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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 wholesale customers both-whelesale-and
retatl. The SQM was developed to respond to the requirements of the Communications Act of 1996
Section 251 (96 Act) which requlred BellSouth to provide non-discriminatory access to Competitive
Local Exchange Carriers (CLEC)' and-theirRetail 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 d1vergent forces evolving from the 96 Act. iFhei)éAet—the Geefgfa

aﬂd-PSC—O%—Qé%—G@—ﬂ’—N?ay—}é—z% Thls specmc QQM is based on Oldel No (10 be deteimmed)

i FPSC Docket No. 000121 A-TP dated (to be determined).

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-alse will be changed to reflect the dynamic changes in-systems;

described above and to correct errors, and respond to beth 31 Party audits, requirementsand-the Florida
PSE Orders of the FPSC, FCC and the appropriate Courts of Law.

This document is intended for use by someone with knowledge of the 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.

Report Publication Dates

Each month, preliminary SQM reports will be posted to BellSouth’s SQM PMAP website
(http://pmap.bellsouth.com) by 8:00 AM EST on the 21st day of each month or the first business day
after the 21st. The validated SQM reports will be posted by 8:00 AM on the last day of the month or the

first business day after the last day of the month. Reperts-not-posted-by-this-time-will- be-considered-late

" lternative Local Exchange Companies (ALEC) and Competing Local Providers (CLP) are referred to as
Competitive Local Exchange Carriers (CLEC) in this document.
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For details on SEEM, please refer to the SEEM Administrative Plan.

BellSouth shall retain the performance measurement raw Supporting dData fFiles (SDF) for a period of
18 months and further retain the monthly reports produced in PMAP for a period of three years.
Instructions for replicating the reports in the SOM are contained in the Supporting Data User Manual
(SDUM). The SDUM is available on the PMAP website and is automatically provided with each SDF
download.

Report Delivery Methods

CLEC SQM and SEEM reports will be considered delivered when posted to the website. The¥lorida
State/Federal Comimissions have been 01\/L1’1 access to the

Revision History

Version Issue Date Changes
V0.01 Feb. 27,2001 Initial BellSouth Proposal
V1.00 DRAFT Sep. 20, 2001 This version reflects the Florida Public Service Commission Staff

Recommendations, dated August 2, 2001, and approved by the Commission on
August 14, 2001 in Docket No. 000121-TP.

V1.01 Oct. 25, 2001 This version reflects the changes based on the FPSC Workshop, Oct. 15, 2001
(Docket No. 000121-TP).

V1.02 Nov. 29, 2001 This version reflects the changes based on the FPSC Workshop held on Nov. 9,
2001 (Docket No. 000121-TP) and the Memorandum on the Motions For
Reconsideration dated Nov. 19, 2001.

V2.00 Jan. 23, 2002 This version incorporates changes based on the PAP Changes document (Florida
Self-Effectuating Enforcement Mechanism Administrative Plan BellSouth
Telecommunications Staff’s Recommended Modifications Needed for Order
Compliance.)

This is the final version, which will be filed in Florida, January 23, 2002 and
incorporates the changes directed by the FPSC Staff in the letter dated January
10, 2002.
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V3.00 June 20, 2003 This version incorporates changes based on the 6 month review of FL PAP
beginning in Sept. 2002 and culminating with Order No. PSC-03-0603-CO-TP.

This is the final version, which will be filed in Florida, August 8, 2003 and
incorporates the changes directed by the FPSC in the orders issued on December
10, 2002, April 22, 2003 and May 15, 2003.

V4.00 February 18, 2005 Preliminary Staff Recommendation 02-04-05 SOM
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0SS-1 [ARI]: OSS Response Interval (Pre-Ordering/Ordering/Maintenance
& Repair)

Definition

The response interval is the average/percentage of time to retrieve pre-order/order/maintenance and repair information from a given legacy

Exclusions

e Svntactically Incorrect querics
s Scheduled OSS Maintenance
e Test Transactions/Records

Business Rules

OSS Response Interval is designed to monitor the time required for the CLEC and BellSouth interface svstems to obtain, from BellSouth’s
legacy svstems, the information required 1o handle Pre-Ordering/Ordering/Maintenance and Repair functions. The clock starts on the date
and time when the request is received on the BellSouth side of the interface and the clock stops when the appropriate response has been
transmitted through same point 1o the requesier,

The average response interval for retrieving Pre-Order/Order information from a eiven legacy svstem is determined by summing the
response times for all requests submitted 1o the fegacy svstems during the reporting period and dividing by the total number of legacy
svstem requests for that month,

Lhe following svstems are observed in the Pre-Ordering/Ordering OSS Response Interval measurement: RSAG-Address. RSAG-
TN, ATLAS, COFVL DSAP. and CRIS.

