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CenturyLink™

October 15, 2015

VIA ELECTRONIC FILING

Ms. Carlotta Stauffer

Commission Clerk

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

RE: Docket No. 000121B-TP - Administrative filing to request revisions to CenturyLink’s
Performance Measurements Plan (PMP) in accordance with Order No. PSC-03-0067-PAA-TP

Dear Ms. Stauffer:

Embarq Florida, Inc. d/b/a CenturyLink (“CenturyLink”) hereby gives notice under Order
No. PSC-03-0067-PAA-TP that the Nevada Public Utilities Commission issued an Order in
Docket No.15-01046, approving revisions to CenturyLink’s performance measurement standards
(Attachment 1). The revisions approved by the Nevada Commission are the result of a stipulation
entered into by the parties to the Nevada Commission docket opened at CenturyLink’s request to
address legislation eliminating the statutory requirement for the performance measurement plan.

As adopted by the Nevada Commission, the proposed revisions to the PMP are effective
September 30, 2015. The significant changes adopted by the Nevada Commission' include:

e Revising reporting requirements so that, while the reporting period will remain
monthly, the reports will be provided quarterly.

e Revising the reporting requirements to focus on the products that CLECs are
currently ordering most, as well as those products requiring repair activity.

In compliance with Order No. PSC-03-0067-PAA-TP, CLECs and Commission staff are
allowed an opportunity to review the Nevada PMP changes before the staff brings a
recommendation to the Commission to implement them in Florida. Attached to this letter are a
copy of a revised edition of CenturyLink’s performance measures and standards reflecting the
Nevada PMP changes (Attachment 2); a red-lined version of the revised performance measures
and standards (Attachment 3); and a summary of the changes (Attachment 4). A copy of this
filing has been served to parties as shown on the attached Certificate of Service.

' The Nevada Commission also eliminated penalties under the Performance Incentive Plan that was
applicable only in Nevada.
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Thank you for your attention to this matter. If you have any questions, please call me or

Sandy Khazraee at 850-847-0173.

Sincerely,

/s/Susan S. Masterton
Susan S. Masterton

Enclosures

cc: Sandy Khazraee, CenturyLink
Beth Salak, FPSC
Keino Young, FPSC

SUSAN S. MASTERTON
Senior Corporate Counsel

315 S. Calhoun St., Suite 500
Tallahassee. FL 32031

Tel:  (850) 599-1560

Fax: (850) 224-0794
susan.masterton@centurylink.com


mailto:susan.masterton@centurylink.com

CERTIFICATE OF SERVICE

I HEREBY CERTIFY that a true and correct copy of the foregoing has been furnished by
electronic mail to all known parties of record this 15" day of October, 2015.

Kelley Corbari

Florida Public Service Commission
2540 Shumard Oak Blvd
Tallahassee, FL 32399-0850
kcorbari@psc.state.fl.us

Florida Cable Telecommunications
Assoc., Inc.

David A. Konuch

246 E. 6™ Avenue, Suite 100
Tallahassee, FL 32303
dkonuch@fcta.com

Time Warner Telecom of Florida, L.P.

Ms. Carolyn Ridley

2078 Quail Run Drive
Bowling Green, KY 42104
carolyn.ridley@level3.com

AT&T (GA)

Sonia Daniels

1200 Peachtree Street, #400
Atlanta, GA 30309
soniadaniels@att.com

AT&T Florida/TCG South Florida, Inc.

E. Edenfield/T. Hatch

c/o Elise McCabe

150 South Monroe Street, Suite 400
Tallahassee, FL 32301-1561
em4870@att.com

Gunster Law Firm

Charles A. Guyton/Kellie Scott
215 South Monroe St., Suite 601
Tallahassee, FL 32301
kscott@gunster.com

MegaPath Corporation
Mr. Gregory T. Diamond
7901 Lowry Blvd.
Denver, CO 80230-6906
gdiamond@covad.com

Pennington Law Firm

Peter Dunbar

P.O. Box 10095

Tallahassee, FL 32301
pete(@penningtonlawfirm.com

/s/ Susan S. Masterton
Susan S. Masterton
Senior Corporate Counsel
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ATTACHMENT 1

BEFORE THE PUBLIC UTILITIES COMMISSION OF NEVADA

Petition of Central Telephone Company d/b/a
CenturyLink for review and approval of its 2015
Performance Measurement Plan and approval to
remove its 2015 Performance Incentive Plan.

Docket No. 15-01046

N’ N N N’ N’

At a general session of the Public Utilities
Commission of Nevada, held at its offices
on September 30, 2015.

PRESENT: Chairman Alaina Burtenshaw
Commissioner Rebecca D. Wagner
Commissioner David Noble
Assistant Commission Secretary Trisha Osborne

ORDER

The Public Utilities Commission of Nevada (“Commission”) makes the following
findings of fact and conclusions of law:

L INTRODUCTION

Central Telephone Company d/b/a CenturyLink (“CenturyLink”) filed a Petition with the
Commission, designated as Docket No. 15-01046, for review and approval of its 2015
Performance Measurement Plan (“PMP”) and approval to remove its 2015 Performance
Incentive Plan (“PIP”).
IL SUMMARY

The Commission accepts the Stipulation, attached hereto as Attachment 1, and approves
CenturyLink’s Amended Petition as modified by the Stipulation.

1. PROCEDURAL HISTORY

* On January 29, 2015, CenturyLink filed the Petition.

¢ CenturyLink filed the Petition pursuant to the Nevada Revised Statutes (“NRS”) and the
Nevada Administrative Code (“NAC”) Chapters 703 and 704, including but not limited to NRS
704.6881 et seq. and NAC 704.680303 et seq.

* The Regulatory Operations Staff (“Staff ) of the Commission participates as a matter of right
pursuant to NRS 703.301.



£, TN bt s o = Ty W3R 0 B R T

DOCUMENT REVIEW ARND APPROVAL ROUTING

N e

}DRAFTEDBY: WAYD)
| FINAL DRAFT ON 39,15 “ 20 A u

' REVIEWED & APPROVED BY: DATE
[ 1 ADMIN/ASST, ( ) [
l§§ COMM / COUNSEL ﬁ@._‘fbﬂu 913414
[T] SECRETARY/ASST. SEC. [/
1 orrER ( ) [/




Docket No. 15-01046 Page 2

* On February 4, 2015, the Commission issued a Notice of Petition and a Notice of Prehearing
Conference.

* On February 25, 2015, Cox Nevada Telecom (“Cox”) filed a Petition for Leave to Intervene
(“PLTT”).

* On February 25, 2015, U.S. TelePacific Corp., MPower Communications, tw telecom of
Nevada LLC, Level 3 Communications LL.C, Telecommunications of Nevada LLC d/b/a XO

Communications, and Sprint Communications Company L.P. (collectively, “U.S. TelePacific et
al.”) filed a PLTI.

* On March 3, 2015, the Commission held a prehearing conference. CenturyLink, Cox, U.S.
TelePacific et al., and Staff made appearances.

* On March 5, 2015, the Presiding Officer issued a Procedural Order adopting a procedural
schedule.

* On March 6, 2015, the Presiding Officer issued Orders granting the PLTIs of Cox and U.S.
TelePacific et al.

* On June 1, 2015, CenturyLink filed an Amended Petition for Review of CenturyLink’s
Performance Incentive Plan and Performance Measurement Plan and Request to Deviate from

Certain Provisions of the Nevada Administrative Code.

* On June 5, 2015, the Commission issued a Notice of Amended Petition to Review
Performance Measurement Plan and Performance Incentive Plan.

* On July 1, 2015, CenturyLink filed direct testimony.
* On July 2, 2015, the Commission issued a Notice of Hearing.

* On August 7, 2015, CenturyLink, Cox, U.S. TelePacific et al., and Staff (hereinafter, “the
Parties”) filed a Stipulation Resolving All Issues.

* On September 24, 2015, the Commission held a hearing. BCP, CenturyLink, Cox, U.S.
TelePacific et al., and Staff made appearances. Exhibits 1-3 were accepted into the record.

IV.  STIPULATION
Parties’ Position

1. The Parties recommend that the Commission approve the revised PMP as set forth
in Exhibits A and B to the Stipulation. The proposed PMP removes the following measures:

a. Measure 6 — Average Jeopardy Notice Interval
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b. Measure 8 — Percent Completed within Standard Interval

c. Measure 12 — Percent Due Dates Missed Due to Lack of Facilities
d. Measure 13 — Delay Order Interval to Completion Date

€. Measure 18 — Average Completion Notice Interval

f. Measure 22 — Plain Old Telephone Service (“POTS”) Out of Service Less
than 24 hours

g. Measure 24 — Percent Blocking on Common Trunks

h. Measure 26 — Exchange Codes (“NXX) Loaded by Local Exchange

Routing Guide (“LERG”) Effective Date

i Measure 31 — Usage Completeness
j- Measure 32 — Recurring Charge Completeness
k. Measure 33 — Non-Recurring Charge Completeness

1. Measure 34 — Bill Accuracy

m. Measure 40 — Time to Respond to Collocation Request
n. Measure 41 — Time to Provide a Collocation Arrangement
0. Measure 42 — Percentage of Time Interface is Available
p. Measure 44 — Center Responsiveness
(Stip. at 3-4.)
2. In addition, the Parties recommend the following service group types/products be

removed from the PMP measures: Residential POTS, Integrated Services Digital Network Basic
Rate Interface (“ISDN BRI”), Private Branch Exchange (“PBX”), Digital Data Service (“DDS”),
Digital Service Level 1/Integrated Services Digital Network Primary Rate Interface (“DS1/ISDN

PRI”), Digital Service Level 3 (“DS3”), Voice Grade Private Line/Digital Service Level 0
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(“VGPL/DS0”), Unbundled Network Element (“UNE”) Loops Designed, Centrex, Projects.
(Stip. at 4.)

3. The Parties also recommend amending Measure 1, Average Response time to Pre
Order Queries, so that it remains for Electronic Submeasures only. Measure 30 will remain for
Bus POTS and UNE Loops only. Measure 42, Percentage of Time Interface is Available, shouid
be eliminated. Competitive local exchange carriers (“CLECs”) can call the interface help desk to
obtain information about its availability. (Stip. at 4-5.)

4. The Parties agree that the PMP can be amended regarding the frequency with
which monthly reports are posted to the external website. CenturyLink will continue to compile
results on a monthly basis but they will be posted to the external website on a quarterly basis.
(Stip. at 5.)

5. The Parties recommend changes to the sixth paragraph of the Reporting
Requirements section of the PMP as outlined in paragraph 1.f.i. of the Stipulation. (Sﬁp. at 5-6.)

6. The Parties agree to eliminate the PIP in its entirety. If necessary, the
Commission may still impose penalties under NRS 703.380. However, NRS 704.6881 will no
longer be applicable because the PIP will not be in place. Further, in the event a party believes a
PIP should be reinstated, it can request that the Commission do so under existing regulations.
(Stip. at 6.)

7. The Parties agree that CenturyLink will implement changes to its PMP and PIP
following the first full month after the Commission approves the Stipulation. (Stip. at 6.)
Commission Discussion and Findings

8. The Commission finds that the Stipulation complies with the requirements of

NAC 703.845, in that it settles only issues relating to the instant proceeding and does not seek
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relief the Commission is not otherwise empowered to grant. The Stipulation is a consensus
resolution of the issues pursuant to the Parties’ negotiations and is a reasonable recommendation
and resolution of the issues in this proceeding. Therefore, the Commission finds that it is in the
public interest to accept the Stipulation.

THEREFORE, it is ORDERED that:

I. The Stipulation filed by Central Telephone Company d/b/a CenturyLink, Cox
Nevada Telcom, LLC, Level 3 Communications LLC, MPower Communications Corp., Sprint
Communications Company L.P., tw telecom of Nevada, LLC, Telecommunications of Nevada
LLC d/b/a XO Communications, U.S. TelePacific Corp., and Regulatory Operations Staff,
attached hereto as Attachment 1, is ACCEPTED.

2. The Commission’s acceptance of the Stipulation does not constitute precedent
regarding any legal or factual issue.

3. The Amended Petition of Central Telephone Company d/b/a CenturyLink in
Docket 15-01046 is GRANTED as modified by the Stipulation.

1
I
I
1
/
I
I
I

I
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4. The Commission may correct any errors that have occurred in the drafting or

issuance of this Order without future proceedings.

By the Commission,
/i

ALAINA BURTENSHAW, Chairman

Breonirdey ~

REBECCA D. WAGNER, Commissioner

D A

DAVID NOBLE, Commissioner and

Presiding Officer
AMMCM___ W
4
TRISHA OSBORNE, @ﬁmﬁs Co,y,
Assistant Commission Secretary §o° %2
S3 ez
Dated: Carson City, Nevada = g-’ S=
=0 £
7.20-/5 % S
L S

%, OF N D-O}
(SEAL) i



ATTACHMENT 1



10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

[FILED WITH THE PUBLIC UTILITIES COMMISSION OF NEVADA - 8/7/2019

BEFORE THE PUBLIC UTILITIES COMMISSION OF NEVADA

In re Petition of Central Telephone Company
d/b/a CenturyLink for review and approval of
its 2015 Performance Measurement Plan and DOCKET NO. 1501046
Performance Incentive Plan.

STIPULATION OF THE PARTIES REGARDING
CENTURYLINK’S PERFORMANCE MEASUREMENT PLAN AND
PERFORMANCE INCENTIVE PLAN

Central Telephone Company d/b/a/ CenturyLink (“CenturyLink”), the Regulatory
Operations Staff (“Staff”) of the Public Utilities Commission of Nevada (“Commission™), Cox
Nevada Telcom, LLC (“Cox”), U.S. TelePacific Corp. (“TelePacific”), MPower
Communications Corp. (“MPower”), tw telecom of Nevada, LLC (“TWTC”), Level 3
Communications LLC, (“Level 3”) Telecommunications of Nevada LLC d/b/a XO
Communications, (“X0”) and Sprint Communications Company L.P. (“Sprint”) (CenturyLink,
Staff, Cox, TelePacific, Mpower, TWTC, Level 3, XO and Sprint are collectively referred to as
the “Parties”), hereby submit this Stipulation in full settlement of the matters at issue in
Commission Docket No. 15-01046.

RECITALS

WHEREAS, on January 29, 2015, CenturyLink filed a Petition with the Commission for
review and modification of its Performance Measurement Plan (“PMP”) and Performance
Incentive Plan (“PIP”), which Petition was designated by the Commission as Docket No. 15-
01046,

WHEREAS, on March 3, 2015, a duly noticed prehearing conference was held in this

matter;
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WHEREAS, on March 5, 2015, the Presiding Officer issued a Procedural Order outlining
the following procedural schedule: direct testimony by CenturyLink due on or before July 1,
2015; intervener direct testimony due on or before July 29, 2015; Staff direct testimony due on
or before August 19, 2015; CenturyLink rebuttal testimony due on September 2, 2015; and a
hearing to commence on September 24, 2015;

WHEREAS, on March 6, 2015, the Commission granted Petitions for Leave to Intervene
on behalf of Cox, TelePacific, MPower, TWTC, Level 3, XO and Sprint;

WHEREAS, Staff participates as a matter of right pursuant to NRS 703.301;

WHEREAS, after filing the Petition, the Nevada Legislature adopted SB 112, and it was
signed by the Governor on May 27, 2015. SB 112 became effective on July 1, 2015. SB 112
amended NRS 704.6881. Prior to SB 112, NRS 704.6881 had mandatory language requiring the
Commission to adopt regulations establishing standards of performance and reporting (the PMP),
and for penalties and expedited procedures for imposing penalties for actions inconsistent with
the PMP (the PIP). SB 112 changed the mandatory nature of NRS 704.6881 and now makes it
discretionary. On June 1, 2015, CenturyLink amended its filing and requested that its PIP be
removed in its entirety, and certain additional changes be made;

WHEREAS, CenturyLink filed direct testimony on July 1, 2015;

WHEREAS, the Parties have reached agreement regarding the review and modification
of CenturyLink’s Performance Measurement Plan and Performance Incentive Plan resolving all
issues in Docket No. 15-01046;

WHEREAS, on July 24, 2015 the parties requested that the Presiding officer vacate the

procedural schedule and testimony dates;
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WHEREAS, on July 24, 2015 the Presiding Officer granted the request to vacate the

testimony dates, and kept the hearing date of September 24, 2015, if needed, for parties to

explain the stipulation and answer any questions the Commission may have;

NOW THEREFORE, the Parties have entered into this Stipulation, which sets forth their

agreement to the terms for resolution of the issues in this docket, and request the Commission’s

approval of this agreement. Based on the mutual agreements reflected in this Stipulation, the

Parties agree as follows and request the Commission approve the agreement of the Parties as set

forth below:

1. Attached to this Stipulation as Exhibit A is CenturyLink’s Performance Measurement

Plan that includes changes, in a redlined format, to which the Parties have agreed. A

version with all of the changes accepted is attached as Exhibit B. The Parties agree

that the revised Performance Measurement Plan as set forth in Exhibits A and B shall

be approved in its entirety as CenturyLink’s Performance Measurement Plan for

Nevada. Changes to the PMP include the following:

a. The following measures are being removed from the PMP:

1

ii.

ii.

iv.

V.

Vi.

vii,

viii.

ix.

Measure 6 — Average Jeopardy Notice Interval

Measure 8 — Percent Completed within Standard Interval
Measure 12 — Percent Due Dates Missed Due to Lack of Facilities
Measure 13 — Delay Order Interval to Completion Date

Measure 18 — Average Completion Notice Interval

Measure 22 — POTS Out of Service Less than 24 hours

Measure 24 — Percent Blocking on Common Trunks

Measure 26 — NXX Loaded by LERG Effective Date

Measure 31 — Usage Completeness
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Xi.

Xii.

Xiil.

Xiv.

XV,

XVL

Measure 32 — Recurring Charge Completeness

Measure 33 — Non-Recurring Charge Completeness
Measure 34 — Bill Accuracy

Measure 40 — Time to Respond to Collocation Request
Measure 41 — Time to Provide a Collocation Arrangement
Measure 42 — Percentage of Time Interface is Available

Measure 44 — Center Responsiveness

measures:

1.

ii.

iii.

iv,

V.

Vi,

Vii.

Viii.

ix.

X.

Residential POTS
ISDN BRI

PBX

DDS

DS1/ISDN PRI

DS3

VGPL/DS0

UNE Loops Designed
Centrex

Projects

being amended:

L.

. The following service group types/products are being removed from the PMP

. In addition to the above amendments to the PMP, the following measures are

Measure 1 - Average Response time to Pre Order Queries. This

measure will remain for Electronic Submeasures only.
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Measure 30 — This measure will remain for Bus POTS and UNE

Loops only.

d. Measure 42 - Percentage of Time Interface is Available is being eliminated.

The information about EASE (the interface) availability can be determined by

the CLEC calling the EASE help desk. A CLEC can call the EASE help desk

and obtain the EASE availability.

e. The Parties agree the plan can be amended as it relates to the frequency that

monthly reports are posted to the external website. CenturyLink will continue

to compile results on a monthly basis. However, the reports will be posted to

the external website for viewing once a quarter versus monthly.

f. The sixth paragraph of the Reporting Requirements section of the PMP will

read as follows:

i

Raw data will be archived for a period of 24 months to provide an
adequate audit trail and will be retained with sufficient detail so that
CLECs can reasonably reconcile the data captured by the ILEC (for
the CLEC) with its own internal data. Furthermore, data that relates to
the ILEC's own performance will be retained, at a consistent level of
disaggregation comparable to that reported for the CLECs. The data
provided does not include exceptions that were previously permitted
for purposes of determining compliance for the performance incentive
plan. In the event any person attempts to use the data provided to
allege discrimination, CenturyLink may allege that the data does not
contain statistical analysis, small sample size and forgiveness

consistent with how it was done when the performance incentive plan
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was in place, and CenturyLink may raise it as defense and apply these

things in an effort to demonstrate non-discrimination.

. The Parties agree to eliminate the Performance Incentive Plan in its entirety.

. To the extent it is applicable, the Commission may impose penalties under NRS

703.380. NRS 704.6881 would no longer be applicable since the PIP will not be in
place. Further, in the event a party believes a PIP should be reinstated, it has the

ability to make that request under existing Commission regulations.

. CenturyLink will implement changes to its Performance Measurement Plan and

Performance Incentive Plan following the first full month after the Commission

approves this Stipulation.

. Although the hearing date has not currently been vacated, the Parties are not opposed

to the Presiding Officer vacating the hearing date after review of this agreement.

. The Parties agree that there is good cause to approve this Stipulation, including

Exhibits A and B, and elimination of the PIP, and the approval of such is in the public

interest, and is not contrary to statute.

. Time is of the essence of the matters addressed in this Stipulation.

. The Parties have each cooperated in the drafting and preparation of this Stipulation.

This Stipulation shall not be construed against any of the Parties.

. The Parties agree to cooperate with each other in presenting this Stipulation for

approval to the Commission and to take no action, direct or indirect, in opposition to

the request for approval.

10. This Stipulation is made upon the express understanding that it constitutes a

negotiated settlement. It is not severable. In the event this Stipulation is not accepted

in its entirety by the Commission, it shall be deemed to be withdrawn, without
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11.

12.

13.

14.

Dated:_08/07/15

prejudice to any claims or contentions that may have been made or are made in these
proceedings and shall not be admissible in evidence or in any way described or
discussed in any proceedings hereinafter. If this Stipulation is not accepted, the
parties request that the Commission set a new procedural schedule so as to allow the
parties the ability to complete and file testimony since the time spent on those efforts
was replaced with settlement negotiations.
This Stipulation does not preclude CenturyLink, or other Parties, from raising any
issues in future filings related to CenturyLink’s Performance Measurement Plan, or
another party’s request to reinstate a Performance Incentive Plan.
This Stipulation may be signed in one or more counterparts, all of which together
shall constitute the original document. This stipulation may be executed by
signatures provided by electronic transmission, which signatures shall be as binding
and effective as original signatures.
The parties signing below represent that they have authority to enter into this
Stipulation.
This Stipulation constitutes the Parties’ entire agreement with respect to
CenturyLink’s Performance Measurement Plan and Performance Incentive Plan, and
shall not be modified or amended except by written agreement of the parties.
Respectfully submitted,

CENTRAL TELEPHONE COMPANY
D/B/A CENTURYLINK

Ty S

Torry R. Somers
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Dated: g"é - /§

REGULATORY OPERATIONS STAFF OF THE
PUBLIC UTILITIES COMMISSION

Dated:

COXNEVADA TELCOM, LLC

Dated:

Margaret L. Tobias

U.S. TELEPACIFIC CORP.; MPOWER
COMMUNICATIONS CORP., TW TELECOM,
LLC, LEVEL 3 COMMUNICATIONS LLC,
TELECOMMUNICATIONS OF NEVADA LLC
d/b/a XO COMMUNICATIONS, AND SPRINT
COMMUNICATIONS COMPANY LP

Steven E. Tackes
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Dated:

Dated: (53] lvc@r \‘ S

Dated:

k/\AMa(gﬁ'et‘ @ias o J

' REGULATORY OPERATIONS STAFF OF THE

PUBLIC UTILITIES COMMISSION

Tammy Cordova

COX NEVADA TEDCOM, LLE7

P

o
o

U.S. TELEPACIFIC CORP.; MPOWER

COMMUNICATIONS CORP., TW TELECOM,
LLC, LEVEL 3 COMMUNICATIONS LLC,

" TELECOMMUNICATIONS OF NEVADA LLC

d/b/a XO COMMUNICATIONS, SPRINT

- COMMUNICATIONS COMPANY LP

Steven E. Tackes

’

end of document-
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Dated:

Dated:

Dated: g "é 29/ SV

end of document:

REGULATORY OPERATIONS STAFF OF THE
PUBLIC UTILITIES COMMISSION

Tammy Cordova

COX NEVADA TELCOM, LLC

Margaret L. Tobias

U.S. TELEPACIFIC CORP.; MPOWER
COMMUNICATIONS CORP., TW TELECOM,
LLC, LEVEL 3 COMMUNICATIONS LLC,
TELECOMMUNICATIONS OF NEVADA LLC
d/b/a XO COMMUNICATIONS, AND SPRINT
COMMUNICATIONS COMPANY LP

@en E. Tackes o
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CenturyLink Performance Measurement Plan

CenturyLink's Performance Measurement Plan

January-31, 2012

2042-2015 Nevada Performance Measurement Plan
January3+ 2042



CenturyLink Performance Measurement Plan

CenturyLink Performance Measurements

Public Utilities Commission of Nevada

20422015 Nevada Performance Measurement Plan
January-34; 20412



CenturyLink Performance Measurement Plan

TABLE OF CONTENTS

I.  EXECUTIVE SUMMARY

. PERFORMANCE MEASURES
® List of Performance Measurements
® Performance Measurements Report Requirements
® Reporting Process

1. SERVICE GROUP TYPES/SERVICE ORDER TYPES

IV. AUDITING

<

REVIEW PROCEDURES

VI. DEFINITIONS OF TERMS/ACRONYMS
VII. ATTACHMENTS

* Missed Appointment Codes

¢ Jeopardy Codes

¢ Disposition Codes

20122015 Nevada Performance Measurement Plan
January-3-+ 2012



CenturyLink Performance Measurement Plan

I. EXECUTIVE SUMMARY

Performance Measures Development Process

The Telecommunications Act of 1996 and the FCC's implementing rules require ILECs to
provide CLECs with nondiscriminatory access to OSS. In the August 1996 Local Competition
First Report and Order, the FCC commented, generally, that ILECs must provide CLECs with
access to the pre-ordering, ordering, provisioning, billing, repair, and maintenance OSS sub-
functions pursuant to the Act, such that CLECs are able to perform such OSS sub-functions in
"substantially the same time and manner” as the ILECs can for themselves.~ In August of 1997,
the FCC's Ameritech Opinion analyzed the nondiscriminatory access requirements of §251(c) to
a Bell Operating Company's (BOC’s) §271 application, and clarified that for those OSS
subfunctions with retail analogs, a BOC "must provide access to competing carriers that is equal
to the level of access that the BOC provides to itself, its customers or its affiliates, in terms of
quality, accuracy and timeliness."2 The FCC further clarified in the Ameritech Opinion that for
those OSS functions with no retail analog, a BOC must offer access sufficient to allow an
efficient competitor "a meaningful opportunity to compete."2

In mid -1997, the Public Utilities Commission of Nevada (Nevada PUC or Nevada Commission)
initiated Docket 97-9022 to address monitoring the performance of Operations Support Systems
(OSS). The stated goal of the Commission's proceeding is-was to investigate procedures and
methods necessary to determine whether interconnection, unbundled access and resale services
provided by incumbent local exchange carriers are at least equal in quality to that provided by
the local exchange carrier to itself or to any subsidiary, affiliate, or any other party.

The scope of the proceeding included measures, reporting, comparative analogs, benchmarks,
statistical tests, audits and incentives. The Nevada Commission initiated a series of workshops to
address many of these issues. The participating parties have worked in a collaborative fashion to
resolve as many issues as possible. Sprint filed a Performance Measurement Plan revision in
2002 which was approved by order of the Commission in Docket 02-1039. Another revision of
the plan was approved by order of the Commission 2003 in Docket 03-1041. This report is not
intended to address statistical tests and incentives.

During the 2015 legislative session, the Nevada Legislature approved bill SB112 with an
effective date of 7/1/2015. The legislation makes performance measures and penalties
discretionary, rather than mandatory.

! See, Implementation of the Local Competition Provisions in the Telecommunications Act of 1996, CC Docket No.
96-98, First Report and Order, 11 FCC Red 15499, 15763-64 [518] (1996) ("Local Competition First Report and
Order"), aff'd in part and vacated in part sub nom. Competitive Telecommunications Ass'n v. FCC, 117 F.3d 1068
(8th Cir. 1997) and Iowa Utilities Bd. v. ECC, 120 F.3d 753 (8th Cir. 1997), modified on reh'g, No. 96-3321 (Oct.
14, 1997) (Rehearing Order), petition for cert. granted, 118 S. Ct. 879 (1998).

2 See, In the Matter of Application of Ameritech Michigan Pursuant to Section 271 of the Communications Act of
1934, as amended, To Provide In-Region, InterLATA Services In Michigan, Memorandum Opinion and Order, 12
FCC Rcd 20543, 20618-19 [§139] (1997) (Ameritech Michigan Order), writ of mandamus issued sub nom. Iowa
Utils. Bd. v. FCC, No. 96-3321 (8th Cir. Jan. 22, 1998). ("Ameritech Opinion"); see also, In the Matter of
Application of Bellsouth Corporation, et al., for Provision of In-Region, InterLATA services in Louisiana
("BellSouth (Louisiana II) Opinion") CC Docket No. 98-121, FCC 98-271 (10-13-98), paragraph 87 (citing,
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Ameritech Opinion at 12 FCC Rcd 20618-19). See also, Ameritech Opinion at 131, wherein the FCC makes the
following statement regarding application of the §251(c) requirements to a BOC's §271 application:

"Because the duty to provide access to network elements under section 251(c)(3) and the duty to provide resale
services under section 251(c)(4) include the duty to provide nondiscriminatory access to OSS functions, an
examination of a BOC's OSS performance is necessary to evaluate compliance with section 271(c)(2)(B)(ii) and
(xiv)."

Notes:

These performance measures are not intended to create, modify, or otherwise affect parties’
rights and obligations. The existence of any particular performance measure, or the language
describing that measure, is not evidence that the CLECs are entitled to any particular manner of
access, that these measures relate solely to access to OSS, nor is it evidence that the ILEC’s
obligations to such access are defined elsewhere, including the relevant laws, FCC, and state
decisions/regulations, tariffs, and interconnection agreements.

Major Categories
Measurements developed to help assess the provision of non-discriminatory access to OSS and
other services, elements or functions were combined into the following broad categories:

¢ Pre-Ordering

Pre-ordering activities relate to the exchange of information between the ILEC and the CLEC
regarding current or proposed customer products and services, or any other information
required to initiate ordering of service. Pre-ordering encompasses the critical information
needed to submit a provisioning order from the CLEC to the ILEC. The pre-order
measurement reports the timeliness with which pre-order inquiries are returned to CLECs by
the ILEC. Pre-ordering query types include:

Address Verification

Request for Telephone Number
Request for Customer Service Record
Rejected/Failed Queries
Eaeilitv-Availabil

e Ordering

Ordering activities include the exchange of information between the ILEC and the CLEC
regarding requests for service, Ordering includes: (1) the submittal of the service request
from the CLEC, (2) rejection of any service request with errors and (3) confirmation that a
valid service request has been received and a due date for the request assigned. Ordering
performance measurements report on the timeliness with which these various activities are
completed by the ILEC, Also captured within this category is reporting on the number of
CLEC service requests that automatically generate a service order in the ILECs' service order
creation system.

