQM Analog/Benchmark 

• CLEC Average Answer Time ...................................................... Be11South Average Answer Time 

SEEM Measure 

SEEM Tier I Tier II 

No ............................................ . 

SEEM Disaggregation Analog/Benchmark 

S~~M Cisaggregatien SEEM Analegl8enshmark 

• }Int i'tJ'lf)lieaale ............................................................................. }let Aflplieaale 
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