The percent response interval for retrievine Maintenance and Repair information from a given legacy system is determined by dividing the
number of responses returned within 10 seconds by the total number of queries submitied in the reporting period and multiplying by 100.

e following systems are observed in the Maintenance and Repair OSS Response Interval measurement; CRIS. DLETH. DLR.
LMOS, EMOSupd, LNP Gateway, MARCH, OSPCM., Predictor. SOCS, and NIW,

Calculation

Pre-Ordering/Ordering OSS Response Interval = (a-b)

e a= Date and time of legacy response
¢ b= Date and time of legacy request

Pre-Ordering/Ordering Averase Response Interval = (¢ / d)

e ¢=Sumof response intervals
e d = Number of legacy requests during the reporting period

Maintenance & Repair OSS Response Interval = (a - b)

* a=Query Response date and time
* b= Query Request date and time

Maintenance & Repair Percent Response Interval {(per category) = (¢ / d) X 100

¢ = Nummber of responses returned within 10 seconds
o d= Number of queries submitied in the reporting period

Version 3-00 4.00 7 Issue Date: July1-2003 March 01, 2005
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Report Structure

o Pre-Ordering/Ordering OSS Average Response [nterval
e Maintenance & Repair OSS Percent Response Interval
e egacy Svsteny/Interface Specific

SQM Disaggregation - Analog/Benchmark

SQM Level of Disaggregation SQM Analog/Benchmark

Lepacy Svystemvlnterface

e Pre-Ordering/Ordering OSS Response Average Interval

— REGIONAL LV Lttt st sses s e ssns ettt £t et e san Parity + 2 seconds
¢ Maintenance and Repair OSS Response Percent within 10 Seconds
- Regional Level, Per OSS INerface oo ieeiresnesieniiesans Parity with Retail

(See Appendix C: OSS Interface Tables)

SEEM Measure

SEEM Tier | Tier il
YON i e X

(dieday 9 aoueusjulep/butispig/buliaplQ-aid) [eAlsju] asuodsay SSO LWVl L-SSO
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0-12 [OAAT]:. Speed-of Average Answer in Time - Ordering Centers

Definition

This report measures the average time a customer is in queue when calling a BellSouth Ordering Center.

Exclusions

Nene

*  Volume of abandoned calls

Business Rules

The elock dumlmn starts when H%—d CLEC rum,wmduw or BellSouth LU\((\le makes a ghmu on the ordering center’s menuy
M o oo Qe A acalao P > and_putm ‘hﬁ(“ Eﬂt rg
-5 3 Hk next service unusuuau\c dnd«—ldh&eieek—stops when a BellSouth servnce

the queue for

: ~Abandoned Ld”\ are not included in the mluxm of mllx handled but are muludui in Iotal seconds.
Small Blhmu\ hd\ auni \grsal mll center where the same service representatives handle both ordering and maintenance calls, Twenty
pereent of these calls stem tronm ordering related activity and are reported in this measurement,

Calculation

Speed-of Answer Time for BellSouth in Ordering Centers = (a/ - b)
¢ a %WM—QM&I ime lhll\outh service representative apswers call

¢ b=F Time of entry into queue

Average Answer Time for BellSouth Ordering Centers = (¢ / d)

e ¢ =Sumofall answer times
¢ d="Total number of calls answered in the teportine period

Report Structure

* BellSouth Ageregate

- Business Service Center
* Geographic Scope

- Region

Version 3-08 4.00 49 Issue Date: July-1-2003 March 01, 2005

BU!.IGp.IO - 9Ull | tH Jomsuy SEBJGAV ;&peeds U_VVOI ¢L-0

SJI9JUd)



® BELLSOUTH®

Florida Performance Metrics

Docket No. 000121A-TP
Ordering

SQM Disaggregation - Analog/Benchmark

SQM Level of Disaggregation
* CLEC Local Carrier Service Center

SEEM Measure
SEEM Tier | Tier ll

SQM Analog/Benchmark
Parity with Retail (Business Service Center)
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Docket No. 000121A-TP

Provisioning

P-2B [PJ]: Percentage of Orders Given Jeopardy Notices

Definition

This report measures the percentage of orders given jeopardy notices,

is-injeepardy-for (o facility delay, out of the total orders due in the reporting period, #

¢ Order actvities of BellSouth or the CLEC associated with internal or administrative use of local services (Record Orders, Test

Orders. cte.. which may be order types C, N. R, or T).
¢ Disconnect -and-Erom-{dD-60rders
o Listing Orders
*  Orders jeopardized on the due date
o Orders issued with a due date ot less than or ¢qual to 48 hours