20122015 Nevada Performance Measurement Plan ‘ 5
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* Provisioning

Provisioning is the set of activities required to install, change or disconnect a customer 's
service. It includes the functions to establish or condition physical facilities as well as the
completion of any required software translations to define the feature functionality of the
service. Provisioning also involves communication between the CLEC and the ILEC on the
status of a service order mcludmg any delay in meeting the commitment date-and-the-time-at
. Measurements in this category
evaluate the quahty of serv1ce installations_and: and- the eff1c1ency of the 1nstallat1on process—&ﬂd

¢  Maintenance

Maintenance involves the repair and restoral of customer service. Maintenance functions
include the exchange of information between the ILEC and CLEC related to service repair
requests, the processing of trouble ticket requests by the ILEC, actual service restoral and
tracking of maintenance history. Maintenance measures track the timeliness with which
trouble requests are handled by the ILEC and the effectiveness and quality of the service
restoral process.

¢ Network Performance

Network performance involves the level at which the ILEC provides services and facilitates
call processing within its network. The ILEC also has the responsibility to complete network
upgrades eff1c1ently Network performance is evaluated on the quahty of interconnection-and

* Billing

Billing involves the exchange of information necessary for CLECs to bill their customers, to
process the end user's claims and adjustments, to verify the ILEC's bill for services provided
to the CLEC and to allow CLECs to bill for access. Billing measures have been designed to
gauge the quality-timeliness and-everall-effeetiveness-of the ILEC billing processes
associated with CLEC customers.

2042-2015 Nevada Performance Measurement Plan 6
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¢ Database Updates

Database updates for direetory-assistancefistings-and-E911 include the processes by

which these systems are updated with customer information that has changed due to the
service provisioning activity. Measurements in this category are designed to evaluate the
timeliness and accuracy with which changes to customer information, as submitted to
these databases, are completed by the ILEC.

Auditing and Review Procedures

The parties have agreed to most procedures for auditing and review. Descriptions of these
procedures can be found in Sections IV and V.

Note: This Executive Summary is intended to provide a general background regarding
parties' negotiations of the OSS performance measures. The statements contained in the
Executive Summary are not intended to be binding on the parties and shall not be used for
such purposes.

Reservation of Rights

These reservations of rights do not negate the parties' agreement regarding performance
measures and standards as reflected in this settlement agreement.

Incorporating the performance measures into the interconnection agreements raises several
complex issues that require further consideration by the parties. This remains an open issue.

ILECs

2042-2015 Nevada Performance Measurement Plan 7
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| By agreeing to the performance measures contained in the Stipulation-AgreementPlan,
ILECs:

¢ do not admit that an apparent less-than-parity or falling below a benchmark condition
reflects discriminatory treatment without further factual analysis.

CLECs

I ¢ By executing this-Agreement Plan, CLECs do not agree with, endorse, or otherwise
concur in the terms of ILECs' reservation of rights.

¢ CLECs reserve the right to contend that ILEC compliance with the performance measures
| and standards in the Agreement-Plan does not conclusively demonstrate ILEC
compliance with the Telecommunications Act of 1996.

¢ CLECs reserve the right to contend that ILEC compliance with the performance measures
and standards does not conclusively demonstrate the existence of an open competitive
local market.

2042-2015 Nevada Performance Measurement Plan 8
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IL. Performance Measurements

Measurement
# Measurement Title
Pre-Ordering
01 Average Response Time to Pre Order Queries
Ordering
02 Average FOC Notice Interval
03 Average Reject Notice Interval
04 Percent of Flow-Through Orders
Provisioning
| 05 Percentage of Orders Jeopardized
06 AverageJeopardy Notice Interval
07 Average Completed Interval
| 0% Percent Completed Within-Standard Interval
11 Percent of Due Dates Missed
13 Delay-OrderInterval-to-Completion Date
15 Provisioning Trouble Reports Prior to Service Order Completion
17A Percentage Troubles in 5 Days for New Orders
| 13 Average-CompletionNotiee Jaterval
Maintenance
19 Customer Trouble Report Rate
20 Percentage of Customer Trouble Not Resolved Within Estimated Time
21 Average Time to Restore
| 2 POTS-Outof Servicet-essThan-24—Hours
23 Frequency of Repeat Troubles in 30-Day Period
Network
Performance
| 24 Percent-Blocking on-CommeonTrunks
25 Percent Blocking on Interconnection Trunks
| 26 NoX-Londed by LERG Effective Date
Billing
30 Wholesale Bill Timeliness
3+ Usage-Completeness
32 Reeurring-Charge-Completeness
33 NonReeurring-Charge-Completeness
34 Bill-Aeetraey
Database
Updates
38 Percent Database Accuracy
39 E911 MS Database Update Interval
| Collocation
40 Fime-to-Respend-to-a-ColocationRequest

26422015 Nevada Performance Measurement Plan
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a1 D Providea CollocationZ
Interface
ey P FTimotrtorface Tabl
44 Center Responsiveness
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CenturyLink Performance Measurement Plan

Pre-Ordering

Avera

Measure 1

ge Response Time to Pre-Order Queries

Sl o Nequtr ementt feSCHDION:,
Description The response interval for each pre-ordering query is determined by
computing the elapsed time from the ILEC receipt of the query from the
CLEC, whether or not syntactically correct, to the time the ILEC returns the
requested data to the CLEC.
Address Verification
Request for Telephone Number (TN)
Request for Customer Service Record
- Single Telephone Number
- BAN
¢ Rejected/Failed Queries
Method of All Electronic:
Calculation Sum ((Query Response Date and Time) — (Query Submission Date and
Time)) / (Number of Queries Submitted in Reporting Period)
Period)y] X100
Report Period Monthly Report, but provided Quarterly
Report Structure | Individual CLECs, CLECs in the aggregate, and ILEC affiliate.
I Reported By By query type and-by-interface-typer-ineludingfax
Geographic Level | Statewide
Measurable
Standards
Disaggregation Level €EEE Retail- Compearison-Stendard
All Electronic: Parity- Benchmark
Request for Address Verification RequestforAddress
Merification Diagnostic Oaly(no retail
comparison)
Request for Telephone Number Requestfor Diagnostic (no retail
Felephone-Number comparison)Oaty
Request for Customer Service Record - RequestforSingle Diagnostic (ng retail
Single Telephone Number FelephoneNumber comparison)onty
ESR
Request for Customer Service Record - Requestfor BAN Diagnostic (ng retail
BAN ESR comparison)Only
Rejected / Failed Queries Rejected/Pailed Diagnostic (no retail
Bueries omIpariso
28422015 Nevada Performance Measurement Plan 11
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Al-Manual:

ook Tahik

Requ Ie !".‘.a* Facility

Drarnerioonl

Business Rules

"

Elapsed time is measured in seconds for electronic pre-order requests.
Do H At H ap narad_with

0

¢ Elapsed time for fully electronic submeasures will be tracked during
scheduled interface availability hours.

¢ Exclude transactions that occur during OSS outages.

Notes

¢ Implementation of systems to comply with Federal National Portability
requirements will prevent the capability to query by NPA/NNX in 2002
to obtain Service Availability information as an independent query.
Service Availability information is available in Address Verification and
Customer Service Record queries.

. Sy el rabl des switehverifioats
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Ordering

Measure 2

Title: Average FOC Notice Interval

D&ri}itioh Measurs tnhe"aﬂverééé tlme:mfrom ec1 ofa v;111 service request to
returning a Firm Order Confirmation (FOC).
Method of All Electronic:
Calculation Sum ((Date and Time of FOC) - (Business Date and Time of Receipt of
Valid Service Request)) / (Number of FOCs Sent in Reporting Period)
Electronic/Manual Mix:
Sum ((FOC Date and Time) — (Receipt Date and Time of receipt of error
free order)) / (Number of FOCs sent)
| Report Period Monthly Report. but provided Quarterly
| Report Structure | Individual CLECs, CLECs in the aggregate, by H-EC-(if analog-appliesy-and
ILEC affiliates.
Reported By * Electronically received/electronically handled
¢ Electronically received and manually handled
¢ By Service Group Type
Geographic Level | Statewide
Measurable Disaggregation Level eLEe Retail-Comparison sunderd
Standards RESALE .
Parity ——————Benehmark
Bus POTS BusRPOTS 3 i
. Diagnostic |, .
gﬁﬂiﬁiﬁfwm Mix (no retail —2he
comparison)
ISDNBRI ISDN-BRI
————— Al Blectrenie
oM amal Mi 42 hes
CENEREX CENTREX
— Al Eleetronie
Eloetronie/Maruat-Mix b
PBX BBX
24-bes
. .
ntelligent FOC
PbS DbS
—— Al Elecironie TBb
—————FleetronicAvianualMix 36—-business-hrs
DSHASDN PRI DSHASDNPRI
— AW Eleetronie b
Eteetronic/anuatMix 36-businesshes
Ds3 B3
Adt-Elestroni FBD
—————FleetronieAvanaal-Mix 3&-basinesshrs
VGPL/DSe VGPLADSO
— Al Eleewronie BP
BieetronieManuatMix 36 bucineorhre
UNBUNDLED NEFWORK BLEMENTS
Blind FOC
UNE Loops Non-Designed UNELeops Dia l’lOStiC
2042-2015 Nevada Performance Measurement Plan 13
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All Electronic Noa-Designed 3 3G-smins
Electronic/Manual Mix ﬁm +2-hrs
comparison)
UNE Loops xDSL Provisioned ENE+Loops»xBSE : :
All Electronic Provisiened _DLagII_OS_t_IQ 30-ming
Electronic/Manual Mix (no retail 12hes
comparison
LNP NP ; ;
All Electronic mg'ml‘g 20-ming
Electronic/Manual Mix (no retail $2-hes
comparison
Intelligent FOC
—AdElecironie Designed Bb
——Eleetronie/Manual Mix 36-businesshrs
EELS EELS P T
All Electronic mgn—()s’u_c TBD
Electronic/Manual Mix (no retail 36 business-hes
comparison)
UNEDedieated-Fransport
UNE DS1/ISDN PRI i i
All Electronic D1agn0§tlc
Electronic/Manual Mix (no retail
comparison)
UNEDS3 UNEDS3
Adl-Eleetsonio TBD
—————FieetronicAManual Mix 6-businesrhry
IntereannectionTrunks Intereonneetion
—All Eleetronie Tranks TBD
PROJECTS
—AdtEleotranie Diagnestie-Only
Electromi Mol Mi
Business Rules ¢ Elapsed time calculated in business hours and excludes non-business
days and ILEC published holidays.
¢ The start time of requests received after the end of the business day will
be the beginning of the next business day. Business day is defined as
published hours of operation for the ILEC ordering center.
Excludes Loop Pre-Qualification queries that are processed as LSRs.
Manually received and handled FOCs not included.
Denominator includes all FOCs sent regardless of receipt and response
time.
® CLEC to CLEC conversions are not included in the elapsed time of FOC
response for LNP Service Group Type.
Notes ® None at this time.
20422015 Nevada Performance Measurement Plan 14
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Ordering

Title:

Average Reject Notice Interval

Measure 3

Description Reject interval is the elapsed time between the ILEC receipt of an order
from the CLEC to the ILEC return of a notice of a rejection to the CLEC.
Method of All Electronic:
Calculation Sum((Business Date and Time of ILEC Transmission of Order Rejection) -
(Business Date and Time of Order Receipt)) / (# of Mechanized Orders
Rejected)
Electronic/Manual Mix:
Sum((Business Date and Time of ILEC transmission of Order Rejection) —
(Business Date and Time of Order Receipt)) / (# of Electronic/Manual
Orders Rejected)
| Report Period Monthly Report, but provided Quarterly
Report Structure | Individual CLEC, CLECs in the aggregate, and ILEC Affiliates
Reported By  Electronically received, electronically handled
¢ All interfaces
* Resale orders and Facility based UNE orders
¢ FElectronically received, manually handled
e All interfaces
¢ Resale orders and Facility based UNE orders
Geographic Level | Statewide
Measurable
Standards
Disaggregation Level Retait Comparison Standard
Pority ——RBenehmark
PR Diagnostig |
(no retail
comparison)
BleoronicMamua Mis Diagnostie |
comparison)
Business Rules Elapsed time calculated in business hours. Excludes non-business days
and ILEC published holidays.
Calculation of requests received after the end of the business day starts
at the beginning of the next business day. Business day is defined as
published hours of operation for the ILEC ordering center.
Exclude rejects when the PON is received after business hours and
processed prior to the beginning of the next business day.
Exclude Loop Pre-Qualification queries created as service orders.
Notes None at this time.
20422015 Nevada Performance Measurement Plan 15
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| Ordering Measure 4
Title: Percent of Flow-Through Orders
Description Measures the percentage of mechanized service orders processed on a flow
through basis. The definition of Flow-through for the intent of this measure
is to reflect those orders that are able to get to the Firm Order Confirmation
status without manual intervention.
Method of [(Number of valid electronically received orders that flow-through without
Calculation manual intervention) / (Total valid electronically received service orders)] x
100
| Report Period Monthly Report, but provided Quarterly
Report Structure | Individual CLECs, CLECs in the aggregate, and ILEC Affiliates
Reported By ¢ Orders that flow through as a percentage of
all electronically received orders
s By Service Group Types
Geographic Level | Statewide
Measurable
Standards
Disaggregation Level EEEC Competitive-Standard
Resale Parity————Benchmark
Bus POTS BusPOTS Diagnostic (no | Diagrestie-Onty
retail
comparison)
UNBUNDLED NEFWORK
ELEMENTS
ONE-+oeops
UNE Loops Non-Designed ENE-Leops—Nen-Designed Diagnostic (no | Diagnestie-Only
retail
comparison)
UNE Loops xDSL Provisioned UNE-Loops-xDSk-Provistored | Diagnostic (no | Diagnestie-Only
retail
rg‘:)mgaﬁson;
EELS EELS iaggostic (no | Diagneste-Only
retail
comparison)
UNE DS1/ISDN PRI UNE DSHASDN PRI Diagnostic (no | Diegrostie-Only
retail
greg;lgaﬁgog )
LNP BENp Diagnogtic (no | Diagrestie-Only
retail
comparison)
Business Rules ¢ Excludes Loop Pre-Qualification queries.
20422015 Nevada Performance Measurement Plan 16
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I Notes | ¢ None at this time. J

Provisioning Measure 5

Percenta

Descr/ibiion, T Per y htagé ‘(;f total o;ders processed for wh1ch tﬁe ILEC hteé the CLEC ]
that the work will not be completed by the due date committed on the FOC.
Method of (Number of Orders Jeopardized) / (Number of Orders Completed) x 100
Calculation
\| Report Period Monthly Report, but provided Quarterly
Report Structure | Individual CLEC, CLECs in the aggregate, ILEC and ILEC Affiliates
Reported By By service group type
Geographic Level | Statewide
| Measurable CenturyLink isrequired-tewill provide a retail analog for this measurement.
Standards
| Disaggregation Level CLEC Retail Comparison Standard
- Pasi Beschmal
Bus POTS Bus POTS Bus POTS
Diagnostic
(Expectation
retail)
ISDN-BRI ISBNBRI ISON-BRI
CENFREX CENTREX CENTREX
PBX PBX PBX
BbS BbS Db
DSIASDN-PRI DSHASPNPRE DSHISDN-PRI
DS3 Ds3 DS3
VGPLASE VGPLDS0 VGRL/ASH
UNBUNDLED NETWORK ELEMENTS
ENE-Loeps
UNE Loops Non-Designed BNE+eops Bus. POTS
Nen-Designed Dispatched
Diagnostic
(Expectation
; parity with
retail)
Designed
UNE Loops - xDSL BNE+Loops—xDSE | Bus POTS
Provisioned Provisioned Dispatched
ReteitxDSE
2042-2015 Nevada Performance Measurement Plan 17
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Diagnostic
(Expectation
retail

EELS EELS

D83, DS1/ASDN
PRI, VGPL/ DS0O

Diagnostic
(Expectation
retail)

UNE DS1/ISDN PRI

DS1/ISDN PRI

Diagnostic
(Expectation
retail)

UNEDBS3 BNEDS3

bBs3

Business Rules

Excludes delays for customer reasons.
¢ Excludes Loop Pre-Qualification queries.

Notes

® None at this time.
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Proyisioning Measure 7

Tit.- Average Completed Interval

Description Average business days from receipt of valid, error-free service request to
completion date in service order system for new, move, and change orders.
Method of (Total business days from receipt of valid, error-free service request to
Calculation completion date in service order system for new, move and change orders) /
(Total new, move and change orders)
| Report Period Monthly Report, but provided Quarterly
Report Structure | Individual CLEC, CLECs in the aggregate, by ILEC, and ILEC Affiliates
Reported By By service group type and field work/no field work where applicable.
Geographic Level | Statewide
|| Measurable CenturyLink isrequired-tewill provide a retail analog for this measurement.
Standards
| Disaggregation Level €EEC Retail Comparison Standard
Resale Parity ——————Benehmark
Res POTS Res POTS Rev ROTS
Bus POTS Buas POTS Bus POTS
Diagnostic
(Expectation
retail)
ISDNBRI ISBN BRI ISDN-BRI
CENTREX CENTREX CENTREX
BBX BBX PBY
DDS DBS DDS
DSHISDN BRI DSIASDN-PRI DSHASDN-PRI
Ds3 BS3 BS3
VGPL/DSO VGPL/DSO VGPLDSS
UNBUNDLED NETWORK ELEMENTS
UNE Loops
UNE Loops Non-Designed Bus. POTS
Dispatched
Diagnostic
(Expectation
: parity with
retail)
Weorle Designed—Ne
Field-Work
Woske
UNE Loops - xDSL Provisioned — No ENELoops—xBSE 3.5-Pays
Field Work Provisioned—Ne i ;
ield Wor i D1agno§tlc
H (no retail
comparison)
UNE Loops - xXDSL Provisioned — Bus. POTS
Field Work Dispatched
Diagnostic
(Expectation
20122015 Nevada Performance Measurement Plan 21
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: parity with
retail)
EELS EELS DSI/ISDN PRI,
DS3, VGPL/DSO
Diagnostic
(Expectation
retail)
UNE DS1/ISDN PRI UNEDSHASBN | DSI/ISDN PRI
PRE Diagnostic
(Expectation
retail)
DNEDS3 UNEDS3 Ds3
p e . e STTYWT—
Fronks Fruns
Business Rules ¢ Excludes customer requested due dates beyond interval offered, and
orders delayed for customer reasons.
® For UNE Loop services, feature only orders are excluded from the retail
analog.
Excludes Loop Pre-Qualification queries.
The start time of requests received after the end of the business day will
be the beginning of the next business day.
Notes ® None at this time.
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Provisioning

Title

il

.
)
j

Percent of Due Dates Missed

Measure 11

Descriptionm Measures the percent of new, move and change orders where installation
was not completed by the due date.
Method of [(Total Number of Missed Due Dates Due to ILEC Reasons for New, Move
Calculation and Change Orders) / (Total Number of Completed New, Move and Change
Orders)] x 100
| Report Period Monthly Report, but provided Quarterly
Report Structure | Individual CLEC, CLECs in the aggregate, by ILEC, and ILEC Affiliates
Reported By By service group type and Field Work/No Field Work as appropriate
Geographic Level | Statewide
Measurable CenturyLink is-required-tewill provide a retail analog for this measurement.
Standards
| Disaggregation Level ELEC Retail-ComperisonStandard
Resale Parity———————Benehmark
Bus POTS BasPOTFS Bus POTS
Diagnostic
(Expectation
retail)
ISDN-BRI ISDN-BRI ISDN-BRI
CENTREX CENTREX CENIREX
PBX EBX PEX
DDS BbS DDS
DSIASHN BRI DSHASDN-PRI DS HISDN BRI
DS3 DS3 DS3
NGPL/DSO VGRLDS0 VGPLDSe
UNBUNDLED NETWORK ELEMENTS
ONELoops
UNE Loops Non-Designed BiNE-Eoops Bus. POTS
NenDesigred Dispatched
Diagnostic
(Expectation
retail)
Wk Designed—No
Eield-Work
Work
UNE Loops - xDSL Provisioned UNELoeps—xDSE | Retail-xBSE Bus.
Diagnostic
(Expectation
: parity with
retail
2042-2015 Nevada Performance Measurement Plan 25
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EELS

EEES

DS1/ISDN PRI,
DS3, VGPL/DSO

Diagnostic
(Expectation
: parity with
retail)

UNE-Dedieated Transport

UNE DS1/ISDN PRI

DS1/iSDN PRI
Diagnostic
(Expectation
retail)

UNEDS3

bs3

Interconnection Trunks

ILEC Dedicated
Trunks

Diagnostic
(Expectation

retail)
Business Rules ¢ Excludes customer requested due dates beyond interval offered, and
orders delayed for customer reasons.
¢ All available due dates are reported, except those missed due to
customer reasons.
¢ For UNE Loop services, feature only orders are excluded from the retail
analog.
Excludes cancelled orders.
Excludes Loop Pre-Qualification queries.
Notes ¢ CenturyLink will provide disaggregation by Missed Appointment

Reason codes as diagnostic data upon raw data request.
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Provisioning Measure 15
Title: Provisioning Trouble Reports Prior to Service Order
Completion
Description Measures the percent of troubles that are reported (via customer or
indirectly by CLEC) that occur during the provisioning process.
Method of [(Total number of trouble reports that occur from the time of service order
Calculation creation, up to and including the date of service order completion) / (Total
Number of service orders completed in reporting period)] x 100
Report Period Monthly Report, but provided Quarterly
Report Structure | Individual CLEC, CLECs in the aggregate, ILEC, and ILEC Affiliates
Reported By ¢ By ResaleBusiness POTS, UNE Loop Non-Designed, ;-and LNP
e By Affecting Service and Out of Service
Geographic Level | Statewide
Measurable CenturyLink willis-required-te-provide a retail analog for this measurement.
Standards
Disaggregation Level EEEEC Retail-Comparisen-Standard
Recal Parity- Benehmark
ResPots-Bus Pots ResPOTSBus ResPOFSBus
ROTS POTS
Diagnostic
(Expectation; parity
with retail)-Onby
UNBUNDLED NETWORK ELEMENTS
UNELeops
—UNE Loops Non-Designed UNE-Loops B1 Dispatch Non-
Non-Designed Designed
Diagnostic
with retail)-Onty
LNP N LNP
Diagnostic
with retail) Ondy
Business Rules Excludes CPE and IEC/IXC/CLEC caused troubles.
Excludes Subsequent reports.
Excludes Message Reports (circuit reports for which ILEC has no
records).
Excludes ILLEC employee generated reports.
Notes None at this time.
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Provisioning Measure 17a

Title: Percentage Troubles in 5 Days for New Order

Description Measures the percent of network customer trouble reports received within 5
calendar days of service order completion.

Method of [(Total Number of Customer Trouble reports received within 5 calendar
Calculation days of service order completion) / (Total Number of new, move and
change completed orders)] x 100

Report Period Monthly Report, but provided Quarterly

Report Structure | Individual CLEC, CLECs in the aggregate, ILEC, and ILEC Affiliates
Reported By By service group type

Geographic Level | Statewide

Measurable CenturyLink is-required-towill provide a retail analog for this measurement.
Standards

Disaggregation Level CLEC Retail-Comparisen-Standard

R 1 Paﬂtt—'—_‘“—Beﬂm.
Bus POTS BusPOTS Bus POTS

Diagnostic
Expectation
: parity with
retail)
UNE Loops Non-Designed UNEoops Res and Bus POTS
Nen-Designed Diagnostic
Expectation
: parity with
retail)
Designed VGPLDSH
UNE Loops - xDSL. Provisioned PrELeops—xDSE | Retad—DBSERes
Provisioned and Bus POTS

Diagnostic
(Expectation
retail)
EELS EELS DS1/ISDN PRI,
DS3, VGPL/DSO
Diagnostic
(Expectation
retail)

UNE-Dedieated Transport

UNE DS1/ISDN PRI BE-DSHASDN DS1/ISDN PRI
FRE Diagnostic
(Expectation
retail)
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UNEDS3 UNEDS3 bs3

Y LNP
Diagnostic
(Expectation
retail)

Business Rules

Excludes CPE and IEC/IXC/CLEC caused troubles.

Excludes troubles associated with inside wire.

Excludes Trouble Reports Received on the Due Date

Excludes cancelled tickets.

Excludes Subsequent reports.

Excludes Message Reports (circuit reports for which ILEC has no
records).

Excludes ILEC employee generated reports.

Excludes Loop Pre-Qualification queries.

Includes trouble tickets that were received during the reporting period.

Notes

CenturyLink will provide disaggregation by Maintenance Disposition
codes as diagnostic data upon a request for raw data.
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STORING Measure18
79 TVEC
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Maintenance Measure 19

Title: ustomer Trouble Report Rate

Description Measures the total number of network customer trouble rerts received
within a calendar month per 100 circuits/UNEs.
Method of [(Total Number of Customer initial and repeat network trouble reports) /
Calculation (Number of access lines/circuits/UNEs in service at the end of the reporting
period)] x 100
Report Period Monthly Report, but provided Quarterly
Report Structure | Individual CLEC, CLECs in the aggregate, ILEC, and ILEC Affiliates
Reported By By service group type
Geographic Level | Statewide
Measurable CenturyLink isrequired-tewill provide a retail analog for this measurement.
Standards
Disaggregation Level ELEE Retnit-Comparison-Standard
Resale Poriep ——— Benehmark
Bus POTS BesPOTS Bus POTS
Diagnostic
parity with
retail )biegnostie-Only
SONBN EONBRE SDNBRI
e ol
CENTREX CENIREX CENTREX
A
PBY PBX PBX
M ostic.O
PbS B5S DbS
D ostieOnt
DSASDNPRE BSHISONERI DSHISDN PRI
NP
DS3 Bs3 BS3
B ostie-Onl
VGRLASSH VGPLDSO VGRL/DSH
UNBUNDLED NETWORK
ELEMENTS
ENELeops
UNE Loops Non-Designed ENE-Eoeps Res and Bus POTS
Non-Designed Diagnostic
parity with
UNE Loops - xDSL Provisioned | BNE-Loeeps—xbSE Retail-xDSE
Provisioned es and Bus POTS
Diagnostic
parity with
EELS EELS DSI/ISDN PRI, DS3,
VGPL/DS0
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Diagnostic
(Expectation:
parity with

retail )biegnestic Onty

UNE Dedieated Fransport

UNE DS1/ISDN PRI

DS1/ISDN PRI
Diagnostic
(Expectation:
parity with

retail )biegnostie Oaly

UNE DS3

DS3
Diagnostic
(Expectation:
parity with

retail )biagnestie-Onty

Interconnection Trunks

ILEC Dedicated Trunks
Diagnostic
parity with

retail )biagnestieOnly

NP
Diagnostic
parity with
retail )biegnostie-Only

Business Rules

Excludes CPE and IEC/IXC/CLEC caused troubles.

Excludes Subsequent reports.
Excludes Message Reports (circuit reports for which ILEC has no

records).

Excludes canceled trouble tickets.

Excludes ILEC employee generated reports.
An LNP trouble is excluded from duplicate reporting in another service

group type.

Notes

¢ CenturyLink will provide disaggregation by Maintenance Disposition

codes as diagnostic data upon a request for raw data.
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Maintenance Measure 20
Title: Percentage of Customer Trouble Not Resolved Within
Estimated Time

Description Measures the percent of trouble reports not cleared by the commitment time.
Method of [(Total network trouble reports not cleared by the commitment time for
Calculation ILEC reasons) / (Total network trouble reports completed)] x 100

\| Report Period Monthly Report, but provided Quarterly

Report Structure | Individual CLEC, CLECs in the aggregate, ILEC, and ILEC Affiliates

Reported By e By service group type
® By dispatch and no dispatch

Geographic Level | Statewide

| Measurable CenturyLink is-required-towill provide a retail analog for this measurement.
Standards

| Disaggregation Level ELECe Retail-Comparisen-Standard
Resale Parity —————Benehmark

Bus POTS BusPOFS Bus PdTS
Diagnostic
(Expectation
retail )biagnoss
eOnly

UNE Loops Non-Designed BNELeops Res and Bus POTS
Nea-Designed Diagnostic
(Expectation
retail)biegaost
eOnly

Designed VGRLBSH
Dinerantio Ont

UNE Loops - xDSL Provisioned UNE-toops—xDSE | Reteil—+bSERes
Diagnostic
(Expectation
retail ybiagness
«Only

EELS EELS DS1/ISDN PRI,
DS3, VGPL /DSO

Diagnostic
(Expectation
: parity with
retail )biagnoss
eOnly

UNEDedieated-Franspont
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UNE DS1/iSDN PRI DS1/ISDN PRI

Diagnostic
(Expectation
retail )biegnost
-Only

UNE DS3 DS3

Diagnostic
(Expectation
retail )biagnoss
-Only

Interconnection Trunks

TLEC Dedicated
Trunks

Diagnostic
(Expectation

retail }biagnoss
eOnly
LNP LNP
Diagnostic
(Expectation
: parity with
retail)
Business Rules Excludes CPE and IEC/IXC/CLEC caused troubles.
Excludes Subsequent reports.
Excludes Message Reports (circuit reports which ILEC has no records
on).
* Excludes ILEC employee generated reports.
¢ Excludes customer caused misses.
¢ Excludes canceled trouble tickets.
¢ Includes LNP NXX Code Opening Troubles.
¢ An LNP trouble is excluded from duplicate reporting in another service
group type.
Notes ¢ CenturyLink will provide disaggregation by Maintenance Disposition

codes as diagnostic data upon a request for raw data.
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Maintenance Measure 21

Title: Average T

ime to Restore

Description Measures the average duration of customer trouble reports from the receipt
of the customer trouble report to the time the trouble is cleared.
Method of (Total duration of customer network trouble reports) / (Total customer

Calculation network trouble reports)

Report Period Monthly Report, but provided Quarterly

Report Structure | Individual CLEC, CLECs in the aggregate, ILEC, and ILEC Affiliates
Reported By ¢ By service group type

® By dispatch and no dispatch

Geographic Level | Statewide

Measurable CenturyLink isregquired-towill provide a retail analog for this measurement.
Standards

Disaggregation Level ELEC Retall-ComparisenStandard

D 1. %————Beﬁm‘
Bus POTS BusPOTS Bus POTS

Diagnostic
(Expectation
retail)

UNE Loops Non-Designed BNE-+eops Res and Bus POTS
Non-Designed Diagnostic
(Expectation
: parity with
retail)
Designed VGRLDSH

UNE Loops - XDSL Provisioned UNE+Loeps—*DSE | Retail xDSE
Provisioned Res and Bus POTS

Diagnostic
(Expectation
retail)

EELS EELS DS1/ISDN PRI,
DS3, VGPL/ DSO

Diagnostic
(Expectation

arity with
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retail)
UNE Dedieated Fransport

UNE DS1/ISDN PRI ONEDSHASDN DS1/ISDN PRI
BRI Diagnostic
(Expectation
: parity with
retail)

UNE DS3 ONEDS3 DS3
Diagnostic
(Expectation
retail)

Interconnection Trunks Interconneetion ILEC Dedicated
Franks Trunks

Diagnostic
(Expectation
retail)

LNP LNP
Diagnostic
(Expectation
: parity with
retail)

20122015 Nevada Performance Measurement Plan
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Business Rules

Excludes CPE and IEC/IXC/CLEC caused troubles.