Business Rules

Calculation

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

* a= Number of orders given jeopardy notices in the reporting period

* b= Number of orders confirmed (due) in the reporting period

Report Structure

* CLEC Specitic

* CLEC Aggregate

* BellSouth Aggregate

* Geographic Scope
- State

Resic
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SEEM-Analog/Benchmark

Not-Abalicable
PP

3 1en a
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Florida Performance Metrics Provisioning

P-3 [MIA]: Percent Missed initial Installation Appointments

Definition

o . Thls ILDUH measures is the
percentage of total orders wee%ﬁe-d for which BellSouth is unable to complete the service orders on the committed due dates-and-reported

Exclusions

*  Orders canceled prior to the due date including orders that are to be provisioned on the same day they are placed. (“Zero Due Date
Orders™)

*  Order activities of BellSouth or the CLEC associated with internal or administrative use of local services (Record Orders, Listing
Orders Test Orders, etc., which may be vOrder types may-be-eoded C, N, R or T)

* Disconnect H-&Eeom-)-eQrders

All Service orders are considered as met, unless the first missed appointment code is due o BellSouth company reasons. 1 an attempt is
made to provision service prior to the commitment time, but there is no access, a miss will not be counted unless BellSouth fails to meet the
original commitment time, If an adempt is made to provision service prior to the commitment time., but there is no aceess. a miss will not
be counted unless BellSouth fails to meet the original commitment time, [ no access occurs alter the commitment time, the report is
flageed a missed appoinument,

Calculation

Percent Missed Installation Appointments = (a/b) X 100

~

¢ a= Number of orders
appoinunent is not met
* b= Total number of orders completed during the s reporting period

e where the installation

Report Structure

* CLEC Specific
* CLEC Aggregate
. BellSouth Aggregate

. Dlspatch/Non Dlspatch (except Trunks)
¢ Geographic Scope
- State

e Keg.m
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Florida Performance Metrics Provisioning

SQM Disaggregation - Analog/Benchmark

SQM Level of Disaggregation SQM Analog/Benchmark
* Resale Residence (Non-Desion) Retail Residence (Non-Design)
* Resale Business (Non-Desier Retail Business {(Non-Design)
Resale Design............... Retail Design

Retail- PRYX
CEEAS A =12 = e

.
- l)n‘)ln RI3X
..

Recale Cenlrex Reotarl (Cantray
Resale-Centrex——mmmmrmrmrmrmrmrers —Retatt Centrex

*  ResaledSBNrr—mmrrrrrmreseeeee ~RetatHsbBN

*  LNP (Standalone)......cc.ccoceoiiriiiiiiiieniiviiincnesreesrs s Retail Residence and Business (POTS)

. Q-W—,L__‘}L[_,Analog Loop (Design) .....ocovevvveeececieicececeei e, Retail Restdence and Busmess and Design (Dispatch)
(Excluding Digital Loops)

+—2W-UNE Analog Loop (Non-Design}....vevevcieiceeccvce e Retail Residence and Business — (POTS (Excluding Switch
Based Orders)

+—2W-UNE-Analog Loop with LNP-Design......c.coooveevvvennnn Retail Residence, and Business_and Design (Dispatch)
(Excluding Digital Loops)

*  2W-UINE-Analog Loop with LNP-Non-Design..........cc.oooovvvvennane. Retail Residence and Business — ¢POTS (Excluding

Switch Based Orders)

. UNE Dlgltal LOOp S=DSL.. Retail Digital Loop >= DSI

* UNE Loop + Port Combinations.. .. Retail Residence and Business
Disn ateh-ta I'\. srhyateh.-]
spateh

T T t5patett ux

Switched-Based
A5EC

pode t

¢ UNE BELS oot es st eseer e Retail DS1/DS3
« UNE xDSL (HDSL ADSL and UCL)... - ADSL Provxded to Retail
H”‘%F ‘his L“BF". \E 18 : 5‘ 'ii )
* UNE ISDNUDCADSL oot Retail ISDN - BRI
* UNE Line Splitting/Sharing Withowt-Gonditioning .................. ADSL Provided to Retail
With-Corditioning s ABSE-Provided-toRetai
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P-3 [MIA]: Percent Missed Initial Installation Appointments
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P-4 [OCI]: Average Order Completion Interval (OCI) & OrderCompletion
| I Distributi

Definition

Phis report measures
CLEC or its own customers. -

s the interval of time it takes BellSouth to provide service for the

Exclusions

¢ Canceled Service Orders

*  Order activities of BellSouth or the CLEC associated with internal or administrative use of local services (Record Orders, Listing
Orders; Test Orders, etc., \»huh may h\, oldu types C. N, R or [)

¢ Disconnect (O-&-F)-orders{Exe it

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

*  CLEC/End user-caused misses

e Listing Orders

Business Rules

The aetual completion interval is determined for each order processed during the reporting period. The completion interval is the elapsed
time from when BellSouth issues a FOC/SOCS date time- stamp ,1,31__drcatmo recelpt of an order (dpphumo drm) from the CLEC to
BellSouth’s aetuat order completion date. < . =

oe-syvstem-completes the-ordesin &{\f‘( Elanced-ti
Sy EH-CC u.l TECS 1as H—=Y THAPsea-t

stop—Fhe-sceumula
SR ——re-aCoHH

. Orders tl-’rat—are worked on zero due dates

te
5353

are calculated with a .33- day interval (8

thesame-dav—Thev cnn ha sitherflos
of-thHe-Sahe ety RO CDC-SHASH HOY

dispatch or non-dispatch.

Only valid business days will be included in the calculation of this interval, Valid business davs mayv be found at the following website
(hups//www, interconnection. bellsouth. com/#localorderinghandbook/intervateuide).

Calculation

Order Completion Interval = (a - b)

* a= Completion Date
* b=FOC{or SOCS date time-stamp (application date)

Average Order Completion Interval = (¢ / d)

¢ ¢ = Sum of all completion intervals
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Provisioning

Report Structure

* CLEC Specific

* CLEC Aggregate

* BellSouth Aggregate
* Dispatch/Non-Dispatch categories applicable to all levels except trunks

TR

* Al Levels are reported <H6 lme\/mrewts >= 4{) () lmes/c1rcu1ts (except trunks)

* Geographic Scope
- State

SQM Disaggregation - Analog/Benchmark

SQM Level of Disaggregation SQM Analog/Benchmark
* Resale Residence (Non-DeSIOn) coovevveiiieiceeeeeveeee e Retail Residence (Non-Design)
* Resale Business (Non- l)e.\lun.., ...... Retail Business (Non-Design)
* Resale DESIZN.....occiiiiii e Retail Design
—Resale PBX e Retat-RBX
+—Resale-Centrex T T T T T T T Retail-Gentrex
- !{3 “IA ](I\?\I l)uf I !S[\‘N

* LNP (Standalone).

- INE f&fqn lql 1 ‘\

..................................... pan s

Retall Residence and Business (POTS)

RetgilRec 1/“\14 and By ci\nc ID[TT\\

WO

*  2W-UNE Analog Loop with LNP-Design

.................................... SR BHSHES

Switch-Based-Orders)

.................................... Retail Residence. and Business and Design (Dispatch)

(Excluding Digital Loops)
............................ Retail Residence and Business —(ROTS-(Exeluding

Smteh—B&seéQ;éers}ﬂ)_@n_ugu
- ANV A 1 with INP. Dea <§nn R fnn] o I
V wih-INP-Desigh e R etai 3t

with- INP-Nop-Decia
MAJLAZE SRS Sann i 2 s =

Retail

< DS
p=aep

et T T T Ciah

Retatl-

X} c
...................................... it HEHT AAY
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P-11A [SOA]: Service Order Accuracy

Definition

This report measures the accuracy and completeness of CLEC requests for service by comparing
the CLEC Local Servrce Request (LSR) to the completed service order after provisioning has been completed. Only electronically
submitted LSRs that require manual handling (Partially Mechanized) by a BellSouth service representative in the LCSC are measured.

Exclusions

* (Canceled Service Orders
*  Order activities of BellSouth or the CLEC associated with internal or administrative use of local services (Record Orders, Listing

. Drsconnect Orders

* CLEC LSRs submitted electronically that are not manually handled by BellSouth (Flow-Through)
e “Projects with no LSR

Business Rules

: : = The CLEC requested services on the LSR are
mec hammll\ compared to the completed service order using the CLEC affectlng service attributes shown below.

Selected CLEC Affecting Service Attributes

The BellSouth Local Service Request (LSR) fields identified below will be used, as applicable, for this Service Order Accuracy review
process.

BellSouth-LSR-Fields

A service affecting comparison af the fields listed helow will clctcrminc the accuracv 0 l‘thc prm*isionino process, Fhefields-listed-below
. b o sy-are-service affecting. g > Servie se-Acenracy-measure— f any of the

fields listed below are populated on the LSR and do not match thc correspondmg ﬁeld on the Servrce Order and are scrvice affecting. the

order \’\lll he \coml as 2 miss. —batths«m": ateh-does 2 e ; -onsidere

An-example-woutd-be BellSouth will maintain a list of LCSC/System workarounds which will not be considered service affectine, This Jist
whieh will be identified in a document posted on the Interconnection website. CLECs may discuss any of the posted LCSC/System
workarounds during the regular PMAP notification calls.