Excludes Subsequent reports.

Excludes Message Reports (circuit reports which ILEC has no
records on).

Excludes ILEC employee generated reports,

Excludes canceled trouble tickets.

Includes LNP NXX Code Opening troubles.

An LNP trouble is excluded from duplicate reporting in another
service group type.

Elapsed time is measured on a 24-hour-a-day, seven-days-a-week
basis.

Notes

CenturyLink will provide disaggregation by Maintenance
Disposition codes as diagnostic data upon a request for raw data.
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i
Maintenance Measure22
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Maintenance Measure 23

Description Measures the percent of customer network trouble reports received within
30 calendar days of a previous report.

Method of [(Total customer network trouble reports received within 30 calendar days
Calculation of a previous customer report) / (Total customer network trouble reports)] x
100

Report Period Monthly Report, but provided Quarterly

Report Structure | Individual CLEC, CLECs in the aggregate, ILEC, and ILEC Affiliates
Reported By By service group type

Geographic Level | Statewide

Measurable CenturyLink isrequired-towill provide a retail analog for this measurement.
Standards

Disaggregation Level ELEE Retail-Comparison-Standard

Resale Parity———————Benchmark
Res—ROTS Res—POTS Res—POTS
Bus POTS BusPOTFS Bus POTS

Diagnostic
(Expectation
: parity with
retail)

UNE Loops Non-Designed BE-Leops Res and Bus POTS
Nen-Designed Diagnostic
(Expectation
retail)
Designed VGPL/DSH

UNE Loops - xDSL Provisioned YNELoeps—sBSE | Reted—=DSERes
Provisiened and Bus POTS

Diagnostic
(Expectation
retail)

EELS EEES DS1/ISDN PRY,
D83, VGPL/DS0O

Diagnostic
(Expectation
retail)

UNE DS1/ISDN PRI ONEDSHSDMN DS1/SDN PRI
ERE Diagnostic
(Expectation
retail)

UNE DS3 UNEDS3 DS3
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Diagnostic
(Expectation
retail)

Interconnection Trunks

ILEC Dedicated
Trunks

Diagnostic
(Expectation
: parity with
retail)

LNP
Diagnostic
(Expectation
retail)

Business Rules

Excludes CPE and IEC/IXC/CLEC caused troubles.

Excludes troubles associated with inside wiring.

Excludes Subsequent reports.

Excludes Message Reports.

Excludes canceled trouble tickets,

An LNP trouble is excluded from duplicate reporting in another service
group type.

Excludes ILEC employee generated reports.

Includes LNP NXX Code Opening troubles.

Notes

CenturyLink will provide disaggregation by Maintenance Disposition
codes as diagnostic data upon a request for raw data.
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NetworlPerformance Measure24
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fanuary-31; 2042

Network Performance Measure 25
Title: Percent Blocking on Interconnection Trunks
Description Measures the total percent of blockage on final dedicated interconnection
trunk groups, exeeeding1%-bloeckage:
Method of [(Total blocked calls across all final dedicated interconnection trunk groups
Calculation per CLEC) / (Total call attempts count across all final dedicated
interconnection trunk groups per CLEC)] x 100
Report Period Monthly Report, but provided Quarterly
Report Structure | Individual CLEC, CLECs in the aggregate, and ILEC Affiliates
Reported By State
Geographic Level | Statewide
Measurable
Standards
Disaggregation Level €LEC Retail-Compearison-Standard
Posi Benehmasl
Statelnterconnection Trunks Interconneetion Diagnostic o
Trunle (no retail Drgnosic Only
comparison)
Business Rules ¢ Only measured on trunks where ILEC has outgoing traffic to CLECs
and where ILEC controls trunk capacity.
® Threshold exception trunk detail.
¢ Internal traffic data collection procedures exclude force majeure (Acts
of God, Natural Disasters, etc.).
¢ Excludes the maintenance window (12am local time to 6am local time).
¢ Applies to those trunks where the ILEC has augmentation control.
* Does not apply when trunks are provisioned as two-way trunks.
Notes * Measured by:
- Total trunk groups
- Threshold exceptions
- ILEC end office to CLEC end office
- ILEC tandem to CLEC end office
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Network Performanece— Measure-26
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Billing Measure 30

Title: Wholesale Bill Timeliness

[

f [

Description This measure captures the elapsed number of calendar days between the
scheduled close of a Bill Cycle and the ILEC’s transmission availability of
the associated invoice to the CLEC.

Method of [(Count of Invoices where difference between distribution date and bill date
Calculation is less than or equal to 10) / (Count of Total Invoices Distributed within the
Reporting Period)] x100

I Report Period Monthly Report, but provided Quarterly

Report Structure | Individual CLEC, CLECs in the aggregate, and by ILEC Affiliates
Reported By ® Bus POTS Resale

¢ UNE Loops

o Facilitiesk .

Geographic Level | Statewide

Measurable
Standards
I Disaggregation Level €LEC Retail-Comparisen-Standard
Parity———————— Benehmark
Bus POTS Resale CLECInvoieces Diagnostic (no 99%-within10
retail comparison) | eslendardays
UNE Loops EEEC- Inveiees Diagnostic (no 0% within 10
retail comparison) | eslendardays
yeT - T TS —— i ts
enlendar-days
Business Rules ¢ Includes only mechanized bills.
Excludes paper bill, magnetic bill, CD ROM bill or Custom Bill diskette
bill.
Notes ¢ None at this time.
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Billing Measure-32
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Billing Measure-33
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Database Updates

Measure 38

Title:

Percent Database Accuracy

Description The percentage of E911 records that were updated by CenturyLink in error.
The data required to calculate this measurement will be provided by the CLEC.
The CLEC will provide the number of records transmitted and the errors
found. CenturyLink will verify the records determined to be in error to
validate that the records were input by CenturyLink incorrectly. An update is
completed without error if the database completely and accurately reflects the
activity specified on the order submitted by the CLEC.
¢ E911 Databases
Method of [(Count of Updates Completed without error) / (Count of Updates Completed)]
Calculation x 100
| Report Period Monthly Report, but provided Quarterly
Report Structure | Individual CLECs, CLECs in the aggregate, by ILEC (if analog applies) and
by ILEC Affiliates
Reported By For E911 Database:
¢ Service Order generated updates
* Direct gateway input
Geographic Level | Statewide
Measurable CenturyLink is-required-towill provide a retail analog for certain levels of
Standards disaggregation for this measurement.
Disaggregation Level CEEE Retail-Comperison-Standard
Pori Benchmart
E911
Service Order Updates Number Updates Number Updates
Diagnostic
(Expectation
retail)
DisrootioOnd
Direct Gateway Updates Di agnostic Diagnestie Only
(no retail
comparison)
Business Rules ¢ Excludes CLEC caused errors.
Notes e CLECs reserve the right to request additional databases be included in this
measure.
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Database Updates

Title E91

1 MS Datgbgge Update

Measure 39

Description Measures the percentage of E911 database updates completed within 24
hours.
Method of (Number of records updated within 24 hours) / (Total number of records
Calculation updated) x 100
Report Period Monthly Report, but provided Quarterly
Report Structure | Individual CLECs, CLECsS in the aggregate, by ILEC (if analog applies)
and by ILEC Affiliates
Reported By Update types
Geographic Level | Statewide
Measurable CenturyLink is-required-tewill provide a retail analog for certain levels of
Standards disaggregation for this measurement.
Posi Benchmaed
Service Order Update SHt-Updates 911 Updates
Diagnostic
(Expectation
retail)
Direct Gateway Update %—U-pdvaeeeﬂhm Dlagnos.tlc Dingnostie-Only
(no retail
comparison
Business Rules Excludes scheduled system outages.
Excludes Carrier caused delays due to requests to put file on hold or
delays in processing records due to invalid data or invalid file formats
(i.e. CLEC caused errors).
® Interval is measured in clock hours.
Notes
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Eollocation Measure-40

20422015 Nevada Performance Measurement Plan 55
Jantary31; 2042




CenturyLink Performance Measurement Plan

20122015 Nevada Performance Measurement Plan 56
Fanuary-314; 20412




CenturyLink Performance Measurement Plan

Collocation Measure-41
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Interfaces Measure-42
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Interfaces- Measure-44
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REPORTING PROCESS

Performance reports will be provided quarterly by the twentieth-thirtieth calendar day of the
month succeeding the reperting-periodquarter. The reporting period is the calendar month,
unless otherw1se notcd and the results provlded each guaner will 1nclude all regortlng perlods in
the quarter. Pes eportins—will-be-dene a1 even-those-rep ; eption
only-basis:

CenturyLink will publish results for all CLECs who have ordered one or more CLEC products
and have one or more CLEC access lines (e.g., Measure 19 denominator is 1 or more). If the
CLEC announces they will discontinue service to all of their end users, performance reporting
for the CLEC will cease on the last day of the month of the discontinuation month.

When reporting begins on a new measure or for a new CLEC, the ILEC is only required to report
results after a full calendar month of data is available. CLEC failure to provide an Operating
Company Number (OCN) on orders will result in those orders being excluded from the CLEC
Service Performance Measurements. Exclusions based on application of business rules apply to
both the numerator and denominator of the Method of Calculation.

Authorized users will have access to monthly reports, posted each quarter.-through an interactive
web-site. Each CLEC will have access to its own data, aggregate CLEC data, and ILEC data.
The Commission will have access to reports for all entities, including ILEC Affiliate data, ILEC
Affiliate data will not be included in CLEC aggregate data.

reportable-data—Raw data will be archived for a period of 24 months to provide an adequate audit
trail and will be retained with sufficient detail so that CLECs can reasonably reconcile the data
captured by the ILEC (for the CLEC) with its own internal data. Furthermore, data that relates to
the ILEC's own performance will be retained, at a consistent level of disaggregation comparable
to that reported for the CLECs._The data provided does not include exceptions that were

previously permitted for purposes of determining compliance for the performance incentive plan.
In the event any person attempts to use the data provided to allege discrimination, Centuryl ink
may allege that the data does not contain statistical analysis, small sample size and forgiveness

consistent with how it was done when the performance incentive plan was in place, and

CenturyLink may raise it as defense and apply these things in an effort to demonstrate non-

discrimination.
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CenturyLink will report affiliate results to the Commission, Bureau of Consumer Protection and
CLECs under proprietary information provisions.
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General Exclusions

Published results will not include the following:

* Queries, orders, or maintenance tickets initiated by CenturyLink for administrative purposes.
* Data impacted by customer-caused reasons.

* Data impacted by CenturyLink dependence on a third party (not including CenturyLink
affiliates or agents within CenturyLink's control).

* Service results for products and services outside of Interconnection and Resale Agreements
between CenturyLink and CLECs.

* Products subject to TRRO relief shall be excluded for all non-impaired wire centers.

CenturyLink dependence on a third party

If CenturyLink dependence on a third party is not specifically noted in this document,
CenturyLink will contact parties of record from this docket to discuss implementation of the data
exclusion. CenturyLink will request a meeting within 30 days and propose 5 potential meeting
times to occur during business hours. If any party does not respond within 10 days, the meetings
will be scheduled without their input.

CenturyLink will propose two meeting dates/times based on maximum availability of parties and
request attendance at both. Any party who cannot make one or both meetings and wishes to
request an alternate date/time must contact CenturyLink within 5 days. Contingent upon the
willingness of parties to schedule meetings in a timely manner, CenturyLink will make every
attempt to schedule meeting dates/times that are amenable to all parties.

At least 10 days prior to the first scheduled meeting, CenturyLink will distribute relevant
documentation/information to parties.

During the first meeting, CenturyLink will describe the situation and answer questions from
parties. If parties agree this constitutes a valid case of dependence on a third party, CenturyLink
will implement this exclusion in the reporting system and communicate the intended
implementation date,

If parties are not in agreement at the end of the first meeting, the second meeting will be utilized
to resolve open issues. Additional meetings may be scheduled if parties are willing.

If parties cannot reach agreement, and CenturyLink wishes to pursue the exclusion, CenturyLink
will initiate an expedited hearing process in accordance with the Commission's rules.

At least 30 days prior to implementation of a new exclusion, CenturyLink will publish a
notification on the reporting website.

For this purpose, CenturyLink will provide the excluded data within 15 days upon request by any
affected party, the Bureau of Consumer Protection, and Commission Staff, for the first three
reporting dates following implementation of a new exclusion.
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III. SERVICE GROUP TYPES

ll Service Group Type CenturyLink CLEC
| RESALE
|LB usiness POTS Business POTS Business POTS
|| ssBNBR ISBN-BRI ISDN-BRI
| Sentrex Centrex Centrex
|| 2B PBX I =ex
|1 BS BbS BbS
[ Ds+asBN-PRE DSLASDNERI DSLASDN PRI
| Bs3 DS3 DS3
)] ¥GrLmso VGPL/DSO VGPL/DSO
’l UNBUNDLED NETWORK

ELEMENTS

Sém

Retail «DSE UNE Loops xDSL Provisioned

‘ UNE Loops xDSL Provisioned

{ Provisioning - Bus. POTS

Dispatched

Maintenance — Res and Bus POTS
T ——————————————————————

UNE Loops Non-Designed
8dB weighted 2/4 wire analog
basic/Coin

Provisioning - Bus. POTS
Dispatched
Maintenance — Res and Bus POTS

UNE Loops Non-Designed

DSHASBN-PRI

| UNE Dedicated Transport

| UNE DS1/ISDN PRI DS1/ISDN PRI UNE DS1/ISDN PRI

| UNE DS3 DS3 UNE DS3

[ RetailxDSL,

| EELS DSI1/ISDN PRI, DS3, VGPL/DSO | EELS

|| Interconnection Trunks § ILEC Dedicated Trunks | Interconnection Trunks

{ LNP LNP LNP

|| Brojeets Projeets as-defined-below. | Projectsasdefined below-

INTERCONNECTION TRUNKS will be included in measures: 2-7+-8:-11, 42--43:-19, 20, 21, 23, and 25.5-36:3%

32:33and-34.

LNP is considered a facilities-based service group type. LNP will be a level of disaggregation for the following
measures: 2, 4, 15, 173, 19, 20, 21, and 23. Service orders with multiple service group types will be categorized
according to the service group type of the first access line entered on the order.

January 34, 2042
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He-of reasonable-and .:- pra '., -
SERVICE ORDER TYPES

New Service Installations

Service Migrations without Changes
Service Migrations with Changes
Move and Change activities

Feature Changes

Service Disconnects
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IV. AUDITING

The parties support a comprehensive audit of the ILECs' reporting procedures and reportable
data if the Commission, BCP or greater than 50% of CLECs agree an audit is desired. This
audit would be on behalf of all CLECs and would be performed by independent auditors.
Each ILEC shall submit its annual comprehensive audit to the Commission, and distribute
copies (which include only non-proprietary information) to parties on the Commission's
service list in this proceeding,

The cost of this audit would be shared between the CLECs and the audited ILEC.,

In addition to an audit, the ILECs and CLECs agree that the CLECs would have the right to
mini-audits of individual performance measures during the year. When a CLEC has reason to
believe the data collected for a measure is flawed or the reporting criteria for the measure is
not being adhered to, it has the right to have a mini-audit performed on the specific measure
upon written request (including e-mail), which will include the designation of a CLEC
representative to engage in discussions with the ILEC about the requested mini-audit. If, 45
days after the CLEC's written request, the CLEC believes that the issue has not been resolved
to its satisfaction, the CLEC will commence the mini-audit upon providing the ILEC with 5
business days advance written notice. Each CLEC would be limited to auditing five single
measures during the year. The CLEC would pay for the mini-audit, including the ILEC's
reasonable associated costs and expenses, unless the ILEC is found to be misreporting or
misrepresenting data or to have non-compliant procedures, in which case, the ILEC would
pay for the mini-audit, including the CLECs' reasonable associated costs and expenses. If,
during a mini-audit of individual measures, more than 50% of the measures in a major
service category are found to have flawed data or reporting problems, the entire service
category will be re-audited at the expense of the ILEC. The major service categories for this
purpose are:

Pre-Ordering

Ordering

Provisioning

Maintenance

Network Performance

Billing

Database Updates

»—Coleeation

e Interfaces

Each mini-audit shall be submitted to the Commission as a proprietary document subject to the
applicable protection afforded by Nevada Administrative Code 703.527 through 703.5282.
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V. REVIEW PROCEDURES

| As experience is acquired under this Stipulation-AgreementPerformance Plan with the
performance measurements and underlying business processes, the Parties expect to learn which
measurements set forth in Section II may not have been properly defined or are more or less
useful than others. The Parties also expect that experience will show whether new measurements
are needed or whether certain existing measurements are not needed or require modification.
Accordingly, the Parties agree to reconvene in the period dictated by NAC.704.680303 to review
the effectiveness of and modifications to the performance measurements approved by the
Commission in this proceeding. In the event the Parties cannot agree on any addition, deletion or
modification, they will jointly submit such dispute for resolution by the Nevada PUC.

If, prior to the agreed-upon review date, there is consensus that one or more measures are not
effective, the parties will schedule meetings to discuss modifying the measure(s) or process(es).
If there is no consensus, any individual party seeking formal review by the Nevada PUC shall
give notice to the other parties of its intent to do so. The party will also describe the action it
intends to take and the reason(s) for its proposed action.
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VI. DEFINITION OF TERMS

TERM

DEFINITION

A utomatic Location Identifier
KALD

[The feature of E911 that displays at the Public Safety Answering Point (PSAP) the
street address of the calling telephone number. This feature requires a data storage
and retrieval system for translating telephone numbers to the associated address.
ALI may include Emergency Service Number (ESN), street address, room or floor,
Fnd names of the enforcement, fire and medical agencies with jurisdictional

esponsibility for the address. The Management System (E911) database is used to
update the Automatic E911 Location Identifier databases.

Affiliate

An entity that (directly or indirectly) owns or controls, is owned or controlled by,
r is under common ownership or control with another entity. The

E‘e]ecomuMcaﬁons Act defines “Own” as owning an equity interest (or
quivalent thereof) of more than 10 percent, or as defined by state commissions.”

enchmark Measurable
tandards

Benchmark measures have an agreed upon standard to determine compliance due
o the lack of a meaningful retail analog comparison.

Fall Blocking

A condition on a telecommunications network where, due to a maintenance
roblem or an over capacity situation in a part of the network, some or all
riginating or terminating calls cannot reach their final destinations. Depending on
he condition and the part of the network affected, the network may make

subsequent attempts to complete the call or the call may be completely blocked. If

he call is completely blocked, the calling party will have to re-initiate the call
attempt.

rlCentralized Data Collection

entralized Data Collection system collects hourly operational measurement data
from switches/trunks groups for the LTD, and provides a direct feed to CHRASthe
i . The information is used for traffic forecasting by trunk capacity

ICode Opening

Process by which new NPA/NXXs (area code/prefix) are defined, through software
nslations to network databases and switches, in telephone networks. Code
penings allow for new groups of telephone numbers (usually in blocks of 10,000
or less with number pooling) to be made available for assignment to an ILEC's or
LEC's customers, and for calls to those numbers to be passed between carriers.

tommon Channel Signaling
ystem 7 (CCSS7)

A network architecture used to for the exchange of signaling information between
elecommunications nodes and networks on an out-of-band basis. Information
xchanged provides for call set-up and supports services and features such as

LASS and database query and response.

klommon Transport

[Trunk groups between tandem and end office switches that are shared by more
han one carrier, often including the traffic of both the ILEC and several CLECs.

ICompletion

he time in the order process when the service has been provisioned and service
as been deployed.

ompletion Notice

IIA notice the ILEC provides to the CLEC to inform the CLEC that the requested
service order activity is complete.

ICoordinated Hot Cut

oordinated Customer Conversion of Orders that have a due date negotiated
between the ILEC, the CLEC, and the customer so that work activities can be
erformed on a coordinated basis under the direction of the receiving carrier.

[Customer Requested Due Date

A specific due date requested by the customer that is either shorter or longer than
e standard interval or the interval offered by the ILEC.

fCustomer Trouble Reports

report that the carrier providing the underlying service opens when notified that
customer has a problem with their service. Once resolved, the status of the
ouble is changed to closed.

lIDedicated Transport

A network facility reserved to the exclusive use of a single customer, carrier or pair
{ carriers used to exchange switched or special, local exchange, or exchangc
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DEFINITION OF TERMS

L TERM DEFINITION
||Delayed Order An order which has been completed after the scheduled due date and/or time
iagnostic Measurable This indicates that the results per the measurement will be re.ported for analysis
Standards Eurposes only and are not subject to determination of compliance or non-
ompliance.

A database that contains subscriber records used to provide live or automated

operator-assisted directory assistance. Including 411, 555-1212, NPA-555-1212.

Subscriber information used for DA and/or telephone directory publishing,

lincluding name and telephone number, and optionally, the customer's address.

Eigital Service Level 0. Service provided at a digital signal speed commonly at 64
bps, but occasionally at 56 kbps.

[Directory Assistance Database

!E)ircctory Listings

=

IDs-1 !lDigital Service Level 1. Service provided at a digital signal speed of 1.544 Mbps.
IDS-3 Digital Service Level 3. Service provided at a digital signal speed of 44.736 Mbps.
IDue Date The date provided on the FOC the ILEC sends the CLEC identifying the planned
completion date for the order.
tEn d Office Switch ﬁ f;e\:ég:h from which an end users' exchange services are directly connected and
irm Order Confirmation ofice the ILEC sends to the CLEC to notify the CLEC that it has received the
0C) LECs service order, created a service request, and assigned it a due date.
The term used to describe whether a LSR electronically is passed from the OSS
IFlow-Through interface system to the ILEC legacy system to automatically create a service order.
E;SRS that do not flow through require manual intervention for the service order to
e created in the ILEC legacy system.
eld Order IAn order for which the ILEC has issued a FOC, but whose due date has passed
IH without it being completed.
Iinstallation The installation activity required to activate a service request.
Jln A trouble, which is identified after service order activity and installation have been
stallation Troubles completed, on a customer's line. It is likely attributable to the service activity
K(within a defined time period).
side Wirin E‘he telecommunications wiring located at a customer's premise that extends
|[n & eyond the demarcation point.
ﬂ[nter connection Trunks ocnaeit:v;rlll(aiagceil(i:t:rrtilgts is used to interconnect two switches generally of different
IInt erface Outage oAf [;l:;l;;lte:n or unplanned failure resulting in the unavailability or access degradation
Jeopardy A fa:ll}lre in the Se.rvice provisioning process which results pot‘entially in the
linability of a carrier to meet the committed due date on a service order
Jeopardy Notice The a‘ctual‘notice that the ILEC sends to the CLEC when a jeopardy condition has
|been identified.
A shortage of cable facilities identified after a due date has been committed to a
I ack of Facilities .customer, inc}uding the CLEC. The f.aci]ities shqﬂage may t.)e identified during the
nventory assignment process, or during the service installation process. If no
acilities are available, the ILEC will issue a jeopardy.
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TERM DEFINITION

A Telcordia master file that is used by the telecom industry to identify NPA-NXX
Fcal Exchange Routing Guide Eouﬁng and homing information, as well as network element and equipment

ERG) esignations. The file also includes scheduled network changes associated with
ctivity within the North American Numbering Plan (NANP).

ILocal Exchange Traffic t‘rafﬁc origin:dted on the ne.twork of a LEC in a local calling area that terminates to
nother LEC in 2 local callmg area.

network technology that allows end user customers to retain their telephone

umber when moving their service between local service providers. This

fLocal Number Portability echnology does not employ remote call forwarding, but actually allows the

customer's telephone number to be moved and redefined in the network of the new

service provider. The activity to move the telephone number is called "porting".

[Local Service Confirmation  JOBF term for a FOC.

IMechanized Bill A bill that is delivered via electronic transmission.

A billing arrangement used when two or more LECs jointly provide access to and
om an interexchange carrier (IXC) for inter LATA traffic. This arrangement can

IMeet Point Billing e Single Bill, where one LEC bills the IXC on behalf of both LECs and remits
ayment o the other LEC or Multiple Bill, where each LEC bills their portion
irectly to the IXC.

issed Commitment notice from ILEC to inform CLEC that the committed due date on an order has
otification een missed.

}INon-Recurring ChaLge A rate charged for a product or a service that is assessed on a one-time basis.

The three digit switch entity indicator that is defined by the "D", "E", and "F" digits
,NXXC L iy .
fice Code ode or Central of a 10-digit telephone number within the NANP. Each NXX Code contains 10,000“
[station numbers.
deri d Billi . L0
%’B?;‘l)ng an ing Forum !I[udustry forum that works to develop national ordering and billing standards.
JOther Charges and Credits artial month recurring and non-recurring charges, installation, and other charges

ther than basic monthly charges appearing on a bill.

lildicates a retail analog process or system exists and can report the ILEC and ILEC]
ffiliate results to be compared to the CLEC results.

Earity by Design occurs where the same process or system is used for both CLEC
nd ILEC and does not allow the opportunity to discriminate or to recognize
differences between CLEC activity and ILEC activity. As such, the results
calculated will apply for all CLECs and ILEC measurable standards.

A network technology that allows end user customers to retain their telephone
ermanent Number Portability jnumber when moving their service between local service providers. This

also known as Local or Long  Jtechnology does not employ remote call forwarding, but actually allows the

Term Number Portability) ustomer's telephone number to be moved and redefined in the network of the new
ervice provider. The activity to move the telephone number is called "porting".

arity Measurable Standards

iParity by Design
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TERM

DEFINITION

Physical Collocation

Shall have the meaning set forth in 47 C.F.R. Section 51.5.

lain Old Telephone Service

OTS)

[Refers to basic 2 wire analog residential and business services. Can include feature
capabilities (e.g., CLASS features).

[Projects

Project is a planned event where terms and conditions in which work
is performed is agreed to by both the CLEC, CenturyLink and any
other party engaged in the provisioning process. To allow for
successful turn-up of facilities or conversion of facilities, each party
must negotiate, in good faith, the timelines that allow required
activities to be met, equipment ordered, placed and tested to meet the

verall objectives of the project. The timeline must meet the rule of
easonable and prudent business practices. If the activity is not
agreed to be a project, the transaction will be reported in the
appropriate service group type

[Provisioning Troubles

A trouble report that is opened for a customer's existing or new service for a
ouble identified between the time of the service order creation to the time of order
ompletion. Provisioning troubles that are associated with a CLECs customers
include troubles that occur and are reported during the conversion of an ILEC
ustomer to a CLEC,

IQuery Types

ﬂfre-ordering information that is available to a CLEC that is categorized according
o standards issued by OBF, the FCC and/or the Commission.

|Recurring Charge

rate charged for a product or service that is assessed each successive billing
eriod.

Reject

A status that can occur to a CLEC submitted local service request (LSR) when it
oes not meet certain criteria. There are two types of rejects: syntax, which occurs
if required fields are not included in the LSR and content, which occur if invalid
ata is provided in a field. A rejected service request must be corrected and re-
submitted before provisioning can begin.

IRepeat Report

Any trouble report that is a second (or greater) report on the same telephone

number/circuit ID and at the same premise address within 30 days. The original

teport can be any category, including excluded reports, and can carry any
isposition code.

Service Group Type

The designation used to identify a category of similar services, .e.g., UNE loops

Service Order

The work order created and distributed in ILECs systems and to ILEC work groups
Jin response to a complete, valid service request.

Service Order Type

The designation used to identify the major types of provisioning activities
|associated with a service request

Service Request

IThe transaction sent from the CLEC to the ILEC to order services or to request a
Jchange(s) be made to existing services.

Ltandard Interval

The interval that the ILEC quotes to its customers with respect to how long it will
ake to provision a service request. These intervals are standardized by specific
service type and type of service modification requested ILECs publish these
tandard intervals in documents used by their own service representatives as well as
rdering instructions provided to CLECs. POTS services do not have standard
intervals; their installation intervals are based on force available and workload.
[They may change as frequently as twice a day.
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Subsequent Reports

trouble report that is taken on a previously reported trouble prior to the date and
ime the initial report has a status of "cleared".

Summarized Charges

Billing charges that are aggregated on the bill, rather than individually itemized,
.g., local usage minutes on resale or retail calls, which are listed on the bill as "xx"
minutes with no call detail.

Tandem Switch

Switch used to connect and switch trunk circuits between and among Central Office
witches.

Time to Restore

The time interval from the receipt, by the ILEC, of a trouble report on a customer's
lservice to the time service is fully restored to the customer.

A carrier facility medium in which transmission takes place. Transport carries

Transport voice and data from point A to point B, usually between two offices. Transport
Imedium includes copper wire, fiber optics, microwave and satellite.

[Trouble Cause Code A code identifying the known or suspected cause of a trouble condition.

Trouble Disposition A code identifying the end result of diagnostic and/or repair activities on a customer|
Jfrouble report.