* Company Code

* PON

* Billed Telephone Number
¢ Telephone Number

* Ported Telephone Number

¢ Circuit ID
* PIC
e LPIC

* Directory Listing
- Directory Delivery Address
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Listing Activity
Alphanumeric Listing Identifier Code
- Record Type
Listing Type
- Listed Telephone Number
- Listed Name, Last Name
Listed Name, First Name
Address Indicator
Listed Address House Number
Listed Address House Number Suffix
Listed Address Street Directional
Listed Address Street Name
Listed Address Thoroughfare
Listed Address Street Suffix
Listed Address Locality
Yellow Pages Heading
* Features
- Feature Activity
- Feature Codes
- Feature Detail*
¢ Hunting
Hunt Group Activity
Hunt Group Identifier
Telephone Number Identifier
Hunt Type Code
Hunt Line Activity
Hunting Sequence
- Number Type
- Hunting Telephone Number
¢ E9I1I Listing
- Service Address House Number
- Service Address House Number Suffix
- Service Address Street Directional
- Service Address Street Name
- Service Address Thoroughfare
- Service Address Street Suffix
- Service Address Descriptive Location
* EATN
¢ ATN
* APOT
* CFA
* NC
* NCI

* Feature Detail will only be checked for the following USOCs: GCE, GCJ, CREX4, GCIRC, GCZ, DRS, VMSAX, S98VM,
S98AF, SMBBX, MBBRX. USOCs and FIDs for Feature Detail will be posted on the Interconnection Website. Any changes to the
USOCs and FIDs required to continue checking the identical service will be updated on this Website.

Calculation

Percent Service Order Accuracy = (a/b) X 100
* a= Applieable Orders completed without error
* b= Appheable Orders completed in reporting period

Report Structure

* CLEC Specific

* CLEC Aggregate

* Geographic Scope
- Region
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SQM Disaggregation — Analog/Benchmark

SQM Level of Disaggregation SQM Analog/Benchmark
® RESAIE e 95% Accurate
* UNE 95% Accurate
¢ UNE-P 95% Accurate

SEEM Measure
SEEM Tier |l Tier 1l

:Ivosl vii-d

Aoeinsoy 19piQ 92IAILG
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Section 4. Maintenance & Repair
M&R-1 [MRA]: Percent Missed Repair Appointments

Definition

This report measures tFhe percentage of customer trouble reports not cleared by the committed date and time.

Exclusions

* Trouble tickets canceled at the CLEC request
* BellSouth trouble reports associated with internal or administrative service
¢ Customer Provided Equipment (CPE) treubles or CLEC Equipment Troubles
e informattonal Tickets
e Troubles outside of BellSouth's control
- A cut or damaged cable. caused by other than BellSouth emplovees or contractors
- Lroubles caused by vandalism/thefi. motor aceidents or petroleumy/chemical accidents caused by parties other than BellSouth

Business Rules

The negotiated commitment date and time is established when the repair report is received. The cleared time is the date and time that

BellSouth personnel clear the trouble and closes the customer trouble report in histher their Computer-Access-FerminaHCAT ) or
workstation. If this is after the commitment time, the report is flagged as a ‘missed commitment’ or a ‘missed repair appomtment When

the-data for-thismeasure-is—collected for BelSe uth apd-a-GL F(‘ H-cap-be-used-t ompare-the-percentase-of the fimoe ron B \{

5 Siv-an pL niq
Ut T O THE S HTE-1I5-Cone e a+or- Behaotl TEEH T U aTo-COMParomo-perecomtage-or-ne-Hme-ref aH appot

maea
HHICHES

Qo

10

Note—Appointmentintepalsvarncwith-forca-availability in the DOTS anuie yment-—Spectals-and-Trunk-intervale ara ctandar
NRC—APPORTRCR-HHE P - S-vary-wii-oree-avahapiiby--the-1 TO-CHYHOHCH POk Saia—HHe-HHe v aHS-are-stanaard
nterval-appoiptments-ofnooreaterthan 24 hanreStandalane LND hictarionl datats-potavailable-inthesnaintenanca cuctanice
PR PUTTIT S O i g ot i = RO D tiadRatoRE - HStoFca-datas-potavaiableH-he-mahtenancesystems
” Pq()g‘ OF “.’l‘ A )

Calculation

Percentage of Missed Repair Appointments = (a/ b) X 100

* a=Count of customer troubles not cleared by the quoted commitment date and time
* b ="Total customer trouble reports closed in the reporting period

Report Structure

* Dispatch/Non-Dispatch
* CLEC Specific
* CLEC Aggregate
* BellSouth Aggregate
* Geographic Scope
- State
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SQM Disaggregation - Analog/Benchmark

SQM Level of Disaggregation SQM Analog/Benchmark

Resale Residence (N
Resale Business (Non-Desi

Retail Residence (Non-Desien)
Retail Business (N
..Retail Design

Retail PBX
X B

Retat-Centrex
Retai-ISBN
Retail Residence, & Business and Design (Dispatch) (Excluding

Digital Loops)

. ; Analog Loop (Non-Design) ......c....covevruiuveeereneeennn, Retail Residence & and Business - (POTS} (Bxelusion of
Excluding Switch Based Feature Troubles)

s—UNEDigitalboop<BS e Retatt-Bigitabboop<<DS1

*  UNE Digital Loop >=DS1..cociiiiiiiioeoeeeeeeeeeeeeeeeee e Retail Digital Loop >= DSI1

* UNE Loop -+ Port Combinations........................... .. Retail Residence and Business

¢ UNE BELS ittt sttt esessssens Retail DS1/DS3

*—UNE-Switeh-portsrrrmr e Retail-Residence-and Busine

o UNE-Combe-Othetmmrmrmrerrre e rersersesrerress e Retail-Residence-Business

¢ UNE xDSL (HDSL, ADSL and UCL) ......coooiveeeeeceeveeeeenn, ADSL Provided to Retail

¢ UNE ISDN/UDCADISL, coviiiieoeeeeeeeeee e Retail ISDN — BRI

*  UNE Line Splitting/Sharing .......ccco.ovvoeecrvvirvereenereer e ADSL Provided to Retail

¢ UNE Other Design ........co..cooevvvevennn...

* UNE Other Non-Design

*—hLocah-transpor-Urbundled-dnteroffice Transporth e Retatt-DSHPS3 !ntC'efﬁvc

¢ Local Interconnection Trunks..............ccocoooveeveeeervereroeieen Parity with Retail Trunks

SEEM Measure
SEEM Tier | Tier Il

[ 2 I K B R Y

acala Residencea
IREHTHE TRESHIEHCE
Resala Bucineas
PaSrioaa s HYHIOSS
Racalo Desion
TeOSTHE 7ONER
Recala PRX
TeCStHe 157
Resale
TOSHHE
Regale
5
MW AR
Z¥y—1xh
AW _An o
Z ARt OE;

[IVHIN] L-Y2RIN
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M&R-6 [MAAT]: Average Answer Time — Repair Centers

Definition
This report measures the average time a customer is in queue when calling a BellSouth repair center.

Exclusions

Volume of abandoned calls

Business Rules

The duration eeek 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—Fhe and elock stops when the repair attendant answers the call, Abandoned calls are not included in the

volume of calls handled but are included in tota) seconds. Small Business has a universal eall center where the same SCrvice

representatives handle both ordering and maintenance calls. Fighty percent of these calls stem from maintenance related activity and are
reported in this measurement.

Calculation

Answer Time for BellSouth Repair Centers = (a - b)

* a=Time BellSouth repair attendant answers call

* b= Time of entry into queue af

“

Average Answer Time for BellSouth Repair Centers = (¢ / d)

* ¢ = Sum of all answer times
* d=Total number of calls by in the reporting period

Report Structure

¢ CLEC Aggregate
* BellSouth Aggregate
*  Geographic Scope

- Region

s—torthBGAverageAnswer Pimes-in-UNE-Centerand BRMC are comparable-to-the-Average Answer Fimes-in-the-BeHSouth
SQM Level of Disagaregation SQM Analog/Benchmark
o CLEC Average Answer TiMe e L BellSouth Average Answer Time
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SEEM Measure

SEEM Tier | Tier
NO e e,
SEEM-Disaggregation
regatio
- Not-Anplicahla Naot Annl hla

o
.................................................................................................................
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Section 414 8: Change Management
CM-1 [NT]: Timeliness of Change Management Notices

Definition

This report measures whether CLECs receive required software release notices on time to prepare for BellSouth interface/system changes
so CLEC interfaces are not impaired by change. The CCP is used by BellSouth and the CLECS 1o manage requested changes to the
BellSouth local interfaces,

Exclusions

¢ Changes to release dates for reasons outside BellSouth control, such as the system software vendor changes—E(lor example: a patch
to fix a software problem)
* Type 6 Change Requests (Defects/Expedites), as defined by the Change Control Process (CCP)

Business Rules

ops and ends on the software release date. When project events occur
(scope changes analy51s mformatmn etc.), the software release date may change A revised notification would be requ1red and the eloek

for new features.