[Usage Data IData generated in network nodes to identify switched call data on a detailed or
summarized basis. Usage data is used to create customer invoices for the calls.
The individual call records created in a switch to report the date, time, duration,

U R . A . . ’ ’

sage Records alling and called numbers associated with a given call
[Virtual Collocation Shall have the meaning set forth in 47 C.F.R. Section 51.5.
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GLOSSARY OF ACRONYMS
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ZAMNLIN WILYM 55 e S e e Y R AU LA e 2
ALEC Alternate Local Exchange Carrier (term equivalent to CLEC)
ALI [Automatic Location Identifier (for E911 systems)
AS Affecting Service (type of trouble condition)
BDT illing Data Tape
BRI |Basic Rate Interface (type of ISDN service)
CHC Coordinated "Hot" Cut
CKT {Circuit
CLEC ICompetitive Local Exchange Carrier (term equivalent to ALEC)
Cco entral Office
CPE Customer Premises Equipment
CSR ICustomer Service Record
DA JDirectory Assistance
dB |Decibel
DDS \lDiEilal Data Service
DID IDirect Inward Dialing
DSO Ibigital Service 0
DS1 |Digital Service 1
DS3 {Digital Service 3
E911 MS [E911 Management System
EAS ‘qual Access Service
EASE JEmbarq Administration & Service Ordering Exchange
EDI I[Ele:ctronic Data Interchange
FOC JFirm Order Confirmation
GUI ][Graphical User Interface
HDSL [High-bit-rate Digital Subscriber Line
HICAP ]l}-ligh Capacity Digital Service
IEC/IXC Jinter-exchange Carrier
ILEC [incumbent Local Exchange Carrier
N, T,C §Service Order Types - N(new), T(to or transfer), and C(change)
ISDN Integrated Services Digital Network
W {Inside Wire
LATA ocal Access Transport Area
LERG ILocal ExchmiRouﬁng Guide
LNP llLocal (or Lo_ngﬂ:rm) Number Portability
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GLOSSARY OF ACRONYMS

[

LSMS Local Service Management Systern
LSR \lLocal Service Request
MRC IMissed Appointment Reason Code
NANP ||North American Numbering Plan
NDM }IN etwork Data Mover
NPAC INumber Portability Administration Center
NXX Telephone number prefix
OBF [Ordering and Billing Forum
00S JOut of service (type of trouble condition)
0SS Gperations Support System
PBX Private Branch Exchange
PON [Purchase Order Number
POTS {Plain Old Telephone Service
PRI [Primary Rate Interface (type of ISDN service)
PSC []Public Service Commission (term equivalent to PUC)
PUC [Public Utilities Commission (term equivalent to PSC)
SCP [Service Control Point
SGT Service Group Type
SOT Service Order Type
SS7 JSignaling System 7
STP Signaling Transfer Point
TN [Telephone Number
TRRO Triennial Review Remand Order
UNE lUnbundled Netwark Element
VGPL [Voice Grade Private Line
xDSL J(x) Digital Subscriber Line
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VII. MISSED APPOINTMENT REASON CODES
CenturyLink Due Date - Specials

RCODE Description
1A Inter office facility shortage
1B Scheduling/work load
1C Customer not ready
1D No loop available
1E End user not ready
1F NSP missed appointment
1G No access to end user premises
1H Central office freeze
14 Special construction
1K Natural disaster (flood, etc.)
1L Frame due time cannot be met
M Requested DD is less than published interval
1N DD and frame due time cannot be met
1P Other
1Q Assignment problem
1R Customer could not be reached at the reach number
1S Building not ready, customer will advise
1T Pole at trailer site not set
1w Entrance facilities required
1X Not technically feasible
1Y No central office equipment available
1Z Loop requires installation of additional equipment
2A LSR error, incorrect or missing information
2B Facility work order pending, no Bona Fide Request (BFR) required
3A Records
3B Facilities incorrect/busy
3C Dependent/related order not complete
3D Translation problems
3E Provider order information/codes incorrect/missing
3F Public agency/right of way delays
3G Pre-service testing
3H No trunks available
3i Busy cable ID and channel pair
4A Field visit determined address invalid - send supplement
4B Verify address, or provide nearby TN - send supplement
4C New access required - send supplement
4D Access refused - send supplement
4E CFA/PQI defective/busy - send supplement
4F Invalid/duplicate circuit ID send supplement
4G Need to revise TN - send supplement
4H Invalid feature/feature detail - send suppiement
4 Provide driving instructions - send supplement
5A Notification of new due date only
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5C Jeopardy previously sent without Estimated Due Date (ESDD) -

5B Additional paperwork required - contact service center
new ESDD now provided

Note: Bolded codes are exclusion reasons outside of CenturyLink’s control, including customer-
caused reasons.
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MISSED APPOINTMENT REASON CODES

CenturyLink - Retail
Code Customer Reasons - Description
AB This code will indicate working service was found at the time of
Jinstallation and delayed the original due date installation.
CL The due date was not met due to inaccurate or incomplete
information received from the customer to work the service order.
PO [The port was not activated by the CLEC on the due date.
RD The customer called and requested a different date prior to the
lappointed due date.
SA |E'Iant employee attempted to complete order on appointed date but
ould not gain access to the customer’s premise.
e installation was delayed because customer requested an
SO |Er—1t;trument that is not normally offered and it had to be special
rdered.
e customer indicated he was not ready for completion of the
SR equest on the original due date or provided incomplete or incorrect
information which prohibited completion of the request on the
riginal due date (trip was made).

MISSED APPOINTMENT REASON CODES

CenturyLink - Retail
Code Company Reasons - Description
PL J})Jnanticipated plant workload precluded the completion of the order
n the original due date.
SE Request was delayed because there was a temporary lack of standard}
station equipment.
PF Lack of plant facilities delayed the completion of the order.
PB Bad cable pair or cable plant exists.
Iw Inclement weather delayed installation.
CE ommercial provided incomplete or inaccurate information.
ME Marketing provided incomplete or inaccurate information.
CO Any other Company Reason.

Note: Bolded codes are exclusion reasons outside of CenturyLink’s control, including customer-
| caused reasons.

DISPOSITION CODES
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CenturLLink

Code Description
CAN JCancellation of ticket at customer request
CC |[Came Clear
lIlCentral Office — The trouble was found in central office equipment. This
CO )
ncludes concentrators, remotes, OPMs,
'l%;lstomer Provided Equipment — Trouble found in the end user’s
CPE uipment or wiring. This also includes extended demarc. If the problem
as customer action, XCC is used.
FAC acility — Anything from the local distribution frame protector to the
rotector on the end user site.
INF icket created for informational purposes only
HSD High Speed Data
OTH [Other — CenturyLink Network
ND Natural Disaster — Hurricane, Earthquake, Tornado, Volcano, Typhoon
STN Station — Network Interface Devices (NIDs), loopback devices, jacks, up
Jto the demarc
TOK Ll'est Okay/No Trouble Found — Could not identify the problem the
ustomer reported either through remote or field testing.
Transport — Troubles isolated to an outage caused by a transport issue in
TRN Ee CenturyLink network. These outages are generally isolated to DS3 or
igher service types.
XCC IXC/CLEC/ALEC
cco ICConnecting Company — The problem was identified .in connecting
ompany network or equipment, referrals to connecting company.
TT Translations Trouble
UNK Unknown
PRV Provisioning Trouble
Note: Bolded codes are exclusion reasons outside of CenturyLink’s control, including customer-
caused reasons.
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I. EXECUTIVE SUMMARY

Performance Measures Development Process

The Telecommunications Act of 1996 and the FCC's implementing rules require ILECs to
provide CLECs with nondiscriminatory access to OSS. In the August 1996 Local Competition
First Report and Order, the FCC commented, generally, that ILECs must provide CLECs with
access to the pre-ordering, ordering, provisioning, billing, repair, and maintenance OSS sub-
functions pursuant to the Act, such that CLECs are able to perform such OSS sub-functions in
"substantially the same time and manner” as the ILECs can for themselves.> In August of 1997,
the FCC's Ameritech Opinion analyzed the nondiscriminatory access requirements of §251(c) to
a Bell Operating Company's (BOC's) §271 application, and clarified that for those OSS
subfunctions with retail analogs, a BOC "must provide access to competing carriers that is equal
to the level of access that the BOC provides to itself, its customers or its affiliates, in terms of
quality, accuracy and timeliness." The FCC further clarified in the Ameritech Opinion that for
those OSS functions with no retail analog, a BOC must offer access sufficient to allow an
efficient competitor "a meaningful opportunity to compete.">

In mid -1997, the Public Utilities Commission of Nevada (Nevada PUC or Nevada Commission)
initiated Docket 97-9022 to address monitoring the performance of Operations Support Systems
(OSS). The stated goal of the Commission's proceeding was to investigate procedures and
methods necessary to determine whether interconnection, unbundled access and resale services
provided by incumbent local exchange carriers are at least equal in quality to that provided by
the local exchange carrier to itself or to any subsidiary, affiliate, or any other party.

The scope of the proceeding included measures, reporting, comparative analogs, benchmarks,
statistical tests, audits and incentives. The Nevada Commission initiated a series of workshops to
address many of these issues. The participating parties have worked in a collaborative fashion to
resolve as many issues as possible. Sprint filed a Performance Measurement Plan revision in
2002 which was approved by order of the Commission in Docket 02-1039. Another revision of
the plan was approved by order of the Commission 2003 in Docket 03-1041. This report is not
intended to address statistical tests and incentives.

During the 2015 legislative session, the Nevada Legislature approved bill SB112 with an
effective date of 7/1/2015. The legislation makes performance measures and penalties
discretionary, rather than mandatory.

! See, Implementation of the Local Competition Provisions in the Telecommunications Act of 1996, CC Docket No.
96-98, First Report and Order, 11 FCC Red 15499, 15763-64 [1518] (1996) ("Local Competition First Report and
Order"), aff'd in part and vacated in part sub nom. Competitive Telecommunications Ass'n v. FCC, 117 F.3d 1068
(8th Cir. 1997) and Iowa Utilities Bd. v. FCC, 120 F.3d 753 (8th Cir. 1997), modified on reh'g, No. 96-3321 (Oct.
14, 1997) (Rehearing Order), petition for cert. granted, 118 S. Ct. 879 (1998).

2 See, In the Maiter of Application of Ameritech Michigan Pursuant to Section 271 of the Communications Act of
1934, as amended, To Provide In-Region, InterLATA Services In Michigan, Memorandum Opinion and Order, 12
FCC Red 20543, 20618-19 [4139] (1997) (Ameritech Michigan Order), writ of mandamus issued sub nom. Iowa
Utils. Bd. v. FCC, No. 96-3321 (8th Cir. Jan. 22, 1998). ("Ameritech Opinion"); see also, In the Matter of
Application of Bellsouth Corporation, et al., for Provision of In-Region, InterLATA services in Louisiana
("BellSouth (Louisiana II) Opinion") CC Docket No. 98-121, FCC 98-271 (10-13-98), paragraph 87 (citing,
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Ameritech Opinion at 12 FCC Red 20618-19). See also, Ameritech Opinion at 131, wherein the FCC makes the
following statement regarding application of the §251(c) requirements to a BOC's §271 application:

"Because the duty to provide access to network elements under section 251(c)(3) and the duty to provide resale
services under section 251(c)(4) include the duty to provide nondiscriminatory access to OSS functions, an
examination of a BOC's OSS performance is necessary to evaluate compliance with section 271(c)(2)(B)(ii) and
(xiv)."

Notes:

These performance measures are not intended to create, modify, or otherwise affect parties’
rights and obligations. The existence of any particular performance measure, or the language
describing that measure, is not evidence that the CLECs are entitled to any particular manner of
access, that these measures relate solely to access to OSS, nor is it evidence that the ILEC’s
obligations to such access are defined elsewhere, including the relevant laws, FCC, and state
decisions/regulations, tariffs, and interconnection agreements.

Major Categories
Measurements developed to help assess the provision of non-discriminatory access to OSS and
other services, elements or functions were combined into the following broad categories:

¢ Pre-Ordering

Pre-ordering activities relate to the exchange of information between the ILEC and the CLEC
regarding current or proposed customer products and services, or any other information
required to initiate ordering of service. Pre-ordering encompasses the critical information
needed to submit a provisioning order from the CLEC to the ILEC. The pre-order
measurement reports the timeliness with which pre-order inquiries are returned to CLECs by
the ILEC. Pre-ordering query types include:

Address Verification

Request for Telephone Number
Request for Customer Service Record
Rejected/Failed Queries

® Ordering

Ordering activities include the exchange of information between the ILEC and the CLEC
regarding requests for service. Ordering includes: (1) the submittal of the service request
from the CLEC, (2) rejection of any service request with errors and (3) confirmation that a
valid service request has been received and a due date for the request assigned. Ordering
performance measurements report on the timeliness with which these various activities are
completed by the ILEC. Also captured within this category is reporting on the number of
CLEC service requests that automatically generate a service order in the ILECs' service order
creation system.
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¢ Provisioning

Provisioning is the set of activities required to install, change or disconnect a customer 's
service. It includes the functions to establish or condition physical facilities as well as the
completion of any required software translations to define the feature functionality of the
service. Provisioning also involves communication between the CLEC and the ILEC on the
status of a service order, including any delay in meeting the commitment date. Measurements
in this category evaluate the quality of service installations and the efficiency of the
installation process.

¢  Maintenance

Maintenance involves the repair and restoral of customer service. Maintenance functions
include the exchange of information between the ILEC and CLEC related to service repair
requests, the processing of trouble ticket requests by the ILEC, actual service restoral and
tracking of maintenance history. Maintenance measures track the timeliness with which
trouble requests are handled by the ILEC and the effectiveness and quality of the service
restoral process.

¢ Network Performance

Network performance involves the level at which the ILEC provides services and facilitates
call processing within its network. The ILEC also has the responsibility to complete network
upgrades efficiently. Network performance is evaluated on the quality of interconnection.

* Billing

Billing involves the exchange of information necessary for CLECs to bill their customers, to
process the end user's claims and adjustments, to verify the ILEC's bill for services provided
to the CLEC and to allow CLECs to bill for access. Billing measures have been designed to
gauge the timeliness of the ILEC billing processes associated with CLEC customers.

¢ Database Updates

Database updates for E911 include the processes by which these systems are updated with
customer information that has changed due to the service provisioning activity.
Measurements in this category are designed to evaluate the timeliness and accuracy with
which changes to customer information, as submitted to these databases, are completed by
the ILEC.

2015 Nevada Performance Measurement Plan 6



CenturyLink Performance Measurement Plan

Auditing and Review Procedures

The parties have agreed to most procedures for auditing and review. Descriptions of these
procedures can be found in Sections IV and V.,

Note: This Executive Summary is intended to provide a general background regarding
parties' negotiations of the OSS performance measures. The statements contained in the
Executive Summary are not intended to be binding on the parties and shall not be used for
such purposes.

Reservation of Rights

These reservations of rights do not negate the parties' agreement regarding performance
measures and standards as reflected in this settlement agreement.

Incorporating the performance measures into the interconnection agreements raises several
complex issues that require further consideration by the parties. This remains an open issue.

ILECs

By agreeing to the performance measures contained in the Plan, ILECs:

* Do not admit that an apparent less-than-parity or falling below a benchmark condition
reflects discriminatory treatment without further factual analysis.

CLECs

* By executing this Plan, CLECs do not agree with, endorse, or otherwise concur in the
terms of ILECs' reservation of rights.

¢ CLECs reserve the right to contend that ILEC compliance with the performance measures
and standards in the Plan does not conclusively demonstrate ILEC compliance with the
Telecommunications Act of 1996.

® CLECs reserve the right to contend that ILEC compliance with the performance measures
and standards does not conclusively demonstrate the existence of an open competitive
local market.
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I1. Performance Measurements

Measurement
# Measurement Title
Pre-Ordering
01 Average Response Time to Pre Order Queries
Ordering
02 Average FOC Notice Interval
03 Average Reject Notice Interval
04 Percent of Flow-Through Orders
Provisioning
05 Percentage of Orders Jeopardized
07 Average Completed Interval
11 Percent of Due Dates Missed
15 Provisioning Trouble Reports Prior to Service Order Completion
17A Percentage Troubles in 5 Days for New Orders
Maintenance
19 Customer Trouble Report Rate
20 Percentage of Customer Trouble Not Resolved Within Estimated Time
21 Average Time to Restore
23 Frequency of Repeat Troubles in 30-Day Period
Network
Performance
25 Percent Blocking on Interconnection Trunks
Billing
30 Wholesale Bill Timeliness
Database
Updates
38 Percent Database Accuracy
39 E911 MS Database Update Interval
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Pre-Ordering

Title:

Description

Average Response Time to Pre-Order Queries

Measure 1

The response interval for each pre-ordering query is determined by
computing the elapsed time from the ILEC receipt of the query from the
CLEC, whether or not syntactically correct, to the time the ILEC returns the
requested data to the CLEC.
¢ Address Verification
* Request for Telephone Number (TN)
¢ Request for Customer Service Record

- Single Telephone Number

- BAN
® Rejected/Failed Queries

Method of All Electronic:
Calculation Sum ((Query Response Date and Time) — (Query Submission Date and Time)) /
(Number of Queries Submitted in Reporting Period)
Report Period Monthly Report, but provided Quarterly
Report Structure | Individual CLECs, CLECs in the aggregate, and ILEC affiliate.
Reported By By query type
Geographic Level | Statewide
Measurable
Standards
Disaggregation Level
All Electronic:
Request for Address Verification Diagnostic (no retail comparison)
Request for Telephone Number Diagnostic (no retail comparison)
Request for Customer Service Diagnostic (no retail comparison)
Record - Single Telephone Number
Request for Customer Service Diagnostic (no retail comparison)
Record - BAN
Rejected / Failed Queries Diagnostic (no retail comparison)
Business Rules ¢ Elapsed time is measured in seconds for electronic pre-order requests.
¢ Elapsed time for fully electronic submeasures will be tracked during
scheduled interface availability hours.
e Exclude transactions that occur during OSS outages.
Notes ¢ Implementation of systems to comply with Federal National Portability

requirements will prevent the capability to query by NPA/NNX in 2002
to obtain Service Availability information as an independent query.
Service Availability information is available in Address Verification and
Customer Service Record queries.
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Ordering Measure 2

| itle: Avera

Description Measures the average time from receipt of a valid service request to

returning a Firm Order Confirmation (FOC).

Method of All Electronic:

Calculation Sum ((Date and Time of FOC) - (Business Date and Time of Receipt of
Valid Service Request)) / (Number of FOCs Sent in Reporting Period)
Electronic/Manual Mix:

Sum ((FOC Date and Time) — (Receipt Date and Time of receipt of error
free order)) / (Number of FOCs sent)

Report Period Monthly Report, but provided Quarterly

Report Structure | Individual CLECs, CLECs in the aggregate, and ILEC affiliates.
Reported By ¢ Electronically received/electronically handled

¢ Electronically received and manually handled

® By Service Group Type

Geographic Level | Statewide

Measurable Disaggregation Level
Standards

Bus POTS Diagnostic (no retail comparison)
All Electronic
Electronic/Manual Mix

UNE Loops Non-Designed Diagnostic (no retail comparison)
All Electronic
Electronic/Manual Mix

UNE Loops xDSL Provisioned Diagnostic (no retail comparison)

All Electronic
Electronic/Manual Mix

LNP Diagnostic (no retail comparison)
All Electronic
Electronic/Manual Mix

EELS Diagnostic (no retail comparison)

All Electronic
Electronic/Manual Mix

UNE DS1/ISDN PRI Diagnostic (no retail comparison)
All Electronic
Electronic/Manual Mix

Business Rules ¢ FElapsed time calculated in business hours and excludes non-business

days and ILEC published holidays.

e The start time of requests received after the end of the business day will

be the beginning of the next business day. Business day is defined as
published hours of operation for the ILEC ordering center.
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Excludes Loop Pre-Qualification queries that are processed as LSRs.
Manually received and handled FOCs not included.
Denominator includes all FOCs sent regardless of receipt and response
time.

e CLEC to CLEC conversions are not included in the elapsed time of FOC
response for LNP Service Group Type.

Notes ¢ None at this time.

Ordering Measure 3
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Title:

Description

_Average Reject Notice Interval

Reject interval is the elapsed time between the ILEC receipt of an order
from the CLEC to the ILEC return of a notice of a rejection to the CLEC.

Method of
Calculation

All Electronic:

Sum((Business Date and Time of ILEC Transmission of Order Rejection) -
(Business Date and Time of Order Receipt)) / (# of Mechanized Orders
Rejected)

Electronic/Manual Mix:

Sum((Business Date and Time of ILEC transmission of Order Rejection) —
(Business Date and Time of Order Receipt)) / (# of Electronic/Manual
Orders Rejected)

Report Period

Monthly Report, but provided Quarterly

Report Structure

Individual CLEC, CLECs in the aggregate, and ILEC Affiliates

Reported By

¢ Electronically received, clectronically handled

¢ All interfaces

® Resale orders and Facility based UNE orders
* Electronically received, manually handled

¢ All interfaces

¢ Resale orders and Facility based UNE orders

Geographic Level

Statewide

Measurable
Standards

Disaggregation Level

Reject Notice
All Electronic

Diagnostic (no retail comparison)

Reject Notice
Electronic/Manual Mix

Diagnostic (no retail comparison)

Business Rules

¢ Elapsed time calculated in business hours. Excludes non-business days
and ILEC published holidays.

e Calculation of requests received after the end of the business day starts
at the beginning of the next business day. Business day is defined as
published hours of operation for the ILEC ordering center.

¢ Exclude rejects when the PON is received after business hours and
processed prior to the beginning of the next business day.

¢ Exclude Loop Pre-Qualification queries created as service orders.

Notes

None at this time.
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Ordering

Title:

Measure 4

Percent of Flow-Through Orders

Description Measures the percentage of mechanized service orders processed on a flow
through basis. The definition of Flow-through for the intent of this measure
is to reflect those orders that are able to get to the Firm Order Confirmation
status without manual intervention.

Method of [(Number of valid electronically received orders that flow-through without

Calculation manual intervention) / (Total valid electronically received service orders)] x
100

Report Period Monthly Report, but provided Quarterly

Report Structure | Individual CLECs, CLEC:s in the aggregate, and ILEC Affiliates

Reported By ¢ Orders that flow through as a percentage of

all electronically received orders
¢ By Service Group Types

Geographic Level | Statewide

Measurable

Standards
Disaggregation Level
Bus POTS Diagnostic (no retail comparison)

UNE Loops Non-Designed Diagnostic (no retail comparison)
UNE Loops xDSL Provisioned | Diagnostic (no retail comparison)
EELS Diagnostic (no retail comparison)
UNE DS1/ISDN PRI Diagnostic (no retail comparison)
LNP Diagnostic (no retail comparison)
Business Rules e Excludes Loop Pre-Qualification queries.
Notes ¢ None at this time.
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Provisioning Measure 5

Title: Percentage of Orders Jeopardized

i ¥ g e el R G I AR R LT s ET SRS DA C A AL Z s

Description Percentage of total orders processed for which the ILEC notifies the CLEC
that the work will not be completed by the due date committed on the FOC.

Method of (Number of Orders Jeopardized) / (Number of Orders Completed) x 100

Calculation

Report Period Monthly Report, but provided Quarterly
Report Structure | Individual CLEC, CLECS in the aggregate, ILEC and ILEC Affiliates

Reported By By service group type
Geographic Level | Statewide
Measurable CenturyLink will provide a retail analog for this measurement.
Standards
Disaggregation Level
Bus POTS Bus POTS

Diagnostic (Expectation: parity with retail)
UNE Loops Non-Designed | Bus. POTS Dispatched
Diagnostic (Expectation: parity with retail)

UNE Loops - xDSL Bus POTS Dispatched
Provisioned Diagnostic (Expectation: parity with retail)
EELS DS3, DS1/ISDN PRI, VGPL/ DSO

Diagnostic (Expectation: parity with retail)

UNE DS1/ISDN PRI DS1/ISDN PRI
Diagnostic (Expectation: parity with retail)

Business Rules e Excludes delays for customer reasons.
¢ Excludes Loop Pre-Qualification queries.
Notes ¢ None at this time.
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Provisioning Measure 7

Title: Average Completed Interval

Description Average business days from receipt of valid, error-free service request to

completion date in service order system for new, move, and change orders.
Method of (Total business days from receipt of valid, error-free service request to
Calculation completion date in service order system for new, move and change orders) /

(Total new, move and change orders)
Report Period Monthly Report, but provided Quarterly
Report Structure | Individual CLEC, CLECs in the aggregate, by ILEC, and ILEC Affiliates

Reported By By service group type and field work/no field work where applicable.
Geographic Level | Statewide
Measurable CenturyLink will provide a retail analog for this measurement.
Standards
Disaggregation Level
Bus POTS Bus POTS
Diagnostic (Expectation: parity with retail)
UNE Loops Non-Designed | Bus. POTS Dispatched
Diagnostic (Expectation: parity with retail)
UNE Loops - xDSL Diagnostic (no retail comparison)
Provisioned — No Field Work
UNE Loops - xDSL Bus. POTS Dispatched
Provisioned — Field Work Diagnostic (Expectation: parity with retail)
EELS DS1/ISDN PRI, DS3, VGPL/DSO
Diagnostic (Expectation: parity with retail)
UNE DS1/ISDN PRI DS1/ISDN PRI
Diagnostic (Expectation: parity with retail)
Business Rules e Excludes customer requested due dates beyond interval offered, and

orders delayed for customer reasons.

e For UNE Loop services, feature only orders are excluded from the retail
analog.
Excludes Loop Pre-Qualification queries.
The start time of requests received after the end of the business day will
be the beginning of the next business day.

Notes s  None at this time.
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Provisioning Measure 11

Ti_tle' Percent of Due Dates Missed

Description Measures the percent of new, move and change orders where installation
was not completed by the due date.

Method of [(Total Number of Missed Due Dates Due to ILEC Reasons for New, Move

Calculation and Change Orders) / (Total Number of Completed New, Move and Change

Orders)] x 100
Report Period Monthly Report, but provided Quarterly
Report Structure | Individual CLEC, CLECs in the aggregate, by ILEC, and ILEC Affiliates

Reported By By service group type and Field Work/No Field Work as appropriate
Geographic Level | Statewide
Measurable CenturyLink will provide a retail analog for this measurement.
Standards
Disaggregation Level
Bus POTS Bus POTS
Diagnostic (Expectation: parity with retail)
UNE Loops Non-Designed Bus. POTS Dispatched
Diagnostic (Expectation: parity with retail)
UNE Loops - xDSL Bus. POTS Dispatched
Provisioned Diagnostic (Expectation: parity with retail)
EELS DS1/ISDN PRI, DS3, VGPL/DSO
Diagnostic (Expectation: parity with retail)
UNE DS1/ISDN PRI DS1/ISDN PRI
Diagnostic (Expectation: parity with retail)
Interconnection Trunks ILEC Dedicated Trunks
Diagnostic (Expectation: parity with retail)
Business Rules e Excludes customer requested due dates beyond interval offered, and

orders delayed for customer reasons.
¢ All available due dates are reported, except those missed due to
customer reasons.
e For UNE Loop services, feature only orders are excluded from the retail
analog.
Excludes cancelled orders.
Excludes Loop Pre-Qualification queries.
Notes ¢ CenturyLink will provide disaggregation by Missed Appointment
Reason codes as diagnostic data upon raw data request.
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Provisioning

Title:

iy

Measure 15

Provisioning Trouble Reports Prior to Service Order Completion

Description Measures the percent of troubles that are reported (via customer or
indirectly by CLEC) that occur during the provisioning process.
Method of [(Total number of trouble reports that occur from the time of service order
Calculation creation, up to and including the date of service order completion) / (Total
Number of service orders completed in reporting period)] x 100
Report Period Monthly Report, but provided Quarterly
Report Structure | Individual CLEC, CLECs in the aggregate, ILEC, and ILEC Affiliates
Reported By ¢ By Business POTS, UNE Loop Non-Designed, and LNP
e By Affecting Service and Out of Service
Geographic Level | Statewide
Measurable CenturyLink will provide a retail analog for this measurement.
Standards
Disaggregation Level
Bus Pots Bus POTS
Diagnostic (Expectation: parity with retail)
UNE Loops Non-Designed B1 Dispatch Non-Designed
Diagnostic (Expectation: parity with retail)
LNP LNP
Diagnostic (Expectation: parity with retail)
Business Rules Excludes CPE and IEC/IXC/CLEC caused troubles.
Excludes Subsequent reports.
Excludes Message Reports (circuit reports for which ILEC has no
records).
Excludes ILEC employee generated reports.
Notes None at this time.
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Provisioning Measure 17a
Title: Percentage Troubles in 5 Days for New Orders

Description Measures the percent of network customer trouble reports received within 5
calendar days of service order completion.

Method of [(Total Number of Customer Trouble reports received within 5 calendar

Calculation days of service order completion) / (Total Number of new, move and

change completed orders)] x 100
Report Period Monthly Report, but provided Quarterly
Report Structure | Individual CLEC, CLECs in the aggregate, ILEC, and ILEC Affiliates

Reported By By service group type
Geographic Level | Statewide
Measurable CenturyLink will provide a retail analog for this measurement.
Standards
| Disaggregation Level
Bus POTS Bus POTS

Diagnostic (Expectation: parity with retail)
UNE Loops Non-Designed Res and Bus POTS
Diagnostic (Expectation: parity with retail)

UNE Loops - xDSL Res and Bus POTS
Provisioned Diagnostic (Expectation: parity with retail)
EELS DS1/ISDN PRI, DS3, VGPL/DSO
Diagnostic (Expectation: parity with retail)
UNE DS1/ISDN PRI DS1/ISDN PRI
Diagnostic (Expectation: parity with retail)
LNP LNP

Diagnostic (Expectation: parity with retail)
Excludes CPE and IEC/IXC/CLEC caused troubles.

Excludes troubles associated with inside wire.

Excludes Trouble Reports Received on the Due Date

Excludes cancelled tickets.

Excludes Subsequent reports.

Excludes Message Reports (circuit reports for which ILEC has no
records).

Excludes ILEC employee generated reports.

Excludes Loop Pre-Qualification queries.

Includes trouble tickets that were received during the reporting period.
CenturyLink will provide disaggregation by Maintenance Disposition
codes as diagnostic data upon a request for raw data.

Business Rules

Notes
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Maintenance Measure 19

Title: Customer Trouble Report Rate

Description Measures the total number of network customer trouble reports received
within a calendar month per 100 circuits/UNEs.