Calculation

Timeliness of Change Management Notices = (a/b) X 100
* a=Total number of Change Management Notifications sent within required timeframes
* b= Total number of Change Management Notifications sent

Report Structure

* BellSouth Aggregate
* Geographic Scope
- Region

SQM Disaggregation - Analog/Benchmark

SQM Level of Disaggregation SQM AnalogIBenchmark
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SEEM Measure

SEEM Tier | Tier Il
YES oiieiiriiiris e X
S‘EE‘M‘D‘LSGQQ'A"’“""
egatic
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Appendix €B: BellSouth Audit Policy

BellSouth currently prov1des Rany CLECs wrth cer mm audit rights as a part of their individual interconnection agreements Benbeatlﬂms
. ¢ : audit: [f requested by a Public Service Commission e#-by- > st
BellSouth wr]l agree to undergo an &eemmehenweaudrt of the ¢ LA
: e-The andit should be conducted by an 1ndependent third
~seleete Maay The results of audits will be made available to all the parties subject to proper
safeguards to protect proprietary mformatron Requested Aaudits will be conducted under inelude the following specifications:

1. The cost shall be borne by BellSouth.

3. BellSouth: and the PSC and-the-CEECs shall jointly determine the scope of the audit.

4. The PSC may request input reearding selection of the auditor and audit scope from interested parties,

These eomprehensive audits are intended to provide the basis for the PSCs and CLECs to determme that the SQM and PMAP vmd—SHLM
produce accurate data that reﬂects each State s Order for pertormance measurements. > 5 -
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Appendix BC: OSS InterfaceTables

OSS-1 [PRR]: OSS Average Response Interval and-Percent Within-lnterval
(Pre-Ordering/Ordering/Maintenance & Repair)

Table 1: Legacy System Access Times For RNS

System Contract Data <23-seer—> 508 =63 5005 Avg. Sec. # of Calls
RSAG RSAG-TN AdAress ......oovvvviveeiie s ¥ R K Xevroeereriieeeeeenn. X
RSAG RSAG-ADDR Address .......ccccoeveeieien T S ¥ NS ——— 2T Xereerornnnnrnrennns X
ATLAS ATLAS-TN TN e, S TR Xerireresreriinenens X
DSAP DSAP-DDI Schedule ..........c.oouviin. ¥R R e ) G X
CRIS CRSACCTS L0331 SOOI ' S —— TSR Xererriereriinnenans X
OASIS OASISBIG  Feature/Service ...................... ¥rrmrrerrrrrrrrerrrre derrmmmrm e Koo Xoreeeeeeeveiinneenn, X

Table 2: Legacy System Access Times For R0OS

System Contract Data 3-sees sees 3-50¢: Avg. sec. # of Calls
RSAG RSAG-TN Address ..ol T T N —— 2R RRPRTIN b ST X
RSAG RSAG-ADDR AdAress ........ooovvvviiiiiiii s ¥ e K D G X
ATLAS ATLAS-TN L1 U O S 3 Xerereerevernniennes X
DSAP DSAP-DDI Schedule ............c.ooeuen. B e . Xetioeererrnaerennns X
CRIS CRSOCSR CSOR e Yo R R e D GRS X
OASIS OASISBIG  Feature/Service ............coue.oo. ¥errmrrmeeeeee Korrrmrrsormmrrermee R e s ve s eeeeneeesanes D G X
Table 3: Legacy System Access Times For LENS
System Contract Data <23 seerix Bt <=6.3-50e: Avg. sec. # of Calls
RSAG RSAG-TN PN [0 T T U UUUUUURI *SuSEEEEE  Se—— Y UUSUUOR Xoverreeeerrennennns X
RSAG RSAG-ADDR Address .............ccoooiioin o R R N, Xererrumernnrennnnnes X
ATLAS ATLAS-TN LI S UUUUUUUUPUIUE | e S S ———— TR Xorrrereinnnnnenennns X
DSAP DSAP-DDI Schedule .............couvive o Xrrrrrrrereeremreeeres R ) G X
CRIS CRSECSRL CSR e ¥ R e e e e Xoerveeerernrrnrenens X
COFFI COFFIIUSOC Feature/Service ............ccoue..... ¥merrerrrrersse Xesrmrmmrmmrrmeeemres X e e esenreeennns Xourirreeeeeeienennes X
P/SIMS PSIMS/ORB Feature/Service ...................... ¥eremreererererees Ko R e e et e Xoveearerrnaererennns X
Table 4: Legacy System Access Times For TAG/XML
System Contract Data <2.3-see—6-See———<=6:3-50¢ Avg, sec. # of Calls
RSAG RSAG-TN AAAress ......cooeviiiin s ¥ R K e Xorrirrrenrnnrnnnens X
RSAG RSAG-ADDR P Vo o [ £-E 1 U I S ——— Xeteieieeiiireenenns X
ATLAS ATLAS-TN B ST UUUURUUPUTURTS <L 26— DRSO Xurrrrerernenennennes X
ATLAS ATLAS-MLH B UV UUUUUPUUIE 2oL+ o —————— TR b G X
ATLAS ATLAS-DID TN e Yo R R e ST X
DSAP DSAP-DDI Schedule ...............ooovvvo . ¥rrrrerrrrerrrrrre R R e D X
CRIS TAG-CSR CRSECSRL CSR...oooiviee s ¥emmrrrvrrrrrrs S Xeoiieieieeiieeee e Xoeeerrernenerenees X
P/SIMS  PSIM/ORB  Feature/Service .............o....... ¥orrerrrrvrersrrreres Mrrrrrrrrerrrermr e R e ) CRTURTUTROO X
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Table 5. Legacy System Access Times for M&R {TAFl)