Method of [(Total Number of Customer initial and repeat network trouble reports) /

Calculation (Number of access lines/circuits/UNEs in service at the end of the reporting

period)] x 100
Report Period Monthly Report, but provided Quarterly
Report Structure | Individual CLEC, CLECs in the aggregate, ILEC, and ILEC Affiliates

Reported By By service group type
Geographic Level | Statewide
Measurable CenturyLink will provide a retail analog for this measurement.
Standards
| Disaggregation Level
Bus POTS Bus POTS

Diagnostic (Expectation: parity with retail)
UNE Loops Non-Designed | Res and Bus POTS
Diagnostic (Expectation: parity with retail)

UNE Loops - xDSL Res and Bus POTS
Provisioned Diagnostic (Expectation: parity with retail)
EELS DS1/ISDN PRI, DS3, VGPL/DS0
Diagnostic (Expectation: parity with retail)
UNE DS1/ISDN PRI DS1/ISDN PRI
Diagnostic (Expectation: parity with retail)
UNE DS3 DS3

Diagnostic (Expectation: parity with retail)
Interconnection Trunks ILEC Dedicated Trunks
Diagnostic (Expectation: parity with retail)
LNP LNP
Diagnostic (Expectation: parity with retail)
Business Rules ¢ Excludes CPE and IEC/IXC/CLEC caused troubles.

¢ Excludes Subsequent reports.
Excludes Message Reports (circuit reports for which ILEC has no
records).
Excludes canceled trouble tickets.
Excludes ILEC employee generated reports.
An LNP trouble is excluded from duplicate reporting in another service

group type.

Notes ¢ CenturyLink will provide disaggregation by Maintenance Disposition
codes as diagnostic data upon a request for raw data.
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Maintenance

Title:

Measure 20

Percentage of Customer Trouble Not Resolved Within

Estimated Time

Description

Measures the percent of trouble reports not cleared by the commitment fime.

Method of
Calculation

[(Total network trouble reports not cleared by the commitment time for
ILEC reasons) / (Total network trouble reports completed)] x 100

Report Period

Monthly Report, but provided Quarterly

Report Structure

Individual CLEC, CLECS in the aggregate, ILEC, and ILEC Affiliates

Reported By

* By service group type
¢ By dispatch and no dispatch

Geographic Level

Statewide

Measurable
Standards

CenturyLink will provide a retail analog for this measurement.

Disaggregation Level

Bus POTS Bus POTS

Diagnostic (Expectation: parity with retail)

UNE Loops Non-Designed Res and Bus POTS

Diagnostic (Expectation: parity with retail)

UNE Loops - xDSL
Provisioned

Res and Bus POTS
Diagnostic (Expectation: parity with retail)

EELS DS1/ISDN PRI, DS3, VGPL /DSO

Diagnostic (Expectation: parity with retail)

UNE DS1/ISDN PRI DS1/ISDN PRI

Diagnostic (Expectation: parity with retail)

UNE DS3 DS3

Diagnostic (Expectation: parity with retail)

ILEC Dedicated Trunks
Diagnostic (Expectation: parity with retail)

Interconnection Trunks

LNP LNP

Diagnostic (Expectation: parity with retail)

Business Rules

Excludes CPE and IEC/IXC/CLEC caused troubles.

Excludes Subsequent reports.

Excludes Message Reports (circuit reports which ILEC has no records
on).

Excludes ILEC employee generated reports.

Excludes customer caused misses.

Excludes canceled trouble tickets.

Includes LNP NXX Code Opening Troubles.

An LNP trouble is excluded from duplicate reporting in another service

group type.

Notes

® CenturyLink will provide disaggregation by Maintenance Disposition
codes as diagnostic data upon a request for raw data.

2015 Nevada Performance Measurement Plan 20




CenturyLink Performance Measurement Plan

Maintenance

Measure 21

Average Time to Restore

Title:

Descn’pﬁoﬂ

Measures the average duration of customer trouble reports from the receipt

of the customer trouble report to the time the trouble is cleared.

Method of
Calculation

(Total duration of customer network trouble reports) / (Total customer
network trouble reports)

Report Period

Monthly Report, but provided Quarterly

Report Structure

Individual CLEC, CLECsS in the aggregate, ILEC, and ILEC Affiliates

Reported By

® By service group type
» By dispatch and no dispatch

Geographic Level

Statewide

Measurable
Standards

CenturyLink will provide a retail analog for this measurement.

Disaggregation Level

Bus POTS Bus POTS

Diagnostic (Expectation: parity with retail)

Res and Bus POTS
Diagnostic (Expectation: parity with retail)

UNE Loops Non-Designed

Res and Bus POTS
Diagnostic (Expectation: parity with retail)

UNE Loops - XDSL
Provisioned

EELS DS1/ISDN PRI, DS3, VGPL/ DSO

Diagnostic (Expectation: parity with retail)

UNE DS1/ISDN PRI DS1/ISDN PRI

Diagnostic (Expectation: parity with retail)

UNE DS3 DS3

Diagnostic (Expectation: parity with retail)

ILEC Dedicated Trunks
Diagnostic (Expectation: parity with retail)

Interconnection Trunks

LNP LNP

Diagnostic (Expectation: parity with retail)

Business Rules

Excludes CPE and IEC/IXC/CLEC caused troubles.

Excludes Subsequent reports.

Excludes Message Reports (circuit reports which ILEC has no records
on).

Excludes ILEC employee generated reports.

Excludes canceled trouble tickets.

Includes LNP NXX Code Opening troubles.

An LNP trouble is excluded from duplicate reporting in another service
group type.

Elapsed time is measured on a 24-hour-a-day, seven-days-a-week basis.

Notes

CenturyLink will provide disaggregation by Maintenance Disposition
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L | codes as diagnostic data upon a request for raw data.
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Maintenance

Title:

Desriptwn

Frequency of Repeat Troubles in 30 Day Period

Measure 23

G Bibr A I i Ty e T e i g R i R el
easures the percent of customer network trouble reports received within
30 calendar days of a previous report.

Method of
Calculation

[(Total customer network trouble reports received within 30 calendar days

of a previous customer report) / (Total customer network trouble reports)] x
100

Report Period

Monthly Report, but provided Quarterly

Report Structure

Individual CLEC, CLECs in the aggregate, ILEC, and ILEC Affiliates

Reported By

By service group type

Geographic Level

Statewide

Measurable
Standards

CenturyLink will provide a retail analog for this measurement.

Disaggregation Level

Bus POTS Bus POTS

Diagnostic (Expectation: parity with retail)

Res and Bus POTS
Diagnostic (Expectation: parity with retail)

UNE Loops Non-Designed

UNE Loops - xDSL
Provisioned

Res and Bus POTS
Diagnostic (Expectation: parity with retail)

EELS DS1/ISDN PRI, DS3, VGPL/DS0

Diagnostic (Expectation: parity with retail)

UNE DS1/ISDN PRI DSI1/ISDN PRI

Diagnostic (Expectation: parity with retail)

UNE DS3 DS3

Diagnostic (Expectation: parity with retail)

ILEC Dedicated Trunks
Diagnostic (Expectation: parity with retail)

Interconnection Trunks

LNP LNP

Diagnostic (Expectation: parity with retail)

Business Rules

Excludes CPE and IEC/IXC/CLEC caused troubles.

Excludes troubles associated with inside wiring.

Excludes Subsequent reports.

Excludes Message Reports.

Excludes canceled trouble tickets.

An LNP trouble is excluded from duplicate reporting in another service
group type.

Excludes ILEC employee generated reports.

e Includes LNP NXX Code Opening troubles.

Notes

CenturyLink will provide disaggregation by Maintenance Disposition
codes as diagnostic data upon a request for raw data.
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Network Performance Measure 25

Title: Percent Blocking

on Interconnection Trunks
i1 ]

4

Description

Measures the total percent of blockage on final dedicated interconnection
trunk groups.
Method of [(Total blocked calls across all final dedicated interconnection trunk groups
Calculation per CLEC) / (Total call attempts count across all final dedicated

interconnection trunk groups per CLEC)] x 100

Report Period Monthly Report, but provided Quarterly

Report Structure | Individual CLEC, CLECs in the aggregate, and ILEC Affiliates
Reported By State

Geographic Level | Statewide

Measurable
Standards

Disaggregation Level

Interconnection Trunks Diagnostic (no retail comparison)
Business Rules ¢ Only measured on trunks where ILEC has outgoing traffic to CLECs
and where ILEC controls trunk capacity.

Threshold exception trunk detail.

Internal traffic data collection procedures exclude force majeure (Acts
of God, Natural Disasters, etc.).

Excludes the maintenance window (12am local time to 6am local time).
Applies to those trunks where the ILEC has augmentation control.
Does not apply when trunks are provisioned as two-way trunks.
Measured by:

- Total trunk groups

- Threshold exceptions
- ILEC end office to CLEC end office
- JLEC tandem to CLEC end office

Notes

~
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Billing

Title:

Measure 30

Wholesale Bill Timeliness

Description This measure captures the elapsed number of calendar days between the
scheduled close of a Bill Cycle and the ILEC’s transmission availability of
the associated invoice to the CLEC.

Method of [(Count of Invoices where difference between distribution date and bill date

Calculation is less than or equal to 10) / (Count of Total Invoices Distributed within the
Reporting Period)] x100

Report Period Monthly Report, but provided Quarterly

Report Structure | Individual CLEC, CLECs in the aggregate, and by ILEC Affiliates

Reported By ® Bus POTS Resale
¢ UNE Loops

Geographic Level | Statewide

Measurable

Standards
Disaggregation Level
Bus POTS Resale Diagnostic (no retail comparison)

UNE Loops Diagnostic (no retail comparison)

Business Rules ¢ Includes only mechanized bills.
¢ Excludes paper bill, magnetic bill, CD ROM bill or Custom Bill diskette

bill.

Notes ¢ None at this time.
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Database Updates

| Title:

Description

Percent Database Accurac

Measure 38

The percentage of E911 records that were updated by CenturyLink in error.
The data required to calculate this measurement will be provided by the CLEC.
The CLEC will provide the number of records transmitted and the errors
found. CenturyLink will verify the records determined to be in error to
validate that the records were input by CenturyLink incorrectly. An update is
completed without error if the database completely and accurately reflects the
activity specified on the order submitted by the CLEC.

¢ E911 Databases

Method of
Calculation

[(Count of Updates Completed without error) / (Count of Updates Completed)]
x 100

Report Period

Monthly Report, but provided Quarterly

Report Structure

Individual CLECs, CLECs in the aggregate, by ILEC (if analog applies) and
by ILEC Affiliates

Reported By

For E911 Database:
¢ Service Order generated updates
® Direct gateway input

Geographic Level

Statewide

Measurable
Standards

CenturyLink will provide a retail analog for certain levels of disaggregation for
this measurement.

Disaggregation Level

E911

Service Order Updates Number Updates

Diagnostic (Expectation: parity with retail)

Direct Gateway Updates Diagnostic (no retail comparison)

Business Rules

e Excludes CLEC caused errors.

Notes

e CLECs reserve the right to request additional databases be included in this
measure.
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Database Updates

Measure 39

Title:
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Description casures the percentage of E911 database updates completed within 24
hours.
Method of (Number of records updated within 24 hours) / (Total number of records
Calculation updated) x 100
Report Period Monthly Report, but provided Quarterly
Report Structure | Individual CLECs, CLECs in the aggregate, by ILEC (if analog applies)
and by ILEC Affiliates
Reported By Update types
Geographic Level | Statewide
Measurable CenturyLink will provide a retail analog for certain levels of disaggregation
Standards for this measurement.
Disaggregation Level
Service Order Updates 911 Updates
Diagnostic (Expectation: parity with retail)
Direct Gateway Updates Diagnostic (no retail comparison)
Business Rules e Excludes scheduled system outages.
e Excludes Carrier caused delays due to requests to put file on hold or
delays in processing records due to invalid data or invalid file formats
(i.e. CLEC caused errors).
¢ Interval is measured in clock hours.
Notes
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REPORTING PROCESS

Performance reports will be provided quarterly by the thirtieth calendar day of the month
succeeding the quarter. The reporting period is the calendar month, unless otherwise noted and
the results provided each quarter will include all reporting periods in the quarter.

CenturyLink will publish results for all CLECs who have ordered one or more CLEC products
and have one or more CLEC access lines (e.g., Measure 19 denominator is 1 or more). If the
CLEC announces they will discontinue service to all of their end users, performance reporting
for the CLEC will cease on the last day of the month of the discontinuation month.

When reporting begins on a new measure or for a new CLEC, the ILEC is only required to report
results after a full calendar month of data is available. CLEC failure to provide an Operating
Company Number (OCN) on orders will result in those orders being excluded from the CLEC
Service Performance Measurements, Exclusions based on application of business rules apply to
both the numerator and denominator of the Method of Calculation.

Authorized users will have access to monthly reports, posted each quarter, through an interactive
web-site. Each CLEC will have access to its own data, aggregate CLEC data, and ILEC data.
The Commission will have access to reports for all entities, including ILEC Affiliate data. ILEC
Affiliate data will not be included in CLEC aggregate data,

Raw data will be archived for a period of 24 months to provide an adequate audit trail and will
be retained with sufficient detail so that CLECs can reasonably reconcile the data captured by the
ILEC (for the CLEC) with its own internal data. Furthermore, data that relates to the ILEC's own
performance will be retained, at a consistent level of disaggregation comparable to that reported
for the CLECs. The data provided does not include exceptions that were previously permitted
for purposes of determining compliance for the performance incentive plan. In the event any
person attempts to use the data provided to allege discrimination, CenturyLink may allege that
the data does not contain statistical analysis, small sample size and forgiveness consistent with
how it was done when the performance incentive plan was in place, and CenturyLink may raise
it as defense and apply these things in an effort to demonstrate non-discrimination.

CenturyLink will report affiliate results to the Commission, Bureau of Consumer Protection and
CLECs under proprietary information provisions.
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General Exclusions

Published results will not include the following:

* Queries, orders, or maintenance tickets initiated by CenturyLink for administrative purposes.
* Data impacted by customer-caused reasons.

* Data impacted by CenturyLink dependence on a third party (not including CenturyLink
affiliates or agents within CenturyLink's control).

* Service results for products and services outside of Interconnection and Resale Agreements
between CenturyLink and CLECs.

* Products subject to TRRO relief shall be excluded for all non-impaired wire centers.

CenturyLink dependence on a third party

If CenturyLink dependence on a third party is not specifically noted in this document,
CenturyLink will contact parties of record from this docket to discuss implementation of the data
exclusion. CenturyLink will request a meeting within 30 days and propose 5 potential meeting
times to occur during business hours. If any party does not respond within 10 days, the meetings
will be scheduled without their input.

CenturyLink will propose two meeting dates/times based on maximum availability of parties and
request attendance at both. Any party who cannot make one or both meetings and wishes to
request an alternate date/time must contact CenturyLink within 5 days. Contingent upon the
willingness of parties to schedule meetings in a timely manner, CenturyLink will make every
attempt to schedule meeting dates/times that are amenable to all parties.

At least 10 days prior to the first scheduled meeting, CenturyLink will distribute relevant
documentation/information to parties.

During the first meeting, CenturyLink will describe the situation and answer questions from
parties. If parties agree this constitutes a valid case of dependence on a third party, CenturyLink
will implement this exclusion in the reporting system and communicate the intended
implementation date.

If parties are not in agreement at the end of the first meeting, the second meeting will be utilized
to resolve open issues. Additional meetings may be scheduled if parties are willing.

If parties cannot reach agreement, and CenturyLink wishes to pursue the exclusion, CenturyLink
will initiate an expedited hearing process in accordance with the Commission's rules.

At least 30 days prior to implementation of a new exclusion, CenturyLink will publish a
notification on the reporting website.

For this purpose, CenturyLink will provide the excluded data within 15 days upon request by any
affected party, the Bureau of Consumer Protection, and Commission Staff, for the first three
reporting dates following implementation of a new exclusion.
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ITI. SERVICE GROUP TYPES

Service Group Type CenturyLink CLEC

RESALE

Business POTS Business POTS Business POTS
UNBUNDLED NETWORK

ELEMENTS

UNE Loops xDSL Provisioned Provisioning - Bus. POTS UNE Loops xDSL Provisioned

Dispatched
Maintenance — Res and Bus POTS

UNE Loops Non-Designed
8dB weighted 2/4 wire analog
basic/Coin

Provisioning - Bus. POTS
§ Dispatched
Maintenance — Res and Bus POTS

UNE Loops Non-Designed

UNE Dedicated Transport ‘

UNE DS1/ISDN PRI DS1/ISDN PRI | UNE DS1/ISDN PRI
UNE DS3 DS3 { UNE DS3

EELS ] DS1/ISDN PRI, DS3, VGPL/DS0O EELS

Interconnection Trunks ILEC Dedicated Trunks | Interconnection Trunks
LNP LNP LNP

INTERCONNECTION TRUNKS will be included in measures: 11, 19, 20, 21, 23, and 25.

LNP is considered a facilities-based service group type. LNP will be a level of disaggregation for the following
measures: 2, 4, 15, 17a, 19, 20, 21, and 23. Service orders with multiple service group types will be categorized
according to the service group type of the first access line entered on the order.

SERVICE ORDER TYPES

New Service Installations

Service Migrations without Changes

Service Migrations with Changes

Move and Change activities
Feature Changes
Service Disconnects
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IV. AUDITING

The parties support a comprehensive audit of the ILECs' reporting procedures and reportable
data if the Commission, BCP or greater than 50% of CLECs agree an audit is desired. This
audit would be on behalf of all CLECs and would be performed by independent auditors.
Each ILEC shall submit its annual comprehensive audit to the Commission, and distribute
copies (which include only non-proprietary information) to parties on the Commission's
service list in this proceeding,

The cost of this audit would be shared between the CLECs and the audited ILEC.

In addition to an audit, the ILECs and CLECs agree that the CLECs would have the right to
mini-audits of individual performance measures during the year. When a CLEC has reason to
believe the data collected for a measure is flawed or the reporting criteria for the measure is
not being adhered to, it has the right to have a mini-audit performed on the specific measure
upon written request (including e-mail), which will include the designation of a CLEC
representative to engage in discussions with the ILEC about the requested mini-audit. If, 45
days after the CLEC's written request, the CLEC believes that the issue has not been resolved
to its satisfaction, the CLEC will commence the mini-audit upon providing the ILEC with 5
business days advance written notice. Each CLEC would be limited to auditing five single
measures during the year. The CLEC would pay for the mini-audit, including the ILEC's
reasonable associated costs and expenses, unless the ILEC is found to be misreporting or
misrepresenting data or to have non-compliant procedures, in which case, the ILEC would
pay for the mini-audit, including the CLECs' reasonable associated costs and expenses. If,
during a mini-audit of individual measures, more than 50% of the measures in a major
service category are found to have flawed data or reporting problems, the entire service
category will be re-audited at the expense of the ILEC. The major service categories for this
purpose are:

Pre-Ordering

Ordering

Provisioning

Maintenance

Network Performance

Billing

Database Updates

Each mini-audit shall be submitted to the Commission as a proprietary document subject to the
applicable protection afforded by Nevada Administrative Code 703.527 through 703.5282.
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V. REVIEW PROCEDURES

As experience is acquired under this Performance Plan with the performance measurements and
underlying business processes, the Parties expect to learn which measurements set forth in
Section II may not have been properly defined or are more or less useful than others. The Parties
also expect that experience will show whether new measurements are needed or whether certain
existing measurements are not needed or require modification. Accordingly, the Parties agree to
reconvene in the period dictated by NAC.704.680303 to review the effectiveness of and
modifications to the performance measurements approved by the Commission in this proceeding.
In the event the Parties cannot agree on any addition, deletion or modification, they will jointly
submit such dispute for resolution by the Nevada PUC.

If, prior to the agreed-upon review date, there is consensus that one or more measures are not
effective, the parties will schedule meetings to discuss modifying the measure(s) or process(es).
If there is no consensus, any individual party seeking formal review by the Nevada PUC shall
give notice to the other parties of its intent to do so. The party will also describe the action it
intends to take and the reason(s) for its proposed action.
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VI. DEFINITION OF TERMS

TERM DEFINITION
he feature of E911 that displays at the Public Safety Answering Point (PSAP) the
street address of the calling telephone number. This feature requires a data storage
and retrieval system for translating telephone numbers to the associated address.
ALI may include Emergency Service Number (ESN), street address, room or floor,
land names of the enforcement, fire and medical agencies with jurisdictional
esponsibility for the address. The Management System (E911) database is used to
update the Automatic E911 Location Identifier databases.
entity that (directly or indirectly) owns or controls, is owned or controlled by,
Affili r is under common ownership or control with another entity. The
ate . » . .00
elecommunications Act defines “Own” as owning an equity interest (or
quivalent thereof) of more than 10 percent, or as defined by state commissions.”
Benchmark Measurable ’Benchmark measures have an agreed upon standard to determine compliance due
Standards o the lack of a meaningful retail analog comparison.

A condition on a telecommunications network where, due to a maintenance
Call Blocking

Automatic Location Identifier
(ALI)

roblem or an over capacity situation in a part of the network, some or all

riginating or terminating calls cannot reach their final destinations. Depending on
he condition and the part of the network affected, the network may make
subsequent attempts to complete the call or the call may be completely blocked. If
he call is completely blocked, the calling party will have to re-initiate the call
attempt.

&utmhzod Data Collection system collects hourly operational measurement data
i

from switches/trunks groups for the LTD, and provides a direct feed to the
nventory. The information is used for traffic forecasting by trunk capacity
lanners.

Process by which new NPA/NXXs (area code/prefix) are defined, through software
ranslations to network databases and switches, in telephone networks. Code
penings allow for new groups of telephone numbers (usually in blocks of 10,000
r less with number pooling) to be made available for assignment to an ILEC's or
I EC's customers, and for calls to those numbers to be passed between carriers.

[I;; network architecture used to for the exchange of signaling information between

Centralized Data Collection

Code Opening

elecommunications nodes and networks on an out-of-band basis. Information
xchanged provides for call set-up and supports services and features such as
1_ASS and database query and response.
runk groups between tandem and end office switches that are shared by more
an one carrier, often includin&the traffic of both the ILEC and several CLECs.
Completion il:he time in the order process when the service has been provisioned and service
as been deployed.
I? notice the ILEC provides to the CLEC to inform the CLEC that the requested
ervice order activity is complete.
oordinated Customer Conversion of Orders that have a due date negotiated
Coordinated Hot Cut between the ILEC, the CLEC, and the customer so that work activities can be
erformed on a coordinated basis under the direction of the receivinicarrier.
specific due date requested by the customer that is either shorter or longer than
e standard interval or the interval offered by the ILEC.
A report that the carrier providing the underlying service opens when notified that a
Customer Trouble Reports (Fustomer has a problem with their service. Once resolved, the status of the trouble
is changed to closed.

Common Channel Signaling
System 7 (CCSS7)

Common Transport

Completion Notice

Customer Requested Due Date
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DEFINITION OF TERMS

TERM DEFINITION
A network facility reserved to the exclusive use of a single customer, carrier or pair
Dedicated Transport Ef carriers used to exchange switched or special, local exchange, or exchange
ccess traffic.
Delayed Order lAn order which has been completed after the scheduled due date and/or time

Diagnostic Measurable
Standards

This indicates that the results per the measurement will be reported for analysis
urposes only and are not subject to determination of compliance or non-
ompliance.

Directory Assistance Database ﬂ? database that contains subscriber records used to provide live or automated

perator-assisted directory assistance. Including 411, 555-1212, NPA-555-1212.

. . Subscriber information used for DA and/or telephone directory publishing,
Directory L
rectory Listings ||includin§ name and telephone number, and optionally, the customer's address.
Digital Service Level 0. Service provided at a digital signal speed commonly at 64
DS-0 .
bps, but occasionally at 56 kbps.
DS-1 ﬂDiEital Service Level 1. Service provided at a digital signal speed of 1.544 Mbps.
DS-3 lDigital Service Level 3. Service provided at a diﬁal signal speed of 44,736 Mbps.
Due Date The date provided on the FOC the ILEC sends the CLEC identifying the planned
lcompletion date for the order.
End Office Switch A switch from which an end users’ exchange services are directly connected and
offered.
Firm Order Confirmation otice the ILEC sends to the CLEC to notify the CLEC that it has received the
(FOC) LECs service order, created a service request, and assigned it a due date.

Flow-Through

The term used to describe whether a LSR electronically is passed from the OSS
interface system to the ILEC legacy system to automatically create a service order.
ILSRS that do not flow through require manual intervention for the service order to
be created in the ILEC legﬂ:y system.

An order for which the ILEC has issued a FOC, but whose due date has passed
Held Order . sy
without it being completed.
Installation The installation activity required to activate a service request.
A trouble, which is identified after service order activity and installation have been
Installation Troubles ompleted, on a customer's line. It is likely attributable to the service activity
(within a defined time period).
Inside Wiring ‘E he telecommunications wiring located at a customer's premise that extends

eyond the demarcation point.

Interconnection Trunks

A network facility that is used to interconnect two switches generally of different
ocal exchange carriers

[ . . . . 1. .
Interface Outage L& planned or unplanned failure resulting in the unavailability or access degradation
f a system.
A failure in the service provisioning process which results potentially in the
Jeopardy L . . .
ability of a carrier to meet the committed due date on a service order
Jeopardy Notice “’ic af:tual_notice that the ILEC sends to the CLEC when a jeopardy condition has
been identified.
A shortage of cable facilities identified after a due date has been committed to a
Lack of Facilities ustomer, including the CLEC. The facilities shortage may be identified during the

inventory assignment process, or during the service installation process. If no
acilities are available, the ILEC will issue a jeopardy.
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DEFINITION OF TERMS

TERM DEFINITION

A Telcordia master file that is used by the telecom industry to identify NPA-NXX
Local Exchange Routing Guide onuting and homing information, as well as network element and equipment

(LERG) esignations. The file also includes scheduled network changes associated with
ctivity within the North American Numbering Plan (NANP).

Local Exchange Traffic

raffic originated on the network of a LEC in a local calling area that terminates to
another LEC in a local calling area.

A network technology that allows end user customers to retain their telephone
number when moving their service between local service providers. This
Local Number Portability  ftechnology does not employ remote call forwarding, but actually allows the
ustomer's telephone number to be moved and redefined in the network of the new
service provider. The activity to move the telephone number is called "porting".

Local Service Confirmation JOBF term for a FOC.

Mechanized Bill A bill that is delivered via electronic transmission.

A billing arrangement used when two or more LECs jointly provide access to and
from an interexchange carrier (IXC) for inter LATA traffic. This arrangement can

Meet Point Billing be Single Bill, where one LEC bills the IXC on behalf of both LECs and remits
ayment to the other LEC or Multiple Bill, where each LEC bills their portion
irectly to the IXC.

Missed Commitment notice from ILEC to inform CLEC that the committed due date on an order has
Notification been missed.
Non-Recurring Charge A rate charged for a product or a service that is assessed on a one-time basis.

NXX, NXX Code or Central The three digit switch entity indicator that is defined by the "D", "E", and "F" digits

Office Code Iof a 10-digit telephone number within the NANP. Each NXX Code contains 10,000
station numbers.
Ordeni prem
rdering al(lg]]:}l})hng Forum Industry forum that works to develop national ordering and billing standards.
Other Charges and Credits Partial month recurring and non-recurring charges, installation, and other charges

ther than basic monthly charges appearing on a bill.

[ndicates a retail analog process or system exists and can report the

Parity M bl dard:
arity Measurable Standards ILEC and ILEC Affiliate results to be compared to the CLEC results.

arity by Design occurs where the same process or system is used for both CLEC
nd ILEC and does not allow the opportunity to discriminate or to recognize
ifferences between CLEC activity and ILEC activity. As such, the results
alculated will apply for all CLECs and ILLEC measurable standards.

Parity by Design

A network technology that allows end user customers to retain their telephone
Permanent Number Portability fnumber when moving their service between local service providers. This
(also known as Local or Long |[technology does not employ remote call forwarding, but actually allows the
Term Number Portability) ustomer's telephone number to be moved and redefined in the network of the new
service provider. The activity to move the telephone number is called "porgi“.

Physical Collocation Shall have the meanin&set forth in 47 C.F.R. Section 51.5.

Plain Old Telephone Service [Refers to basic 2 wire analog residential and business services. Can include feature
(POTS) apabilities (e.E., CLASS features).
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DEFINITION OF TERMS

TERM

DEFINITION

Projects

Project is a planned event where terms and conditions in which work
is performed is agreed to by both the CLEC, CenturyLink and any

ther party engaged in the provisioning process. To allow for
successful turn-up of facilities or conversion of facilities, each party

ust negotiate, in good faith, the timelines that allow required

activities to be met, equipment ordered, placed and tested to meet the

verall objectives of the project. The timeline must meet the rule of

easonable and prudent business practices. If the activity is not
agreed to be a project, the transaction will be reported in the
appropriate service group type

Provisioning Troubles

trouble report that is opened for a customer's existing or new service for a trouble
identified between the time of the service order creation to the time of order
ompletion. Provisioning troubles that are associated with a CLECs customers
include troubles that occur and are reported during the conversion of an ILEC
ustomer to a CLEC.

Query Types

lfre-ordering information that is available to a CLEC that is categorized according
o standards issued by OBF, the FCC and/or the Commission.

Recurring Charge

rate charged for a product or service that is assessed each successive billing
eriod.

Reject

status that can occur to a CLEC submitted local service request (LSR) when it
oes not meet certain criteria. There are two types of rejects: syntax, which occurs if
equired fields are not included in the LSR and content, which occur if invalid data
is provided in a field. A rejected service request must be corrected and re-submitted
efore provisioning can begin.

Repeat Report

y trouble report that is a second (or greater) report on the same telephone
umber/circuit ID and at the same premise address within 30 days. The original
eport can be any category, including excluded reports, and can carry any
isposition code.

Service Group Type

The designation used to identify a category of similar services, .c.g., UNE loops

Service Order

The work order created and distributed in ILECs systems and to ILEC work groups
jin response to a complete, valid service request.

Service Order Type

The designation used to identify the major types of provisioning activities
ssociated with a service request

Service Request

The transaction sent from the CLEC to the ILEC to order services or to request a
ichange(s) be made to existing services.

The interval that the ILEC quotes to its customers with respect to how long it will
ke to provision a service request. These intervals are standardized by specific
ervice type and type of service modification requested ILECs publish these

Standard Interval tandard intervals in documents used by their own service representatives as well as
rdering instructions provided to CLECs. POTS services do not have standard
intervals; their installation intervals are based on force available and workload.
They may change as frequently as twice a day.
Subsequent Reports trouble report that is taken on a previously reported trouble prior to the date and

ime the initial report has a status of "cleared".
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DEFINITION OF TERMS

TERM

| DEFINITION

Summarized Charges

.., local usage minutes on resale or retail calls, which are listed on the bill as "xx"

rlfilling charges that are aggregated on the bill, rather than individually itemized,
minutes with no call detail.