System BellSouth

& CLEC =4
CRIS X *
DLETH X *
DLR X *
LMOS X X
LMOSupd X *
LNP Gateway x X
MARCH X X
OSPCM X X
Predictor X %
SOCS X oS
NIW X X

TAFI
System Open-Trouble Status—TFrouble Mechanized-Line CloseTrouble

GRIS *
DLETH *
BLR %
LMOS X X *
LMOSSupd * X * x
LNR x
MARGH x
O8SRCM % *
Predictor X X
SOGS * *
N *

iiy -
.
.

Orderi IOrderi }

REAG-ADDR RNS - ROS A LENS

N — L L — FAG-EENS

RSAG-IN RANS _ROS FAG-LENS

................................................................................................. SROS e A G ENS

AT AS RNS ROS FAG-LENS

.............................................................................................. RNSROS e FA G LENS

DSAR RNS RO TAG-LENS

N d it ilcts L et i A L — FAGLENS
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0SS-2 [IA]: OSS Interface Availability (Pre-Ordering/Ordering/Maintenance

& Repair)
OSS Table 1: SQM Interface Availability for Pre-Ordering/Ordering
OSS Interface Availability Application Applicable to % Availability

EDI e e CLEC.... et X
LEN S e e er e s CLEC.... ettt X
LEQ ottt CLEC. it X
LESOG ...ttt CLEC. ...t X
PSS s e e e e T T T T T T ChEEC e e X
TAGIXMLL oo CLEC .t X
LNP GAEWAY ...coovriiieiiicieiiniiineice ettt neb e esaes CLEC . e X
COG ettt et CLEC .ttt X
L TH— CHEC s esereer e %
POM-rr e T e T CLEC e X
................................................................................................. CLEC i riimneenciecaieecierireneane X
CLEC/BellSouth.....coceovvveviiniriiieceeeee X
CLEC/BellSouth ......ccccoovveriieieiieeeiee e X

CEECBelSouth

CLEC/BellSouth

...CLEC/BellSouth
..CLEC/BellSouth .......ccoovvniiiiiiiiceic e X
CLEC/BellSouth .....cooeiiiiiiiieieveee X
CLEC/BellSouth ....ooiveviiiiiiiecennenieceese e, X
CLEC/BelSOUtN oo iceniinssnesinee o0 X
............................................................................................... BellSouth.....cooiiii e X
............................................................................................... BellSouth......ocoivnvnniricen X
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Florida Performance Metrics Appendix D-C: OSS Interface Tables

OSS Table 2: SQM Interface Availability for (M&R)-Maintenance & Repair

OSS Interface % Availability
BellSouth TAFL ...ttt X
CLEC TAFL ..ottt nnan s X
CLEC ECTA ..ottt st X

BellSouth & CLEC

CRIS .t X

LMOS HOST oottt X

LNP GaEWAY ..eoveereiiiiiciiiiciiii ittt X

MARCH L e X

OSPCM ...ttt s X

PREDICTOR ...cociiiiiiiciinesc et s X

SOCS vt e b X
SEEM-OSS-Availability (M&R)
OSS-Interface Y%-Availability

CLEC F AR e e e e e e e S e T T T T TR X
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Florida Performance Metrics Appendix F: BeliSouth PMAP Data Notification Process

Appendix F: BellSouth PMAP Data Notification Process

1. On the first business day of the month preceding the data month for which BellSouth proposes to make any change to the
method by which its performance data is calculated, BellSouth will provide written notice of any such proposed changes
(hereinafier referred to as “Proposed Data Changes™). This notice will identify the affected measure(s). describe the proposed
chanee. provide a reason for the proposed chanee. and outline its impact. Al the same time BellSouth will provide written notice
ol any known changes BellSouth is considering making to the method of caleulating performance data for the following data
month (hereinalter referred o as “Preliminary Data Changes™).

2. Nolater than four business davs atter the written notice referenced above has been provided. BellSouth will conduet an industry
conference call at which time the affected parties as well as the Commission can ask questions about either the Proposed Data
Changes or the Preliminary Data Changes. The call will be conducted from 2:00 to 5:00 p.m. (Eastern Time).

3. Nolater than ten (10) business davs after the industry conference call, alfecied parties must file written comments with the

Commission to the extent they have objections or concerns about the Proposed Data Changes.

4. The Proposed Data Changes set forth in the written notice referenced above would be presumptively valid and deemed approved
by the Commission effective thirty (30) calendar days after that notice unless the Commission stafl directs BellSouth not to go
forward with the changes.
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