Tandem Switch

Switch used to connect and switch trunk circuits between and among Central Office
Jswitches.

Time to Restore

The time interval from the receipt, by the ILEC, of a trouble report on a customer's
Iservice to the time service is fully restored to the customer.

A carrier facility medium in which transmission takes place. Transport carries

Transport voice and data from point A to point B, usually between two offices. Transport
edium includes copper wire, fiber optics, microwave and satellite.
Trouble Cause Code A code identifying the known or suspected cause of a trouble condition.

Trouble Disposition

A code identifying the end result of diagnostic and/or repair activities on a
ustomer trouble report.

Data generated in network nodes to identify switched call data on a detailed or

Usage Data summarized basis. Usage data is used to create customer invoices for the calls.
The individual call records created in a switch to report the date, time, duration,
Usage Records fcalling and called numbers associated with a given call
Virtual Collocation IShall have the meaning set forth in 47 C.F.R. Section 51.5.
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GLOSSARY OF ACRONYMS

ALEC Alternate Local Exchange Carrier (term equivalent to CLEC)
ALI Automatic Location Identifier (for E911 systems)
AS IAffecting Service (type of trouble condition)
BDT IBilling Data Tape
BRI IBasic Rate Interface (type of ISDN service) ‘
CHC [Coordinated "Hot" Cut |
| CKT ircuit
CLEC Competitive Local Exchange Carrier (term equivalent to ALEC) -
CO ICentral Office
| CPE Customer Premises Equipment
! CSR fCustomer Service Record
DA [Directory Assistance
dB IDecibel
DDS IDigital Data Service
DID ﬁect Inward Dialing
DSO IDigital Service 0
DS1 |Digital Service 1
\ DS3 |Digital Service 3
| ES11 MS ,|E9Tl Management System
[ EAS mEqual Access Service !
| EASE [Embarq Administration & Service Ordering Exchange
! EDI jElectronic Data Interchange
FOC irm Order Confirmation
GUI iIGraphical User Interface
HDSL [High-bit-rate Digital Subscriber Line
HICAP [High Capacity Digital Service
IEC/IXC }llnter-exchange Carrier
ILEC [tncumbent Local Exchange Carrier
N, T,C “Service Order Types - N(new), T(to or transfer), and C(change) |
‘ ISDN Integrated Services Digital Network
‘ W JInside Wire ‘
“ LATA [Local Access Transport Area
1 LERG ocal Exchange Routing Guide
LNP iILocal (or Long Term) Number Portability
LSMS ’ILocal Service Management System
LSR llLocal Service Request
MRC ’IMissed Appointment Reason Code
NANP INorth American Numbering Plan
NDM ’[Network Data Mover
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GLOSSARY OF ACRONYMS

g
i umber Portability Administration Center
NXX !Teleph(me number prefix
OBF [Ordering and Billing Forum
00S fout of service (type of trouble condition)
0SS Operations Support System
PBX |Private Branch Exchange
PON }lPurchase Order Number
POTS ﬂPlain Old Telephone Service
PRI flPrimary Rate Interface (type of ISDN service)
PSC [Public Service Commission (term equivalent to PUC)
PUC ublic Utilities Commission (term equivalent to PSC)
SCP Service Control Point
SGT Service Group Type
SOT Service Order Type
‘ SS7 ISignaling System 7
‘ STP Signaling Transfer Point |
| N Telephone Number
| TRRO Triennial Review Remand Order
| UNE Unbundled Network Element
; VGPL |Voice Grade Private Line
xDSL Kx) Digital Subscriber Line
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VIL. MISSED APPOINTMENT REASON CODES
CenturyLink Due Date - Specials

RCODE

Description

1A

Inter office facility shortage

1B

Scheduling/work load

1C

Customer not ready

1D

No loop available

1E

End user not ready

1F

NSP missed appointment

1G

No access to end user premises

1H

Central office freeze

1J

Special construction

1K

Natural disaster (flood, etc.)

1L

Frame due time cannot be met

1M

Requested DD is less than published interval

1N

DD and frame due time cannot be met

1P

QOther

1Q

Assignment problem

1R

Customer could not be reached at the reach number

1S

Building not ready, customer will advise

17T

Pole at trailer site not set

1w

Entrance facilities required

1X

Not technically feasible

1Y

No central office equipment available

1Z

Loop requires installation of additional equipment

2A

LSR error, incorrect or missing information

2B

Facility work order pending, no Bona Fide Request (BFR) required

3A

Records

3B

Facilities incorrect/busy

3C

Dependent/related order not complete

3D

Translation problems

3E

Provider order information/codes incorrect/missing

3F

Public agency/right of way delays

3G

Pre-service testing

3H

No trunks available

3

Busy cable ID and channel pair

4A

Field visit determined address invalid - send supplement

4B

Verify address, or provide nearby TN - send supplement

4C

New access required - send suppiement

4D

Access refused - send suppliement

4E

CFA/POI defective/busy - send supplement

4F

Invalid/duplicate circuit ID send supplement

4G

Need to revise TN - send supplement

4H

Invalid feature/feature detail - send supplement

4

Provide driving instructions - send supplement

5A

Notification of new due date only
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5B Additional paperwork required - contact service center

5C Jeopardy previously sent without Estimated Due Date (ESDD) -
new ESDD now provided

Note: Bolded codes are exclusion reasons outside of CenturyLink’s control, including customer-
caused reasons.
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MISSED APPOINTMENT REASON CODES

CenturyLink - Retail

Code Customer Reasons - Description

AB This code will indicate working service was found at the time of
linstallation and delayed the original due date installation.

CL The due date was not met due to inaccurate or incomplete
information received from the customer to work the service order.

PO The port was not activated by the CLEC on the due date.

RD The customer called and requested a different date prior to the
lappointed due date.

SA Elmt employee attempted to complete order on appointed date but
ould not gain access to the customer’s premise.
The installation was delayed because customer requested an

SO instrument that is not normally offered and it had to be special
Jordered.
The customer indicated he was not ready for completion of the

SR equest on the original due date or provided incomplete or incorrect
information which prohibited completion of the request on the
Eriginal due date (trip was made).

MISSED APPOINTMENT REASON CODES

CenturyLink - Retail
Code Company Reasons - Description
PL Unanticipated plant workload precluded the completion of the order
n the original due date.
SE Request was delayed because there was a temporary lack of standard)
station equipment.
PF Lack of plant facilities delayed the completion of the order.
PB ad cable pair or cable plant exists.
IwW Inclement weather delayed installation.
CE {Commercial provided incomplete or inaccurate information.
ME Marketing provided incomplete or inaccurate information.
CO Any other Company Reason.

Note: Bolded codes are exclusion reasons outside of CenturyLink’s control, including customer-
caused reasons.

2015 Nevada Performance Measurement Plan 42



CenturyLink Performance Measurement Plan

DISPOSITION CODES

CenturyLink
Code Description
CAN [Cancellation of ticket at customer request
CC [Came Clear
co lfientral Office -~ The trouble was found in central office equipment. This
includes concentrators, remotes, OPMs.
Fustomer Provided Equipment — Trouble found in the end user’s
CPE quipment or wiring. This also includes extended demarc. If the problem
was customer action, XCC is used.
FAC acility — Anything from the local distribution frame protector to the
rotector on the end user site.
INF Ticket created for informational purposes only
HSD JHigh Speed Data
OTH ther — CenturyLink Network
ND Natural Disaster — Hurricane, Earthquake, Tornado, Volcano, Typhoon
STN Station — Network Interface Devices (NIDs), loopback devices, jacks, up
Jto the demarc
TOK Test Okay/No Trouble Found — Could not identify the problem the
lcustomer reported either through remote or field testing.
Transport — Troubles isolated to an outage caused by a transport issue in
TRN I;Ihe CenturyLink network. These outages are generally isolated to DS3 or
igher service types.
XCC IXC/CLEC/ALEC
CcCo Igonnecting Company — The problem was identified .in connecting
ompany network or equipment, referrals to connecting company.
TT Translations Trouble
UNK Unknown
PRV Provisioniig‘ Trouble

Note: Bolded codes are exclusion reasons outside of CenturyLink’s control, including customer-

caused reasons.
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I. Executive Summary

PMP Development Process

The Telecommunications Act of 1996 and the FCC's implementing rules require ILECs to
provide CLECs with nondiscriminatory access to OSS. In the August 1996 Local Competition
First Report and Order, the FCC commented, generally, that ILECs must provide CLECs with
access to the pre-ordering, ordering, provisioning, billing, repair, and maintenance OSS sub-
functions pursuant to the Act, such that CLECs are able to perform such OSS sub-functions in
"substantially the same time and manner" as the ILECs can for themselves.” In August of 1997,
the FCC's Ameritech Opinion analyzed the nondiscriminatory access requirements of §251(¢c) to
a Bell Operating Company's (BOC's) §271 application, and clarified that for those OSS
subfunctions with retail analogs, a BOC "must provide access to competing carriers that is equal
to the level of access that the BOC provides to itself, its customers or its affiliates, in terms of
quality, accuracy and timeliness."2 The FCC further clarified in the Ameritech Opinion that for
those OSS functions with no retail analog, a BOC must offer access sufficient to allow an
efficient competitor "a meaningful opportunity to compete.">

In 2000 the Florida Public Service Commission opened Docket No. 000121-TP to develop
permanent performance metrics for the ongoing evaluation of operations support systems (OSS)
provided for alternative local exchange carriers’ (CLECs) use by incumbent local exchange
carriers (ILECs). Docket No. 000121-TP consisted of three phases. Phase I began with
workshops conducted by Commission Staff with members of the CLEC and ILEC communities.
The purpose of Phase I was to determine and resolve any policy and legal issues in this matter.
Phase II involved establishing permanent metrics for BellSouth Telecommunications, Inc.
(BellSouth), including a specific monitoring and enforcement program. In 2002 the Florida
Public Service Commission began Phase III and opened Docket No. 000121B-TP (CenturyLink
Track) and Docket No. 000121C-TP (Verizon Track) to establish performance metrics and a
performance monitoring and evaluation program for the other Florida ILECs.

' See, Implementation of the Local Competition Provisions in the Telecommunications Act of 1996, CC Docket No.
96-98, First Report and Order, 11 FCC Rcd 15499, 15763-64 [518] (1996) ("Local Competition First Report and
Order"), aff'd in part and vacated in part sub nom. Competitive Telecommunications Ass'n v. FCC, 117 F.3d 1068
(8th Cir. 1997) and Towa Utilities Bd. v. FCC, 120 F.3d 753 (8th Cir. 1997), modified on reh'g, No. 96-3321 (Oct.
14, 1997) (Rehearing Order), petition for cert. granted, 118 S. Ct. 879 (1998).

2 See, In the Matter of Application of Ameritech Michigan Pursuant to Section 271 of the Communications Act of
1934, as amended, To Provide In-Region, InterLATA Services In Michigan, Memorandum Opinion and Order, 12
FCC Rcd 20543, 20618-19 [139] (1997) (Ameritech Michigan Order), writ of mandamus issued sub nom. lowa
Utils. Bd. v. FCC, No. 96-3321 (8th Cir. Jan. 22, 1998). ("Ameritech Opinion"); see also, In the Matter of
Application of Bellsouth Corporation, et al., for Provision of In-Region, InterLATA services in Louisiana
("BellSouth (Louisiana II) Opinion") CC Docket No. 98-121, FCC 98-271 (10-13-98), paragraph 87 (citing,
Ameritech Opinion at 12 FCC Rcd 20618-19). See also, Ameritech Opinion at §131, wherein the FCC makes the
following statement regarding application of the §251(c) requirements to a BOC's §271 application:

"Because the duty to provide access to network elements under section 251(c)(3) and the duty to provide resale
services under section 251(c)(4) include the duty to provide nondiscriminatory access to OSS functions, an
examination of a BOC's OSS performance is necessary to evaluate compliance with section 271(c)(2)(B)(ii) and

(xiv)."3 See, Ameritech Opinion at 12 FCC Red at 20619 [141]; See also, BellSouth (Louisiana IT) Opinion at 487
(citing Ameritech Opinion at 12 FCC Rcd at 20619).
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On May 2, 2002, Sprint filed its initial response to Commission Staff’s data request for proposed
permanent performance measures in Florida in Docket No. 000121B-TP (Sprint Track). On June
30, 2002, initial comments on Sprint’s proposal were filed by interested parties. Taking into
consideration the information provided by Sprint and the comments provided by interested
parties, Commission Staff developed an independent proposal for Sprint OSS permanent
performance measurements and submitted it for comment on November 1, 2002. Comments on
Commission Staff’s proposal were filed November 15, 2002, and supplemental comments were
filed with the Commission on November 25, 2002.

On January 9, 2003, the Florida Public Service Commission issued Order No. PSC-03-0067-
PAA-TP. Order No. PSC-03-0067-PAA-TP addressed the proposed establishment and
implementation of operations support systems permanent performance measures for the Sprint
Track, Docket Number 000121B-TP.

Sprint complied with Order No. PSC-03-0067-PAA-TP and implemented this Performance

Measurement Plan (PMP) on February 1, 2003. This Performance Measurement Plan includes:
e service quality measures

business rules

reporting requirements

auditing

statistical methodology

This Performance Measurement Plan includes performance measurements from the Sprint
Nevada Plan, August 2002 Cookbook, and statistical methodology contained in the Sprint
Performance Measurement Plan Compliance Methodology adopted, with modifications, by the
FPSC to measure Sprint’s performance in Florida.

On February 12, 2007, the Florida Public Service Commission issued Order PSC-07-0123-PAA-
TP approving revisions to Embarq’s Performance Measurement Plan in order to enable
simultaneous implementation of changes with Embarq’s Nevada Performance.

Notes:

These performance measures are not intended to create, modify, or otherwise affect parties’
rights and obligations. The existence of any particular performance measure, or the language
describing that measure, is not evidence that the CLECs are entitled to any particular manner of
access, that these measures relate solely to access to OSS, nor is it evidence that the ILEC’s
obligations to such access are defined elsewhere, including the relevant laws, FCC, and state
decisions/regulations, tariffs, and interconnection agreements.
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Major Categories
Measurements developed to help assess the provision of non-discriminatory access to OSS and
other services, elements or functions were combined into the following broad categories:

e Pre-Ordering

Pre-ordering activities relate to the exchange of information between the ILEC and the CLEC
regarding current or proposed customer products and services, or any other information
required to initiate ordering of service. Pre-ordering encompasses the critical information
needed to submit a provisioning order from the CLEC to the ILEC. The pre-order
measurement reports the timeliness with which pre-order inquiries are returned to CLECs by
the ILEC. Pre-ordering query types include:

Address Verification

Request for Telephone Number
Request for Customer Service Record
Rejected/Failed Queries

e Ordering

Ordering activities include the exchange of information between the ILEC and the CLEC
regarding requests for service. Ordering includes: (1) the submittal of the service request
from the CLEC, (2) rejection of any service request with errors and (3) confirmation that a
valid service request has been received and a due date for the request assigned. Ordering
performance measurements report on the timeliness with which these various activities are
completed by the ILEC. Also captured within this category is reporting on the number of
CLEC service requests that automatically generate a service order in the ILECs' service order
creation system.

e Provisioning

Provisioning is the set of activities required to install, change or disconnect a customer's
service. It includes the functions to establish or condition physical facilities as well as the
completion of any required software translations to define the feature functionality of the
service. Provisioning also involves communication between the CLEC and the ILEC on the
status of a service order, including any delay in meeting the commitment date. Measurements
in this category evaluate the quality of service installations and the efficiency of the
installation process.

e Maintenance

Maintenance involves the repair and restoral of customer service. Maintenance functions
include the exchange of information between the ILEC and CLEC related to service repair
requests, the processing of trouble ticket requests by the ILEC, actual service restoral and
tracking of maintenance history. Maintenance measures track the timeliness with which
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trouble requests are handled by the ILEC and the effectiveness and quality of the service
restoral process.

e Network Performance

Network performance involves the level at which the ILEC provides services and facilitates
call processing within its network. The ILEC also has the responsibility to complete network
upgrades efficiently. Network performance is evaluated on the quality of interconnection.

e Billing

Billing involves the exchange of information necessary for CLECs to bill their customers, to
process the end user's claims and adjustments, to verify the ILEC's bill for services provided
to the CLEC and to allow CLECs to bill for access. Billing measures have been designed to
gauge the timeliness of the ILEC billing processes associated with CLEC customers.

e Database Updates

Database updates for E911 include the processes by which these systems are updated with
customer information that has changed due to the service provisioning activity.
Measurements in this category are designed to evaluate the timeliness and accuracy with
which changes to customer information, as submitted to these databases, are completed by
the ILEC.

Auditing and Review Procedures

The parties have agreed to most procedures for auditing and review. Descriptions of these
procedures can be found in Sections IV and V.

Reservation of Rights

These reservations of rights do not negate the parties' agreement regarding performance
measures and standards as reflected in the Florida Plan.

Incorporating the performance measures into the interconnection agreements raises several
complex issues that require further consideration by the parties. This remains an open issue.

CenturyLink

By implementing these performance measurements, CenturyLink:
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e does not admit that an apparent less-than-parity or falling below a benchmark condition
reflects discriminatory treatment without further factual analysis.

CLECs

e By implementing these performance measurements, CLECs do not agree with, endorse,
or otherwise concur in the terms of CenturyLink’s reservation of rights.

e CLECs reserve the right to contend that CenturyLink’s compliance with the performance
measures and standards in the Florida Plan does not conclusively demonstrate
CenturyLink compliance with the Telecommunications Act of 1996.

e CLECs reserve the right to contend that CenturyLink’s compliance with the performance
measures and standards does not conclusively demonstrate the existence of an open
competitive local market.

Florida Performance Measurement Plan 7
October 15, 2015



CenturyLink Performance Measurement Plan

Il. Performance Measurements

October 15, 2015

Measurement
# Measurement Title
Pre-Ordering
01 Average Response Time to Pre Order Queries
Ordering
02 Average FOC Notice Interval
03 Average Reject Notice Interval
04 Percent of Flow-Through Orders
Provisioning
05 Percentage of Orders Jeopardized
07 Average Completed Interval
11 Percent of Due Dates Missed
15 Provisioning Trouble Reports Prior to Service Order Completion
17A Percentage Troubles in 5 Days for New Orders
Maintenance
19 Customer Trouble Report Rate
20 Percentage of Customer Trouble Not Resolved Within Estimated Time
21 Average Time to Restore
23 Frequency of Repeat Troubles in 30-Day Period
Network
Performance
25 Percent Blocking on Interconnection Trunks
Billing
30 Wholesale Bill Timeliness
Database
Updates
38 Percent Database Accuracy
39 E911MS Database Update Interval
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Pre-Ordering

Measure 1

Title: Average Response Time to Pre-Order Queries

Area

Requirement Description

Description

The response interval for each pre-ordering query is determined by
computing the elapsed time from the ILEC receipt of the query from
the CLEC, whether or not syntactically correct, to the time the ILEC
returns the requested data to the CLEC.

e Address Verification
e Request for Telephone Number (TN)
e Request for Customer Service Record
- Single Telephone Number
- BAN
e Rejected/Failed Queries

Method of
Calculation

All Electronic:
Sum ((Query Response Date and Time) — (Query Submission Date and
Time)) / (Number of Queries Submitted in Reporting Period)

Report Period

Monthly Report, but provided Quarterly

Report Structure

Individual CLECs, CLECs in the aggregate, and ILEC affiliate.

Reported By

By query type

Geographic Level

Statewide

Measurable
Standards

Disaggregation Level

All Electronic:

Request for Address Diagnostic (no retail comparison)
Verification

Request for Telephone Diagnostic (no retail comparison)
Number

Request for Customer Service | Diagnostic (no retail comparison)
Record - Single Telephone
Number

Request for Customer Service | Diagnostic (no retail comparison)
Record — BAN

Rejected / Failed Queries Diagnostic (no retail comparison)

Business Rules

e FElapsed time is measured in seconds for electronic pre-order
requests.

e FElapsed time for fully electronic submeasures will be tracked
during scheduled interface availability hours.

e Exclude transactions that occur during OSS outages.
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Ordering Measure 2
Title: Average FOC Notice Interval
Area Requirement Description

Description Measures the average time from receipt of a valid service request to
returning a Firm Order Confirmation (FOC).

Method of All Electronic:

Calculation Sum ((Date and Time of FOC) - (Business Date and Time of Receipt of
Valid Service Request)) / (Number of FOCs Sent in Reporting Period)
Electronic/Manual Mix:
Sum ((FOC Date and Time) — (Receipt Date and Time of receipt of
error free order)) / (Number of FOCs sent.)

Report Period Monthly Report, but provided Quarterly

Report Structure

Individual CLECs, CLECs in the aggregate, and ILEC affiliates.

Reported By

e FElectronically received/electronically handled
e FElectronically received and manually handled
e By Service Group Type

Geographic Level

Statewide

Measurable
Standards

Disaggregation Level

Bus POTS Diagnostic (no retail comparison)
All Electronic
Electronic/Manual Mix

UNE Loops Non-Designed Diagnostic (no retail comparison)

All Electronic
Electronic/Manual Mix

UNE Loops xDSL Provisioned Diagnostic (no retail comparison)
All Electronic
Electronic/Manual Mix

LNP Diagnostic (no retail comparison)
All Electronic
Electronic/Manual Mix

EELS Diagnostic (no retail comparison)

All Electronic
Electronic/Manual Mix

UNE DS1/ISDN PRI Diagnostic (no retail comparison)
All Electronic
Electronic/Manual Mix

Business Rules

e FElapsed time calculated in business hours and excludes non-
business days and ILEC published holidays.

e The start time of requests received after the end of the business day
will be the beginning of the next business day. Business day is
defined as published hours of operation for the ILEC ordering
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center.

e Excludes Loop Pre-Qualification queries that are processed as
LSRs.

e Manually received and handled FOCs not included.

e Denominator includes all FOCs sent regardless of receipt and
response time.

e CLEC to CLEC conversions are not included in the elapsed time of
FOC response for LNP Service Group Type.

Notes e None at this Time.

Florida Performance Measurement Plan 11
October 15, 2015




CenturyLink Performance Measurement Plan

Ordering Measure 3
Title: Average Reject Notice Interval
Area Requirement Description

Description Reject interval is the elapsed time between the ILEC receipt of an order
from the CLEC to the ILEC return of a notice of a rejection to the
CLEC.

Method of All Electronic

Calculation Sum((Business Date and Time of ILEC Transmission of Order
Rejection) - (Business Date and Time of Order Receipt)) / (# of
Mechanized Orders Rejected)
Electronic/Manual Mix
Sum((Business Date and Time of ILEC transmission of Order
Rejection) — (Business Date and Time of Order Receipt)) / (# of
Electronic/Manual Orders Rejected).

Report Period Monthly Report, but provided Quarterly

Report Structure

Individual CLEC, CLECs in the aggregate, and ILEC Affiliates

Reported By

e FElectronically received, electronically handled

e All interfaces

e Resale orders and Facility based UNE orders
e FElectronically received, manually handled

e All interfaces

e Resale orders and Facility based UNE orders

Geographic Level

Statewide

Measurable
Standards

Disaggregation Level

Reject Notice Diagnostic (no retail comparison)
All Electronic
Reject Notice Diagnostic (no retail comparison)

Electronic/Manual Mix

Business Rules

e FElapsed time calculated in business hours. Excludes non-business
days and ILEC published holidays.

e (alculation of requests received after the end of the business day
starts at the beginning of the next business day. Business day is
defined as published hours of operation for the ILEC ordering
center

e Exclude rejects when the PON is received after business hours and
processed prior to the beginning of the next business day.

e Exclude Loop Pre-Qualification queries created as service orders.

Notes

e None at this time.
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Ordering Measure 4
Title: Percent of Flow-Through Orders
Area Requirement Description

Description Measures the percentage of mechanized service orders processed on a
flow through basis. The definition of Flow-through for the intent of this
measure is to reflect those orders that are able to get to the Firm Order
Confirmation status without manual intervention.

Method of [(Number of valid electronically received orders that flow-through

Calculation without manual intervention) / (Total valid electronically received
service orders)] x 100

Report Period Monthly Report, but provided Quarterly

Report Structure Individual CLECs, CLECs in the aggregate, and ILEC Affiliates

Reported By

e Orders that flow through as a percentage of
all electronically received orders
e By Service Group Types

Geographic Level

Statewide

Measurable
Standards

Disaggregation Level

Bus POTS Diagnostic (no retail comparison)

UNE Loops Non-Designed Diagnostic (no retail comparison)

UNE Loops xDSL Provisioned | Diagnostic (no retail comparison)

EELS Diagnostic (no retail comparison)
UNE DS1/ISDN PRI Diagnostic (no retail comparison)
LNP Diagnostic (no retail comparison)

Business Rules

e Excludes Loop Pre-Qualification queries.

Notes

e None at this time.
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Provisioning Measure 5
Title: Percentage of Orders Jeopardized
Area Requirement Description

Description Percentage of total orders processed for which the ILEC notifies the
CLEC that the work will not be completed by the due date committed
on the FOC.

Method of (Number of Orders Jeopardized) / (Number of Orders Completed) x

Calculation 100

Report Period Monthly Report, but provided Quarterly

Report Structure

Individual CLEC, CLEC:s in the aggregate, ILEC and ILEC Affiliates

Reported By

By service group type

Geographic Level

Statewide

Measurable
Standards

CenturyLink will provide a retail analog for this measurement.

Disaggregation Level
Bus POTS Bus POTS
Diagnostic (Expectation: parity with retail)
UNE Loops Non- Bus. POTS Dispatched
Designed Diagnostic (Expectation: parity with retail)
UNE Loops - xDSL Bus. POTS Dispatched
Provisioned Diagnostic (Expectation: parity with retail)
EELS DS3, DSI/ISDN PRI, VGPL/ DSO
Diagnostic (Expectation: parity with retail)
UNE DS1/ISDN PRI DS1/ISDN PRI
Diagnostic (Expectation: parity with retail)

Business Rules

e Excludes delays for customer reasons.
e Excludes Loop Pre-Qualification queries.

Notes

e None at this time.
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Provisioning

Title:

Average Completed Interval

Measure 7

Area Requirement Description

Description Average business days from receipt of valid, error-free service request
to completion date in service order system for new, move, and change
orders.

Method of (Total business days from receipt of valid, error-free service request to

Calculation completion date in service order system for new, move and change
orders) / (Total new, move and change orders)

Report Period Monthly Report, but provided Quarterly

Report Structure

Individual CLEC, CLECs in the aggregate, by ILEC, and ILEC

Affiliates

Reported By

By service group type and field work/no field work where applicable.

Geographic Level

Statewide

Measurable
Standards

CenturyLink will provide a retail analog for this measurement.

Disaggregation Level

Bus POTS

Bus POTS
Diagnostic (Expectation: parity with retail)

UNE Loops Non-
Designed

Bus. POTS Dispatched
Diagnostic (Expectation: parity with retail)

UNE Loops - xDSL
Provisioned — No Field
Work

Diagnostic (no retail comparison)

UNE Loops - xDSL
Provisioned — Field
Work

Bus POTS Dispatched
Diagnostic (Expectation: parity with retail)

EELS DS1/ISDN PRI, DS3, VGPL/DS0
Diagnostic (Expectation: parity with retail)
UNE DS1/ISDN PRI DSI1/ISDN PRI

Diagnostic (Expectation: parity with retail)

Business Rules

e Excludes customer requested due dates beyond interval offered, and
orders delayed for customer reasons.
e For UNE Loop services, feature only orders are excluded from the

retail analog.

e Excludes Loop Pre-Qualification queries
e The start time of requests received after the end of the business day
will be the beginning of the next business day.

Notes

e None at this time.
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Provisioning Measure 11
Title: Percent of Due Dates Missed
Area Requirement Description

Description Measures the percent of new, move and change orders where
installation was not completed by the due date.

Method of [(Total Number of Missed Due Dates Due to ILEC Reasons for New,

Calculation Move and Change Orders) / (Total Number of Completed New, Move
and Change Orders)] x 100

Report Period Monthly Report, but provided Quarterly

Report Structure

Individual CLEC, CLECs in the aggregate, by ILEC, and ILEC
Affiliates

Reported By

By service group type and Field Work/No Field Work as appropriate

Geographic Level

Statewide

Measurable
Standards

CenturyLink will provide a retail analog for this measurement.

Disaggregation Level
Bus POTS Bus POTS

Diagnostic (Expectation: parity with retail)
UNE Loops Non- Bus. POTS Dispatched
Designed Diagnostic (Expectation: parity with retail)
UNE Loops - xDSL Bus. POTS Dispatched
Provisioned Diagnostic (Expectation: parity with retail)
EELS DS1/ISDN PRI, DS3, VGPL/DS0

Diagnostic (Expectation: parity with retail)
UNE DS1/ISDN PRI DS1/ISDN PRI

Diagnostic (Expectation: parity with retail)
Interconnection Trunks ILEC Dedicated Trunks

Diagnostic (Expectation: parity with retail)

Business Rules

e Excludes customer requested due dates beyond interval offered, and
orders delayed for customer reasons.

e All available due dates are reported, except those missed due to
customer reasons.

e For UNE Loop services, feature only orders are excluded from the
retail analog.

e Excludes canceled orders.

e Excludes Loop Pre-Qualification queries.

Notes e CenturyLink will provide disaggregation by Missed Appointment
Reason codes as diagnostic data upon raw data request.
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Provisioning Measure 15
Title: Provisioning Trouble Reports Prior to Service Order
Completion
Area Requirement Description

Description Measures the percent of troubles that are reported (via customer or
indirectly by CLEC) that occur during the provisioning process.

Method of [(Total number of trouble reports that occur from the time of service

Calculation order creation, up to and including the date of service order
completion) / (Total Number of service orders completed in reporting
period)] x 100.

Report Period Monthly Report, but provided Quarterly

Report Structure

Individual CLEC, CLECs in the aggregate, ILEC, and ILEC Affiliates

Reported By

e By Resale, UNE Loop Non-Designed, and LNP
e By Affecting Service and Out of Service

Geographic Level

Statewide

Measurable
Standards

CenturyLink will provide a retail analog for this measurement.

Disaggregation Level
Bus POTS Bus POTS

Diagnostic (Expectation: parity with retail)
UNE Loops Non- B1 Dispatch Non-Designed
Designed Diagnostic (Expectation: parity with retail)
LNP LNP

Diagnostic (Expectation: parity with retail)

Business Rules

e Excludes CPE and IEC/IXC/CLEC caused troubles

e Excludes Subsequent reports.

e Excludes Message Reports (circuit reports for which ILEC has no
records).

e Excludes ILEC employee generated reports.

Notes

e None at this time.
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Provisioning Measure 17a
Title: Percentage Troubles in 5 Days for New Orders
Area Requirement Description
Description Measures the percent of network customer trouble reports received
within 5 calendar days of service order completion.
Method of [(Total Number of Customer Trouble reports received within 5 calendar
Calculation days of service order completion) / (Total Number of new, move and
change completed orders)] x 100
Report Period Monthly Report, but provided Quarterly
Report Structure Individual CLEC, CLECs in the aggregate, ILEC, and ILEC Affiliates
Reported By By service group type
Geographic Level Statewide
Measurable CenturyLink will provide a retail analog for this measurement.
Standards
Disaggregation Level
Bus POTS Bus POTS
Diagnostic (Expectation: parity with retail)
UNE Loops Non- Res and Bus. POTS
Designed Diagnostic (Expectation: parity with retail)
UNE Loops - xDSL Res and Bus. POTS
Provisioned Diagnostic (Expectation: parity with retail)
EELS DS1/ISDN PRI, DS3, VGPL/DS0
Diagnostic (Expectation: parity with retail)
UNE DS1/ISDN PRI DS1/ISDN PRI
Diagnostic (Expectation: parity with retail)
LNP LNP
Diagnostic (Expectation: parity with retail)

Business Rules Excludes CPE and IEC/IXC/CLEC caused troubles.

Excludes troubles associated with inside wire.

Excludes Trouble Reports Received on the Due Date

Excludes canceled tickets.

Excludes Subsequent reports.

Excludes Message Reports (circuit reports for which ILEC has no
records).

Excludes ILEC employee generated reports.

e Excludes Loop Pre-Qualification queries.

¢ Includes trouble tickets that were received during the reporting
period.

Notes e CenturyLink will provide disaggregation by Maintenance
Disposition codes as diagnostic data upon a request for raw data.
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Maintenance

Measure 19

Title: Customer Trouble Report Rate

Area

Requirement Description

Description Measures the total number of network customer trouble reports
received within a calendar month per 100 circuits/UNE:s.

Method of [(Total Number of Customer initial and repeat network trouble reports)

Calculation / (Number of access lines/circuits/UNEs in service at the end of the
reporting period)] x 100

Report Period Monthly Report, but provided Quarterly

Report Structure

Individual CLEC, CLECs in the aggregate, ILEC, and ILEC Affiliates

Reported By

By service group type

Geographic Level

Statewide

Measurable
Standards

CenturyLink will provide a retail analog for this measurement.

Disaggregation Level
Bus POTS Bus POTS

Diagnostic (Expectation: parity with retail)
UNE Loops Non- Res and Bus. POTS
Designed Diagnostic (Expectation: parity with retail)
UNE Loops - xDSL Res and Bus. POTS
Provisioned Diagnostic (Expectation: parity with retail)
EELS DS1/ISDN PRI, DS3, VGPL/DS0

Diagnostic (Expectation: parity with retail)
UNE DS1/ISDN PRI | DS1/ISDN PRI

Diagnostic (Expectation: parity with retail)
UNE DS3 DS3

Diagnostic (Expectation: parity with retail)
Interconnection ILEC Dedicated Trunks
Trunks Diagnostic (Expectation: parity with retail)
LNP LNP

Diagnostic (Expectation: parity with retail)

Business Rules

e Excludes CPE and IEC/IXC/CLEC caused troubles.

e Excludes Subsequent reports.

e Excludes Message Reports (circuit reports for which ILEC has no
records).

e Excludes canceled trouble tickets.

e Excludes ILEC employee generated reports.

e An LNP trouble is excluded from duplicate reporting in another
service group type.

Notes e CenturyLink will provide disaggregation by Maintenance
Disposition codes as diagnostic data upon a request for raw data.
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Maintenance Measure 20
Title: Percentage of Customer Trouble Not Resolved Within
Estimated Time
Area Requirement Description
Description Measures the percent of trouble reports not cleared by the commitment
time.
Method of [(Total network trouble reports not cleared by the commitment time for
Calculation ILEC reasons) / (Total network trouble reports completed)] x 100
Report Period Monthly Report, but provided Quarterly
Report Structure Individual CLEC, CLEC:s in the aggregate, ILEC, and ILEC Affiliates
Reported By e By service group type
e By dispatch and no dispatch
Geographic Level Statewide
Measurable CenturyLink will provide a retail analog for this measurement.
Standards
Disaggregation Level
Bus POTS Bus POTS
Diagnostic (Expectation: parity with retail)
UNE Loops Non- Res and Bus. POTS
Designed Diagnostic (Expectation: parity with retail)
UNE Loops - xDSL Res and Bus. POTS
Provisioned Diagnostic (Expectation: parity with retail)
EELS DS1/ISDN PRI, DS3, VGPL /DSO0

Diagnostic (Expectation: parity with retail)

UNE DS1/ISDN PRI DS1/ISDN PRI
Diagnostic (Expectation: parity with retail)

UNE DS3 DS3
Diagnostic (Expectation: parity with retail)

Interconnection Trunks ILEC Dedicated Trunks
Diagnostic (Expectation: parity with retail)

LNP LNP
Diagnostic (Expectation: parity with retail)
Business Rules e Excludes CPE and IEC/IXC/CLEC caused troubles.

e Excludes Subsequent reports.

Excludes Message Reports (circuit reports which ILEC has no
records on).

Excludes ILEC employee generated reports.

Excludes customer caused misses.

Excludes canceled trouble tickets

Includes LNP NXX Code Opening Troubles.

An LNP trouble is excluded from duplicate reporting in another
service group type.

Notes e CenturyLink will provide disaggregation by Maintenance
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| Disposition codes as diagnostic data upon a request for raw data. |
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Maintenance Measure 21
Title: Average Time to Restore
Area Requirement Description
Description Measures the average duration of customer trouble reports from the
receipt of the customer trouble report to the time the trouble is cleared.
Method of (Total duration of customer network trouble reports) / (Total customer
Calculation network trouble reports)
Report Period Monthly Report, but provided Quarterly
Report Structure Individual CLEC, CLEC:s in the aggregate, ILEC, and ILEC Affiliates
Reported By e By service group type
e By dispatch and no dispatch
Geographic Level Statewide
Measurable CenturyLink will provide a retail analog for this measurement.
Standards

Disaggregation Level

Bus POTS Bus POTS
Diagnostic (Expectation: parity with retail)
UNE Loops Non- Res and Bus. POTS
Designed Diagnostic (Expectation: parity with retail)
UNE Loops - XDSL Res and Bus. POTS
Provisioned Diagnostic (Expectation: parity with retail)
EELS DSI/ISDN PRI, DS3, VGPL/ DSO
Diagnostic (Expectation: parity with retail)
UNE DS1/ISDN PRI DSI1/ISDN PRI
Diagnostic (Expectation: parity with retail)
UNE DS3 DS3

Diagnostic (Expectation: parity with retail)

Interconnection Trunks ILEC Dedicated Trunks
Diagnostic (Expectation: parity with retail)

LNP LNP
Diagnostic (Expectation: parity with retail)
Business Rules e Excludes CPE and IEC/IXC/CLEC caused troubles.

e Excludes Subsequent reports.

Excludes Message Reports (circuit reports which ILEC has no

records on).

Excludes ILEC employee generated reports.

Excludes canceled trouble tickets.

Includes LNP NXX Code Opening troubles.

An LNP trouble is excluded from duplicate reporting in another

service group type.

e Elapsed time is measured on a 24-hour-a-day, seven-days-a-week
basis.
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Notes e CenturyLink will provide disaggregation by Maintenance
Disposition codes as diagnostic data upon a request for raw data.
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Maintenance

Measure 23

Title: Frequency of Repeat Troubles in 30 Day Period
Area Requirement Description

Description Measures the percent of customer network trouble reports received
within 30 calendar days of a previous report.

Method of [(Total customer network trouble reports received within 30 calendar

Calculation days of a previous customer report) / (Total customer network trouble
reports)] x 100

Report Period Monthly Report, but provided Quarterly

Report Structure

Individual CLEC, CLECs in the aggregate, ILEC, and ILEC Affiliates

Reported By

By service group type

Geographic Level

Statewide

Measurable
Standards

CenturyLink will provide a retail analog for this measurement.

Disaggregation Level

Bus POTS

Bus POTS
Diagnostic (Expectation: parity with retail)

UNE Loops Non- Res and Bus. POTS
Designed Diagnostic (Expectation: parity with retail)
UNE Loops - xDSL Res and Bus. POTS Diagnostic
Provisioned (Expectation: parity with retail)
EELS DS1/ISDN PRI, DS3, VGPL/DS0
Diagnostic (Expectation: parity with retail)
UNE DS1/ISDN PRI DS1/ISDN PRI
Diagnostic (Expectation: parity with retail)
UNE DS3 DS3

Diagnostic (Expectation: parity with retail)

Interconnection Trunks

ILEC Dedicated Trunks
Diagnostic (Expectation: parity with retail)

LNP

LNP Diagnostic (Expectation: parity with
retail)

Business Rules

service group type.

Excludes CPE and IEC/IXC/CLEC caused troubles.

Excludes troubles associated with inside wiring.

Excludes Subsequent reports.

Excludes Message Reports.

Excludes canceled trouble tickets.

An LNP trouble is excluded from duplicate reporting in another

Excludes ILEC employee generated reports.

e Includes LNP NXX Code Opening troubles.

Notes e CenturyLink will provide disaggregation by Maintenance
Disposition codes as diagnostic data upon a request for raw data.
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Network Performance Measure 25
Title: Percent Blocking on Interconnection Trunks
Area Requirement Description

Description Measures the total percent of blockage on final dedicated
interconnection trunk groups.

Method of [(Total blocked calls across all final dedicated interconnection trunk

Calculation groups per CLEC)/(Total call attempts count across all final dedicated
interconnection trunk groups per CLEC)] x 100

Report Period Monthly Report, but provided Quarterly

Report Structure

Individual CLEC, CLECs in the aggregate, and ILEC Affiliates

Reported By

State

Geographic Level

Statewide

Measurable
Standards

Disaggregation Level

Interconnection Trunks | Diagnostic (no retail comparison)

Business Rules

¢ Only measured on trunks where ILEC has outgoing traffic to
CLECs and where ILEC controls trunk capacity.

e Threshold exception trunk detail.

e Internal traffic data collection procedures exclude force majeure
(Acts of God, Natural Disasters, etc.).

e Excludes the maintenance window (12am local time to 6am local
time.

e Applies to those trunks where the ILEC has augmentation control.
e Does not apply when trunks are provisioned as two-way trunks.

Notes

e Measured by:
- Total trunk groups
- Threshold exceptions
- ILEC end office to CLEC end office
- ILEC tandem to CLEC end office
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Billing Measure 30
Title: Wholesale Bill Timeliness
Area Requirement Description

Description This measure captures the elapsed number of calendar days between
the scheduled close of a Bill Cycle and the ILEC’s transmission
availability of the associated invoice to the CLEC.

Method of [(Count of Invoices where difference between distribution date and bill

Calculation date is less than or equal to 10) / (Count of Total Invoices Distributed
within the Reporting Period)] x100

Report Period Monthly Report, but provided Quarterly

Report Structure

Individual CLEC, CLECs:s in the aggregate, and by ILEC Affiliates

Reported By

e Bus POTS Resale
e UNE Loops

Geographic Level

Statewide

Measurable
Standards

Disaggregation Level

Bus POTS Resale Diagnostic (no retail comparison)

UNE Diagnostic (no retail comparison)

Business Rules

e Includes only mechanized bills.

e Excludes paper bill, magnetic bill, CD ROM bill or Custom Bill
diskette bill.

Notes

e None at this time.
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Database Updates

Measure 38

Title:

Percent Database Accuracy

Area

Requirement Description

Description

The percentage of E911 records that were updated by CenturyLink in
error. The data required to calculate this measurement will be provided by
the CLEC. The CLEC will provide the number of records transmitted and
the errors found. CenturyLink will verify the records determined to be in
error to validate that the records were input by CenturyLink incorrectly.
An update is completed without error if the database completely and
accurately reflects the activity specified on the order submitted by the
CLEC.

e E911 Databases

Method of
Calculation

[(Count of Updates Completed without error) / (Count of Updates
Completed)]x 100

Report Period

Monthly Report, but provided Quarterly

Report Structure

Individual CLECs, CLECs in the aggregate, by ILEC (if analog applies)
and by ILEC Affiliates

Reported By

For E911 Database:
e Service Order generated updates
e Direct gateway input

Geographic Level

Statewide

Measurable
Standards

CenturyLink will provide a retail analog for certain levels of
disaggregation for this measurement.

Disaggregation Level

E911

Service Order Updates Number Updates

Diagnostic (Expectation: parity with retail)

Direct Gateway Updates Diagnostic (no retail comparison)

Business Rules

e Excludes CLEC caused errors

Notes

e CLECs reserve the right to request additional databases be included in
this measure.
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Database Updates Measure 39

Title: E911 MS Database Update
Area Requirement Description
Description Measures the percentage of E911 database updates completed within 24
hours.

Method of (Number of records updated within 24 hours) / (Total number of
Calculation records updated) x 100
Report Period Monthly Report, but provided Quarterly

Report Structure

Individual CLECs, CLECs in the aggregate, by ILEC (if analog
applies) and by ILEC Affiliates

Reported By

Update types

Geographic Level

Statewide

Measurable
Standards

CenturyLink will provide a retail analog for certain levels of
disaggregation for this measurement.

Disaggregation Level
Service Order Update 911 Updates

Diagnostic (Expectation: parity with retail)
Direct Gateway Update Diagnostic (no retail comparison)

Business Rules

e Excludes scheduled system outages.

e Excludes Carrier caused delays due to requests to put file on hold or
delays in processing records due to invalid data or invalid file
formats (i.e. CLEC caused errors).

e Interval is measured in clock hours.

Notes
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REPORTING PROCESS

Performance reports will be provided quarterly by the thirtieth calendar day of the month
succeeding the quarter. The reporting period is the calendar month, unless otherwise noted and
the results provided each quarter will include all reporting periods in the quarter. .
CenturyLink will publish results for all CLECs who have ordered one or more CLEC products
and have one or more CLEC access lines (e.g., Measure 19 denominator is 1 or more). If the
CLEC announces they will discontinue service to all of their end users, performance reporting
for the CLEC will cease on the last day of the month of the discontinuation month.

When reporting begins on a new measure or for a new CLEC, CenturyLink is only required to
report results after a full calendar month of data is available. CLEC failure to provide an
Operating Company Number (OCN) on orders will result in those orders being excluded from
the CLEC Service Performance Measurements. Exclusions based on application of business
rules apply to both the numerator and denominator of the Method of Calculation.

Authorized users will have access to monthly reports posted each quarter, through an interactive
website. Each CLEC will have access to its own data, aggregate CLEC data, and CenturyLink
Retail data. The Public Service Commission will have access to reports for all entities, including
CenturyLink Affiliate data. CenturyLink Affiliate data will not be included in CLEC aggregate
data.

Raw data will be archived for a period of 24 months to provide an adequate audit trail and will
be retained with sufficient detail so that CLECs can reasonably reconcile the data captured by
CenturyLink (for the CLEC) with its own internal data. Furthermore, data that relates to
CenturyLink’s own performance will be retained, at a consistent level of disaggregation
comparable to that reported for the CLECs. The data provided does not include exceptions that
were previously permitted for purposes of determining compliance. In the event any person
attempts to use the data provided to allege discrimination, CenturyLink may allege that the data
does not contain statistical analysis, small sample size and forgiveness consistent with how it
was done when the compliance methodology was in place, and CenturyLink may raise it as
defense and apply these things in an effort to demonstrate non-discrimination.

CenturyLink will report affiliate results to the Commission, Bureau of Consumer Protection and
CLECs under proprietary information provisions.

Florida Performance Measurement Plan 29
October 15, 2015



CenturyLink Performance Measurement Plan

General Exclusions

Published results will not include the following:

* Queries, orders, or maintenance tickets initiated by CenturyLink for administrative purposes.
+ Data impacted by customer-caused reasons.

* Data impacted by CenturyLink dependence on a third party (not including CenturyLink
affiliates or agents within CenturyLink's control).

» Service results for products and services outside of Interconnection and Resale Agreements
between CenturyLink and CLEC’s

e Products subject to TRRO relief shall be excluded for all non-impaired wire centers.

CenturyLink dependence on a third party

If CenturyLink dependence on a third party is not specifically noted in this document,
CenturyLink will contact parties of record from this docket to discuss implementation of the data
exclusion. CenturyLink will request a meeting within 30 days and propose 5 potential meeting
times to occur during business hours. If any party does not respond within 10 days, the meetings
will be scheduled without their input.

CenturyLink will propose two meeting dates/times based on maximum availability of parties and
request attendance at both. Any party who cannot make one or both meetings and wishes to
request an alternate date/time must contact CenturyLink within 5 days. Contingent upon the
willingness of parties to schedule meetings in a timely manner, CenturyLink will make every
attempt to schedule meeting dates/times that are amenable to all parties.

At least 10 days prior to the first scheduled meeting, CenturyLink will distribute relevant
documentation/information to parties.

During the first meeting, CenturyLink will describe the situation and answer questions from
parties. If parties agree this constitutes a valid case of dependence on a third party, CenturyLink
will implement this exclusion in the reporting system and communicate the intended
implementation date.

If parties are not in agreement at the end of the first meeting, the second meeting will be utilized
to resolve open issues. Additional meetings may be scheduled if parties are willing.

If parties cannot reach agreement, and CenturyLink wishes to pursue the exclusion, CenturyLink
will initiate an expedited hearing process in accordance with the Commission's rules.

At least 30 days prior to implementation of a new exclusion, CenturyLink will publish a
notification on the reporting website.

For this purpose, CenturyLink will provide the excluded data within 15 days upon request by any
affected party and Commission Staff, for the first three reporting dates following implementation
of a new exclusion.
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Uniform Business Rules

To ensure a unified plan across CenturyLink states, CenturyLink will propose to the Florida
Commission changes to measurement business rules ordered in other CenturyLink states if
applicable to the Florida PMP.

When other CenturyLink states issue an order approving changes to the CenturyLink PMP
measurement business rules, and those changes are applicable to the Florida PMP, CenturyLink
will notify the Commission of performance measurement changes by other states, and file such
changes in the appropriate docket. Such changes will be filed within 15 days of the order being
issued in other states. Interested CLECs and Commission Staff shall be allowed an opportunity
to review such changes before a recommendation is brought before the FPSC.
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I1l. SERVICE GROUP TYPES
Service Group Type CenturyLink CLEC
RESALE
Business POTS Business POTS Business POTS
UNBUNDLED NETWORK
ELEMENTS
UNE Loops xDSL Provisioned Provisioning- Bus. POTS UNE Loops xDSL Provisioned
Dispatched

Maintenance-Res and Bus. POTS

UNE Loops Non-Designed
8dB weighted 2/4 wire analog
basic/Coin

Provisioning- Bus. POTS UNE Loops Non-Designed
Dispatched

Maintenance-Res and Bus. POTS

UNE Dedicated Transport

UNE DS1/ISDN PRI DSI1/ISDN PRI UNE DS1/ISDN PRI
UNE DS3 DS3 UNE DS3

EELS DSI1/ISDN PRI, DS3, VGPL/DS0 EELS

Interconnection Trunks ILEC Dedicated Trunks Interconnection Trunks
LNP LNP LNP

INTERCONNECTION TRUNKS will be included in measures: 11, 19, 20, 21, 23, and 25.

LNP is considered a facilities based service group type. LNP will be a level of disaggregation for the following
measures: 2, 4, 15, 17a, 19, 20, 21, and 23. Service orders with multiple service group types will be categorized
according to the service group type of the first access line entered on the order.

SERVICE ORD

ER TYPES

New Service Installations

Service Migrations without Changes
Service Migrations with Changes
Move and Change activities

Feature Changes

Service Disconnects
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V. AUDITING

The Florida Public Service Commission (FPSC) ordered at least one annual independent
third-party comprehensive audit. Based on the results of the initial independent
comprehensive audit and any future reviews outlined in the Review Procedures, FPSC staff
shall determine whether the interval for additional comprehensive third-party audits should
be modified during the first five years after initial implementation.

The cost for a comprehensive annual audit shall be borne by CenturyLink within the first five
years after implementation of the Florida Plan. During this time period, CenturyLink reserves
the right to seek a waiver if it deems a comprehensive annual audit unnecessary.

Independent third-party auditors and audit scope shall be jointly selected by CenturyLink and
the CLECs prior to initiating any third-party audit. If the parties cannot agree on the
independent auditor, FPSC staff shall have final approval.

In addition to an audit, CenturyLink and the CLECs agree that the CLECs would have the
right to mini-audits of individual performance measures during the year. When a CLEC has
reason to believe the data collected for a measure is flawed or the reporting criteria for the
measure is not being adhered to, it has the right to have a mini-audit performed on the
specific measure upon written request (including e-mail), which will include the designation
of a CLEC representative to engage in discussions with CenturyLink about the requested
mini-audit. If, 45 days after the CLEC's written request, the CLEC believes that the issue has
not been resolved to its satisfaction, the CLEC will commence the mini-audit upon providing
CenturyLink with 5 business days advance written notice. Each CLEC would be limited to
auditing five single measures during the year. The CLEC would pay for the mini-audit,
including CenturyLink’s reasonable associated costs and expenses, unless CenturyLink is
found to be misreporting or misrepresenting data or to have non-compliant procedures, in
which case, CenturyLink would pay for the mini-audit, including the CLECs' reasonable
associated costs and expenses. If, during a mini-audit of individual measures, more than 50%
of the measures in a major service category are found to have flawed data or reporting
problems, the entire service category will be re-audited at the expense of CenturyLink. The
major service categories for this purpose are:

e Pre-Ordering
Ordering
Provisioning
Maintenance
Network Performance
Billing
Database Updates

Each mini-audit shall be submitted to the Commission as a proprietary document.
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V. REVIEW PROCEDURES

For the first two years after this Florida Plan is implemented, collaborative reviews between
CenturyLink and the CLECs are scheduled to be conducted every six months by FPSC staff.
Based on input from the participants at each review and the need determined therein, FPSC staff
will determine whether the interval for the next review should be adjusted.
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V1. DEFINITION OF TERMS

TERM

DEFINITION

IAutomatic Location Identifier
(ALI)

The feature of E911 that displays at the Public Safety Answering Point (PSAP) the
street address of the calling telephone number. This feature requires a data storage
and retrieval system for translating telephone numbers to the associated address.
ALI may include Emergency Service Number (ESN), street address, room or floor,
land names of the enforcement, fire and medical agencies with jurisdictional
responsibility for the address. The Management System (E911) database is used to
update the Automatic E911 Location Identifier databases.

Affiliate

An entity that (directly or indirectly) owns or controls, is owned or controlled by,
or is under common ownership or control with another entity. The
Telecommunications Act defines “Own” as owning an equity interest (or
equivalent thereof) of more than 10 percent, or as defined by state commissions.”

IBenchmark Measurable
Standards

Benchmark measures have an agreed upon standard to determine compliance due
the lack of a meaningful retail analog comparison.

Call Blocking

A condition on a telecommunications network where, due to a maintenance
problem or an over capacity situation in a part of the network, some or all
originating or terminating calls cannot reach their final destinations. Depending on
the condition and the part of the network affected, the network may make
subsequent attempts to complete the call or the call may be completely blocked. If
the call is completely blocked, the calling party will have to re-initiate the call
attempt.

Centralized Data Collection

Centralized Data Collection system collects hourly operational measurement data
from switches/trunks groups for the LTD, and provides a direct feed to the
inventory. The information is used for traffic forecasting by trunk capacity
planners.

Code Opening

Process by which new NPA/NXXs (area code/prefix) are defined, through software
translations to network databases and switches, in telephone networks. Code
openings allow for new groups of telephone numbers (usually in blocks of 10,000
or less with number pooling) to be made available for assignment to an ILEC's or
ICLEC's customers, and for calls to those numbers to be passed between carriers.

Common Channel Signaling
System 7 (CCSS7)

A network architecture used to for the exchange of signaling information between
telecommunications nodes and networks on an out-of-band basis. Information
exchanged provides for call set-up and supports services and features such as
ICLASS and database query and response.

Common Transport

Trunk groups between tandem and end office switches that are shared by more than
one carrier, often including the traffic of both the ILEC and several CLECs.

The time in the order process when the service has been provisioned and service

(Completion has been deployed.
. . A notice the ILEC provides to the CLEC to inform the CLEC that the requested
Completion Notice . R
service order activity is complete.
Coordinated Customer Conversion of Orders that have a due date negotiated
Coordinated Hot Cut between the ILEC, the CLEC, and the customer so that work activities can be

performed on a coordinated basis under the direction of the receiving carrier.

Customer Requested Due Date

A specific due date requested by the customer which is either shorter or longer than
the standard interval or the interval offered by the ILEC.

Customer Trouble Reports

A report that the carrier providing the underlying service opens when notified that a
customer has a problem with their service. Once resolved, the status of the trouble
is changed to closed.
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TERM DEFINITION
A network facility reserved to the exclusive use of a single customer, carrier or pair
Dedicated Transport of carriers used to exchange switched or special, local exchange, or exchange
access traffic.
Delayed Order IAn order which has been completed after the scheduled due date and/or time

IDiagnostic Measurable
Standards

This indicates that the results per the measurement will be reported for analysis
purposes only and are not subject to determination of compliance or non-
compliance.

Directory Assistance Database

A database that contains subscriber records used to provide live or automated
operator-assisted directory assistance. Including 411, 555-1212, NPA-555-1212.

Subscriber information used for DA and/or telephone directory publishing,

Directory Listings including name and telephone number, and optionally, the customer's address.

DS-0 Digital Service .Level 0. Service provided at a digital signal speed commonly at 64
kbps, but occasionally at 56 kbps.

IDS-1 Digital Service Level 1. Service provided at a digital signal speed of 1.544 Mbps.

DS-3 Digital Service Level 3. Service provided at a digital signal speed of 44.736 Mbps.
The date provided on the FOC the ILEC sends the CLEC identifying the planned

Due Date completion date for the order.

End Office Switch A switch from which an end users' exchange services are directly connected and

offered.

Firm Order Confirmation
(FOC)

Notice the ILEC sends to the CLEC to notify the CLEC that it has received the
CLECSs service order, created a service request, and assigned it a due date.

Flow-Through

The term used to describe whether a LSR electronically is passed from the OSS
interface system to the ILEC legacy system to automatically create a service order.
ILSRs that do not flow through require manual intervention for the service order to
be created in the ILEC legacy system.

IAn order for which the ILEC has issued a FOC, but whose due date has passed

Held Order without it being completed.
[nstallation The installation activity required to activate a service request.
A trouble, which is identified after service order activity and installation have been
Installation Troubles completed, on a customer's line. It is likely attributable to the service activity
(within a defined time period).
Inside Wiring The telecommunications wiring located at a customer's premises that extends

beyond the demarcation point.

Interconnection Trunks

A network facility that is used to interconnect two switches generally of different
local exchange carriers

[nterface Outage

A planned or unplanned failure resulting in the unavailability or access degradation
of a system.

A failure in the service provisioning process which results potentially in the

Jeopardy inability of a carrier to meet the committed due date on a service order
. The actual notice that the ILEC sends to the CLEC when a jeopardy condition has
Jeopardy Notice . .
been identified.
A shortage of cable facilities identified after a due date has been committed to a
o customer, including the CLEC. The facilities shortage may be identified during the
Lack of Facilities

inventory assignment process, or during the service installation process. If no

facilities are available, the ILEC will issue a jeopardy.
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TERM

DEFINITION

Local Exchange Routing Guide
(LERG)

A Telcordia master file that is used by the telecom industry to identify NPA-NXX
routing and homing information, as well as network element and equipment
designations. The file also includes scheduled network changes associated with
activity within the North American Numbering Plan (NANP).

Local Exchange Traffic

Traffic originated on the network of a LEC in a local calling area that terminates to
lanother LEC in a local calling area.

Local Number Portability

A network technology that allows end user customers to retain their telephone
number when moving their service between local service providers. This
technology does not employ remote call forwarding, but actually allows the
customer's telephone number to be moved and redefined in the network of the new
service provider. The activity to move the telephone number is called "porting".

ILocal Service Confirmation

OBF term for a FOC

Mechanized Bill A bill that is delivered via electronic transmission.
A billing arrangement used when two or more LECs jointly provide access to and
from an interexchange carrier (IXC) for inter LATA traffic. This arrangement can
Meet Point Billing be Single Bill, where one LEC bills the IXC on behalf of both LECs and remits

payment to the other LEC or Multiple Bill, where each LEC bills their portion
directly to the IXC.

Missed Commitment
Notification

A notice from ILEC to inform CLEC that the committed due date on an order has
been missed.

Non-Recurring Charge

A rate charged for a product or a service that is assessed on a one-time basis.

INXX, NXX Code or Central
Office Code

The three digit switch entity indicator that is defined by the "D", "E", and "F" digits
of a 10-digit telephone number within the NANP. Each NXX Code contains 10,000
station numbers.

Ordering and Billing Forum
(OBF)

Industry forum that works to develop national ordering and billing standards.

Other Charges and Credits

Partial month recurring and non-recurring charges, installation, and other charges
other than basic monthly charges appearing on a bill.

Parity Measurable Standards

Indicates a retail analog process or system exists and can report the ILEC and ILEC
Affiliate results to be compared to the CLEC results.

Parity by Design

Parity by Design occurs where the same process or system is used for both CLEC
and ILEC and does not allow the opportunity to discriminate or to recognize
differences between CLEC activity and ILEC activity. As such, the results
calculated will apply for all CLECs and ILEC measurable standards.

Permanent Number Portability
(also known as Local or Long
Term Number Portability)

A network technology that allows end user customers to retain their telephone
number when moving their service between local service providers. This
technology does not employ remote call forwarding, but actually allows the
customer's telephone number to be moved and redefined in the network of the new

service provider. The activity to move the telephone number is called "porting".
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TERM

DEFINITION

Physical Collocation

Shall have the meaning set forth in 47 C.F.R. Section 51.5.

Plain Old Telephone Service
(POTS)

Refers to basic 2 wire analog residential and business services. Can include feature
capabilities (e.g., CLASS features).

Projects

Project is a planned event where terms and conditions in which work is performed
is agreed to by both the CLEC, CenturyLink and any other party engaged in the
provisioning process. To allow for successful turn-up of facilities or conversion of
facilities, each party must negotiate, in good faith, the timeline must meet the
overall objectives of the project. The timeline must met the rule of reasonable and
prudent business practices. If the activity is not agreed to be a project, the
transaction will be reported in the appropriate service group type,

Provisioning Troubles

A trouble report that is opened for a customer's existing or new service for a
trouble identified between the time of the service order creation to the time of order
completion. Provisioning troubles that are associated with a CLECs customers
include troubles that occur and are reported during the conversion of an ILEC
customer to a CLEC.

Query Types

Pre-ordering information that is available to a CLEC that is categorized according
to standards issued by OBF, the FCC and/or the Florida PSC.

Recurring Charge

A rate charged for a product or service that is assessed each successive billing
period.

Reject

A status that can occur to a CLEC submitted local service request (LSR) when it
does not meet certain criteria. There are two types of rejects: syntax, which occurs
if required fields are not included in the LSR and content, which occur if invalid
data is provided in a field. A rejected service request must be corrected and re-
submitted before provisioning can begin.

Repeat Report

|Any trouble report that is a second (or greater) report on the same telephone
number/circuit ID and at the same premise address within 30 days. The original
report can be any category, including excluded reports, and can carry any
disposition code.

Service Group Type

The designation used to identify a category of similar services, .e.g., UNE loops

Service Order

The work order created and distributed in ILECs systems and to ILEC work groups
in response to a complete, valid service request.

Service Order Type

The designation used to identify the major types of provisioning activities
associated with a service request

Service Request

The transaction sent from the CLEC to the ILEC to order services or to request a
change(s) be made to existing services.

Standard Interval

The interval that the ILEC quotes to its customers with respect to how long it will
take to provision a service request. These intervals are standardized by specific
service type and type of service modification requested ILECs publish these
standard intervals in documents used by their own service representatives as well as
ordering instructions provided to CLECs. POTS services do not have standard
intervals; their installation intervals are based on force available and workload.
They may change as frequently as twice a day.

Subsequent Reports

A trouble report that is taken on a previously reported trouble prior to the date and
time the initial report has a status of "cleared".

Summarized Charges

Billing charges that are aggregated on the bill, rather than individually itemized,
e.g., local usage minutes on resale or retail calls, which are listed on the bill as "xx"

minutes with no call detail.

Florida Performance Measurement Plan 38

October 15, 2015




CenturyLink Performance Measurement Plan

TERM

DEFINITION

Tandem Switch

Switch used to connect and switch trunk circuits between and among Central Office
switches.

Time to Restore

The time interval from the receipt, by the ILEC, of a trouble report on a customer's
service to the time service is fully restored to the customer.

A carrier facility medium in which transmission takes place. Transport carries

Transport voice and data from point A to point B, usually between two offices. Transport
medium includes copper wire, fiber optics, microwave and satellite.
Trouble Cause Code A code identifying the known or suspected cause of a trouble condition.

Trouble Disposition

A code identifying the end result of diagnostic and/or repair activities on a customer
trouble report.

Usage Data

Data generated in network nodes to identify switched call data on a detailed or
summarized basis. Usage data is used to create customer invoices for the calls.

Usage Records

The individual call records created in a switch to report the date, time, duration,
calling and called numbers associated with a given call

'Virtual Collocation

Shall have the meaning set forth in 47 C.F.R. Section 51.5.
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V1. GLOSSARY OF ACRONYMS

ACRONYM DESCRIPTION
ALEC Alternative Local Exchange Carrier (term equivalent to CLEC)
ALI IAutomatic Location Identifier (for E911 systems)
AS Affecting Service (type of trouble condition)
BDT Billing Data Tape
BRI Basic Rate Interface (type of ISDN service)
CHC Coordinated "Hot" Cut
CKT Circuit
CLEC Competitive Local Exchange Carrier (term equivalent to ALEC)
CO Central Office
CPE Customer Premises Equipment
CSR Customer Service Record
DA Directory Assistance
dB Decibel
DDS Digital Data Service
DID Direct Inward Dialing
DSO0 Digital Service 0
DSI1 Digital Service 1
DS3 Digital Service 3
E911 MS [E911 Management System
EAS [Equal Access Service
EASE [Embarq Administration & Service Ordering Exchange
EDI Electronic Data Interchange
FOC Firm Order Confirmation
GUI Graphical User Interface
HDSL High-bit-rate Digital Subscriber Line
HICAP High Capacity Digital Service
[EC/IXC [nter-exchange Carrier
ILEC Incumbent Local Exchange Carrier
N, T,C Service Order Types - N(new), T(to or transfer), and C(change)
ISDN Integrated Services Digital Network
W Inside Wire
LATA ILocal Access Transport Area
LERG Local Exchange Routing Guide
LNP Local (or Long Term) Number Portability
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ACRONYM DESCRIPTION
LSMS Local Service Management System
LSR ILocal Service Request
MRC Missed Appointment Reason Code
NANP North American Numbering Plan
NDM Network Data Mover
NPAC Number Portability Administration Center
NXX Telephone number prefix
OBF Ordering and Billing Forum
00S Out of service (type of trouble condition)
0SS Operations Support System
PBX Private Branch Exchange
PON Purchase Order Number
POTS Plain Old Telephone Service
PRI Primary Rate Interface (type of ISDN service)
PSC [Public Service Commission (term equivalent to PUC)
PUC [Public Utilities Commission (term equivalent to PSC)
SCP Service Control Point
SGT Service Group Type
SOT Service Order Type
SS7 Signaling System 7
STP Signaling Transfer Point
TN Telephone Number
TRRO Triennial Review Remand Order
UNE [Unbundled Network Element
VGPL [Voice Grade Private Line
xDSL (x) Digital Subscriber Line
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VII. Performance Measurement Plan
Attachments
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A. MISSED APPOINTMENT REASON CODES
CenturyLink Due Date - Specials

RCODE Description
1A Inter office facility shortage
1B Scheduling/work load
1C Customer not ready
1D No loop available
1E End user not ready
1F NSP missed appointment
1G No access to end user premises
1H Central office freeze
1J Special construction
1K Natural disaster (flood, etc.)
1L Frame due time can not be met
1M Requested DD is less than published interval
1IN DD and frame due time can not be met
1P Other
1Q Assignment problem
1R Customer could not be reached at the reach number
1S Building not ready, customer will advise
1T Pole at trailer site not set
1w Entrance facilities required
1X Not technically feasible
1y No central office equipment available
1z Loop requires installation of additional equipment
2A LSR error, incorrect or missing information
2B Facility work order pending, no Bona Fide Request (BFR) required
3A Records
3B Facilities incorrect/busy
3C Dependent/related order not complete
3D Translation problems
3E Provider order information/codes incorrect/missing
3F Public agency/right of way delays
3G Pre-service testing
3H No trunks available
3l Busy cable ID and channel pair
4A Field visit determined address invalid - send supplement
4B Verify address, or provide nearby TN - send supplement
4C New access required - send supplement
4D Access refused - send supplement
4E CFA/POI defective/busy - send supplement
4F Invalid/duplicate circuit ID send supplement
4G Need to revise TN - send supplement
4H Invalid feature/feature detail - send supplement
4] Provide driving instructions - send supplement
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B5A Notification of new due date only

5B Additional paperwork required - contact service center

5C Jeopardy previously sent without Estimated Due Date (ESDD) -
new ESDD now provided

Note: Bolded codes are exclusion reasons outside of CenturyLink’s control, including customer-

caused reasons.
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B. MISSED APPOINTMENT REASON CODES
CenturyLink - Retalil

Code Customer Reasons - Description

AB This code will indicate working service was found at the time of
installation and delayed the original due date installation.

cL The due date was not met due to inaccurate or incomplete
information received from the customer to work the service order.

PO The port was not activated by the CLEC on the due date
The customer called and requested a different date prior to the

RD .
appointed due date.

SA Plant employee attempted to complete order on appointed date but
could not gain access to the customer’s premise.
The installation was delayed because customer requested an

SO instrument that is not normally offered and it had to be special
ordered.
The customer indicated he was not ready for completion of the

SR request on the original due date or provided incomplete or incorrect
information which prohibited completion of the request on the
original due date (trip was made).

MISSED APPOINTMENT REASON CODES
CenturyLink - Retalil

Code Company Reasons - Description

PL Unanticipated plant workload precluded the completion of the order
on the original due date.

SE Request was delayed because there was a temporary lack of standard
station equipment.

PF Lack of plant facilities delayed the completion of the order.

PB Bad cable pair or cable plant exists.

w Inclement weather delayed installation.

CE Commercial provided incomplete or inaccurate information.

ME Marketing provided incomplete or inaccurate information.

CO Any other Company Reason.

Note: Bolded codes are exclusion reasons outside of CenturyLink’s control, including customer-
caused reasons.
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C. DISPOSITION CODES
CenturyLink

Code Description
CAN Cancellation of ticket at customer request
CC Came Clear
Central Office — The trouble was found in central office equipment. This
co includes concentrators, remotes, OPMs.
Customer Provided Equipment — Trouble found in the end user’s
CPE equipment or wiring. This also includes extended demarc. If the problem
was customer action, XCC is used.
FAC Facility — Anything from the local distribution frame protector to the
protector on the end user site.
INF Ticket created for informational purposes only
HSD High Speed Data
OTH Other — CenturyLink Network
ND [Natural Disaster — Hurricane, Earthquake, Tornado, Volcano, Typhoon
Station — Network Interface Devices (NIDs), loopback devices, jacks, up
STN to the demarc
TOK Test Okay/No Troul?le Found — Could not identify the problem the
customer reported either through remote or field testing.
Transport — Troubles isolated to an outage caused by a transport issue in
TRN the CenturyLink network. These outages are generally isolated to DS3 or
higher service types.
XCC IXC/CLEC/CLEC
CCO Connecting Company — The problem was identified 'in connecting
company network or equipment, referrals to connecting company.
TT Translations Trouble
UNK Unknown
PRV Provisioning Trouble

Note: Bolded codes are exclusion reasons outside of CenturyLink’s control, including customer-

caused reasons.
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1. Executive Summary

PMP Development Process

The Telecommunications Act of 1996 and the FCC's implementing rules require ILECs to
provide CLECs with nondiscriminatory access to OSS. In the August 1996 Local Competition
First Report and Order, the FCC commented, generally, that ILECs must provide CLECs with
access to the pre-ordering, ordering, provisioning, billing, repair, and maintenance OSS sub-
functions pursuant to the Act, such that CLECs are able to perform such OSS sub-functions in
"substantially the same time and manner" as the ILECs can for themselves.> In August of 1997,
the FCC's Ameritech Opinion analyzed the nondiscriminatory access requirements of §251(c) to
a Bell Operating Company's (BOC's) §271 application, and clarified that for those OSS
subfunctions with retail analogs, a BOC "must provide access to competing carriers that is equal
to the level of access that the BOC provides to itself, its customers or its affiliates, in terms of
quality, accuracy and timeliness."2 The FCC further clarified in the Ameritech Opinion that for
those OSS functions with no retail analog, a BOC must offer access sufficient to allow an
efficient competitor "a meaningful opportunity to compete."2

In 2000 the Florida Public Service Commission opened Docket No. 000121-TP to develop
permanent performance metrics for the ongoing evaluation of operations support systems (OSS)
provided for alternative local exchange carriers’ (CLECs) use by incumbent local exchange
carriers (ILECs). Docket No. 000121-TP consisted of three phases. Phase I began with
workshops conducted by Commission Staff with members of the CLEC and ILEC communities.
The purpose of Phase I was to determine and resolve any policy and legal issues in this matter.
Phase II involved establishing permanent metrics for BellSouth Telecommunications, Inc.
(BellSouth), including a specific monitoring and enforcement program. In 2002 the Florida
Public Service Commission began Phase III and opened Docket No. 000121B-TP (CenturyLink
Track) and Docket No. 000121C-TP (Verizon Track) to establish performance metrics and a
performance monitoring and evaluation program for the other Florida ILECs.

' See, Implementation of the Local Competition Provisions in the Telecommunications Act of 1996, CC Docket No.
96-98, First Report and Order, 11 FCC Red 15499, 15763-64 []518] (1996) ("Local Competition First Report and
Order"), aff'd in part and vacated in part sub nom. Competitive Telecommunications Ass'n v. FCC, 117 F.3d 1068
(8th Cir. 1997) and Towa Utilities Bd. v. FCC, 120 F.3d 753 (8th Cir. 1997), modified on reh'g, No. 96-3321 (Oct.
14, 1997) (Rehearing Order), petition for cert. granted, 118 S. Ct. 879 (1998).

% See, In the Matter of Application of Ameritech Michigan Pursuant to Section 271 of the Communications Act of
1934, as amended, To Provide In-Region, InterLATA Services In Michigan, Memorandum Opinion and Order, 12
FCC Recd 20543, 20618-19 []139] (1997) (Ameritech Michigan Order), writ of mandamus issued sub nom. Iowa
Utils. Bd. v. FCC, No. 96-3321 (8th Cir. Jan. 22, 1998). ("Ameritech Opinion"); see also, In the Matter of
Application of Bellsouth Corporation, et al., for Provision of In-Region, InterLATA services in Louisiana
("BellSouth (Louisiana IT) Opinion") CC Docket No. 98-121, FCC 98-271 (10-13-98), paragraph 87 (citing,
Ameritech Opinion at 12 FCC Rcd 20618-19). See also, Ameritech Opinion at §131, wherein the FCC makes the
following statement regarding application of the §251(c) requirements to a BOC's §271 application:

"Because the duty to provide access to network elements under section 251(c)(3) and the duty to provide resale
services under section 251(c)(4) include the duty to provide nondiscriminatory access to OSS functions, an
examination of a BOC's OSS performance is necessary to evaluate compliance with section 271(c)(2)(B)(ii) and
(xiv)."3 See, Ameritech Opinion at 12 FCC Red at 20619 [{141]; See also, BellSouth (Louisiana IT) Opinion at 87
(citing Ameritech Opinion at 12 FCC Rcd at 20619).
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On May 2, 2002, Sprint filed its initial response to Commission Staff’s data request for proposed
permanent performance measures in Florida in Docket No. 000121B-TP (Sprint Track). On June
30, 2002, initial comments on Sprint’s proposal were filed by interested parties. Taking into
consideration the information provided by Sprint and the comments provided by interested
parties, Commission Staff developed an independent proposal for Sprint OSS permanent
performance measurements and submitted it for comment on November 1, 2002. Comments on
Commission Staff’s proposal were filed November 15, 2002, and supplemental comments were
filed with the Commission on November 25, 2002.

On January 9, 2003, the Florida Public Service Commission issued Order No. PSC-03-0067-
PAA-TP. Order No. PSC-03-0067-PAA-TP addressed the proposed establishment and
implementation of operations support systems permanent performance measures for the Sprint
Track, Docket Number 000121B-TP.

Sprint complied with Order No. PSC-03-0067-PAA-TP and implemented this Performance

Measurement Plan (PMP) on February 1, 2003. This Performance Measurement Plan includes:
e service quality measures

business rules

reporting requirements

auditing

statistical methodology

This Performance Measurement Plan includes performance measurements from the Sprint
Nevada Plan, August 2002 Cookbook, and statistical methodology contained in the Sprint
Performance Measurement Plan Compliance Methodology adopted, with modifications, by the
FPSC to measure Sprint’s performance in Florida.

On February 12, 2007, the Florida Public Service Commission issued Order PSC-07-0123-PAA-
TP approving revisions to Embarq’s Performance Measurement Plan in order to enable
simultaneous implementation of changes with Embarq’s Nevada Performance.

Notes:

These performance measures are not intended to create, modify, or otherwise affect parties’
rights and obligations. The existence of any particular performance measure, or the language
describing that measure, is not evidence that the CLECs are entitled to any particular manner of
access, that these measures relate solely to access to OSS, nor is it evidence that the ILEC’s
obligations to such access are defined elsewhere, including the relevant laws, FCC, and state
decisions/regulations, tariffs, and interconnection agreements.
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Major Categories
Measurements developed to help assess the provision of non-discriminatory access to OSS and
other services, elements or functions were combined into the following broad categories:

e Pre-Ordering

Pre-ordering activities relate to the exchange of information between the ILEC and the CLEC
regarding current or proposed customer products and services, or any other information
required to initiate ordering of service. Pre-ordering encompasses the critical information
needed to submit a provisioning order from the CLEC to the ILEC. The pre-order
measurement reports the timeliness with which pre-order inquiries are returned to CLECs by
the ILEC. Pre-ordering query types include:

Address Verification

Request for Telephone Number

Request for Customer Service Record
| Rejected/Failed Queries

Eacili Labil

e Ordering

Ordering activities include the exchange of information between the ILEC and the CLEC
regarding requests for service. Ordering includes: (1) the submittal of the service request
from the CLEC, (2) rejection of any service request with errors and (3) confirmation that a
valid service request has been received and a due date for the request assigned. Ordering
performance measurements report on the timeliness with which these various activities are
completed by the ILEC. Also captured within this category is reporting on the number of
CLEC service requests that automatically generate a service order in the ILECs' service order
creation system.

e Provisioning

Provisioning is the set of activities required to install, change or disconnect a customer's
service. It includes the functions to establish or condition physical facilities as well as the
completion of any required software translations to define the feature functionality of the
service. Provisioning also involves communication between the CLEC and the ILEC on the
status of a service order, including any delay in meeting the commitment date. and-the-time-at

which-actual-completion-of servieeinstallation-has-eeenrred-Measurements in this category

evaluate the quality of service installations and :-the efficiency of the installation process. ane

e Maintenance

Maintenance involves the repair and restoral of customer service. Maintenance functions
include the exchange of information between the ILEC and CLEC related to service repair
requests, the processing of trouble ticket requests by the ILEC, actual service restoral and
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tracking of maintenance history. Maintenance measures track the timeliness with which
trouble requests are handled by the ILEC and the effectiveness and quality of the service
restoral process.

e Network Performance

Network performance involves the level at which the ILEC provides services and facilitates
call processing within its network. The ILEC also has the responsibility to complete network
upgrades efficiently. Network performance is evaluated on the quality of interconnection-and

CLEC.

e Billing

Billing involves the exchange of information necessary for CLECs to bill their customers, to
process the end user's claims and adjustments, to verify the ILEC's bill for services provided
to the CLEC and to allow CLECs to bill for access. Billing measures have been designed to

| gauge the guality-timeliness and-overall-effeetiveness-of the ILEC billing processes
associated with CLEC customers.

e Database Updates

| Database updates for directory-assistaneetistings-and-E911 include the processes by which

these systems are updated with customer information that has changed due to the service
provisioning activity. Measurements in this category are designed to evaluate the timeliness
and accuracy with which changes to customer information, as submitted to these databases,
are completed by the ILEC.

Auditing and Review Procedures
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The parties have agreed to most procedures for auditing and review. Descriptions of these
procedures can be found in Sections IV and V.

Reservation of Rights

These reservations of rights do not negate the parties' agreement regarding performance
measures and standards as reflected in the Florida Plan.

Incorporating the performance measures into the interconnection agreements raises several
complex issues that require further consideration by the parties. This remains an open issue.

CenturyLink

By implementing these performance measurements, CenturyLink:

¢ does not admit that an apparent less-than-parity or falling below a benchmark condition
reflects discriminatory treatment without further factual analysis.

CLECs

¢ By implementing these performance measurements, CLECs do not agree with, endorse,
or otherwise concur in the terms of CenturyLink’s reservation of rights.

e CLECs reserve the right to contend that CenturyLink’s compliance with the performance
measures and standards in the Florida Plan does not conclusively demonstrate
CenturyLink compliance with the Telecommunications Act of 1996.

e CLECs reserve the right to contend that CenturyLink’s compliance with the performance
measures and standards does not conclusively demonstrate the existence of an open
competitive local market.
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I1. Performance Measurements

Measurement
# Measurement Title
Pre-Ordering
01 Average Response Time to Pre Order Queries
Ordering
02 Average FOC Notice Interval
03 Average Reject Notice Interval
04 Percent of Flow-Through Orders
Provisioning
05 Percentage of Orders Jeopardized
06 Somsmneeosene e Lot L s ]
07 Average Completed Interval
03 Pereent-Completed-Within-Standard-Interval
11 Percent of Due Dates Missed
13 Dok fedeslboe e Doslbio s Do
15 Provisioning Trouble Reports Prior to Service Order Completion
17A Percentage Troubles in 5 Days for New Orders
Eacd AveraseCompletion-Notee-tnterval
Maintenance
19 Customer Trouble Report Rate
20 Percentage of Customer Trouble Not Resolved Within Estimated Time
21 Average Time to Restore
22 POTS-OutofServiceess Than24Hoeurs
23 Frequency of Repeat Troubles in 30-Day Period
Network
Performance
24 Pereent-Blockingon-Common—trunks
25 Percent Blocking on Interconnection Trunks
26 e
Billing
30 Wholesale Bill Timeliness
34 ave-Completeness
32 Docmmeine e Do Laiss s
33 s
34 B
Database
Updates
38 Percent Database Accuracy
39 E911MS Database Update Interval
Collocation
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yI . . .

|
|
| 42 Percentase of TimeInterfaceis Available
| 44 b s eene
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Pre-Ordering Measure 1
Title: Average Response Time to Pre-Order Queries
Area Requirement Description

Description

The response interval for each pre-ordering query is determined by
computing the elapsed time from the ILEC receipt of the query from
the CLEC, whether or not syntactically correct, to the time the ILEC
returns the requested data to the CLEC.

e Address Verification

e Request for Telephone Number (TN)

e Request for Customer Service Record
- Single Telephone Number

- BAN
¢ Rejected/Failed Queries
Eacil abil

Method of
Calculation

All Electronic:
Sum ((Query Response Date and Time) — (Query Submission Date and
Time)) / (Number of Queries Submitted in Reporting Period)

At-Mandal:—Facility Availability siness . .
Sum (FaxDate-and Time Returned)—(Business Date ‘r“&“d Fime-of,
receiptofvalid ‘a‘l]zse' ‘f“equesg) (Numberof Faxes Submitted-in

Report Period

Monthly Report, but provided Quarterly

Report Structure

Individual CLECs, CLECs in the aggregate, and ILEC affiliate.

Reported By

By query type and-by-interfacetypes-inchading fax

Geographic Level Statewide
Measurable
Standards
Disaggregation Level CLEC Comparison Standard
All Electronic: Parity Benchmark
Request for Address Verification Request for Address Diagnostic Diagnostic Only
Verification —g—'
(no retail
comparison)
Request for Telephone Number Request for Diagnostic Diagnostic Only
Telep! Nagral
) (no retail
comparison)
Request for Customer Service Request for CSR - Diagnostic Diagnostic Only
Record - Single Telephone Single Felephone X
Number Number (M
comparison)
Request for Customer Service Reguestfor CSR— Diagnosti c Diagnestic Only
Record - BAN BAN .
(no retail
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comparison)
‘ Rejected / Failed Queries W Dlagrn0§tlc Diagnoestic Only
(no retail
comparison)
‘ All-Manual:
Availability
Business Rules e Elapsed time is measured in seconds for electronic pre-order
requests.
o Elapsed time for fully electronic submeasures will be tracked
during scheduled interface availability hours.
o Exclude transactions that occur during OSS outages.
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Ordering Measure 2
Title: Average FOC Notice Interval
Area Requirement Description
Description Measures the average time from receipt of a valid service request to
returning a Firm Order Confirmation (FOC).
Method of All Electronic:
Calculation Sum ((Date and Time of FOC) - (Business Date and Time of Receipt of
Valid Service Request)) / (Number of FOCs Sent in Reporting Period)
Electronic/Manual Mix:
Sum ((FOC Date and Time) — (Receipt Date and Time of receipt of
error free order)) / (Number of FOCs sent.)
|| Report Period Monthly Report, but provided Quarterly
Report Structure Individual CLECs, CLECs in the aggregate, by HEEC(ifanaleg
apphies)-and ILEC affiliates.
Reported By e FElectronically received/electronically handled
¢ Electronically received and manually handled
e By Service Group Type
Geographic Level Statewide
Measurable Disaggregation Level CLEC Retail-Comparison-Standard
Standards Parity- Benchmark
Blind FOC
Res POTS Res POTS
ANLEL H 20-mins
El ie/Manual Mi 12 hrs
Bus POTS B 3 1
. Diagnostic .
All Electroni - 20-mins
Electrz;tic(;M:nual Mix (Il()r—etdll 12-hrs
comparison)
FSPALBRY FEPABRY
Al Electronic Disgrostic On
— 12
All Blectroio Diasnostic Only
Electronic/ManalMix
PBX PBX
Al Electronic iagnos
s
InatelligertFOC
EES DbS
El ie/Ms M 26 business hrs
All Electronie TBD
Electronic/Manual M 36 business-hrs
PS3 PS3
Al Electronic TBD
E} ie/Manual- M 36 business-hrs
VGPL/DSO VGPL/DSO
A Zlee! Feﬁ" q‘_BB
Electrosic/Manual M 36 business hes
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UNBUNDLED-NETWORK
ELEMENTS
BlindFOC
UNE Loops Non-Designed UNE-Loops 1 gnos 1
All Electronic Non-Besigned Dia HOSIUC 30-mins
Electronic/Manual Mix no retail 12 hrs
comparison)
UNE Loops xDSL Provisioned UNE-LeopsxPSL Diagnostic
All Electronic Provisioned N 30-mins
Electronic/Manual Mix no retail 12 hes
comparison)
LNP ENP 1 1
. Diagnosti .
All Electronic 4 OS.t & 20-mins
Electronic/Manual Mix (no retail 12-hs
comparison)
Fleetronie-Manual-M 36-businesshrs
EELS i EELS Diagnostic
All Electronic il TBD
Electronic/Manual Mix (no reta} 36-busi h
comparison)
UNE Dedicated Transport
UNE DS1/ISDN PRI UNEBSHISBN Diagnostic
All Electronic PRI . +Bb
Electronic/Manual Mix no retail 26 businesshes
comparison)
H jevk I Seeapsipesshes
Electronic: Manual M 7 business days
El 1eM al- M

Business Rules

o Elapsed time calculated in business hours and excludes non-
business days and ILEC published holidays.

o The start time of requests received after the end of the business day
will be the beginning of the next business day. Business day is
defined as published hours of operation for the ILEC ordering

center.

e Excludes Loop Pre-Qualification queries that are processed as

LSRs.

e Manually received and handled FOCs not included.
e Denominator includes all FOCs sent regardless of receipt and

response time.

e CLEC to CLEC conversions are not included in the elapsed time of
FOC response for LNP Service Group Type.

Notes

e None at this Time.
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Ordering Measure 3
Title: Average Reject Notice Interval
Area Requirement Description

Description Reject interval is the elapsed time between the ILEC receipt of an order
from the CLEC to the ILEC return of a notice of a rejection to the
CLEC.

Method of All Electronic

Calculation Sum((Business Date and Time of ILEC Transmission of Order
Rejection) - (Business Date and Time of Order Receipt)) / (# of
Mechanized Orders Rejected)
Electronic/Manual Mix
Sum((Business Date and Time of ILEC transmission of Order
Rejection) — (Business Date and Time of Order Receipt)) / (# of
Electronic/Manual Orders Rejected).

Report Period Monthly Report, but provided Quarterly

Report Structure

Individual CLEC, CLECs in the aggregate, and ILEC Affiliates

Reported By

e Electronically received, electronically handled

e All interfaces

e Resale orders and Facility based UNE orders
e Flectronically received, manually handled

o All interfaces

e Resale orders and Facility based UNE orders

Geographic Level

Statewide

Measurable
Standards

Disaggregation Level ——

Parity Benchmark
Reject Notice Reject Notice Diagnostic 10-min
All Electronic -

(no retail

comparison)
Reject Notice Reject Notice Diagnostic Zhis
Electronic/Manual Mix .

(no retail

comparison)

Business Rules

e Flapsed time calculated in business hours. Excludes non-business
days and ILEC published holidays.

e Calculation of requests received after the end of the business day
starts at the beginning of the next business day. Business day is
defined as published hours of operation for the ILEC ordering
center

e Exclude rejects when the PON is received after business hours and
processed prior to the beginning of the next business day.

e Exclude Loop Pre-Qualification queries created as service orders.

Notes

e None at this time.
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Ordering Measure 4
Title: Percent of Flow-Through Orders
Area Requirement Description
Description Measures the percentage of mechanized service orders processed on a
flow through basis. The definition of Flow-through for the intent of this
measure is to reflect those orders that are able to get to the Firm Order
Confirmation status without manual intervention.
Method of [(Number of valid electronically received orders that flow-through
Calculation without manual intervention) / (Total valid electronically received
service orders)] x 100
| Report Period Monthly Report, but provided Quarterly
Report Structure Individual CLECs, CLECs in the aggregate, and ILEC Affiliates
Reported By e Orders that flow through as a percentage of
all electronically received orders
e By Service Group Types
Geographic Level Statewide
Measurable
Standards
Disaggregation Level e Retail Comparison Standard
Parity Benchmark
Resale
'S R POTS r\‘l 10 Onl
Bus POTS Bus POTS Diagnosti | PrenosticOnly
¢ (no
retail
comparis
on)
DSHISDNPR S SIISDNTPR Saanostic Onl
DpS3 DpS3 Di Y 10 Onl
STTenR ST S
ELEMENTS
UNE Loops
UNE Loops Non-Designed UNE Loops - Non-Designed Diagnosti Diagnostic Only
¢ (no
retail
comparis
on)
P ssp\ )f‘gﬁei P 2 35?{‘ )3{“5395‘ )‘ﬁgﬁis{‘]\“ﬁf
UNE Loops xDSL Provisioned | UNE-Loops xDSLProvisioned | Diagnost] | Diagnostic Only
¢ (no
retail
comparis
on)
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EELS EELS Diagnosti | Piagnostie Only

c (no

retail

comparis
on)

UNE DS1/ISDN UNE-DSHISBN-PRI

o Diagnosti | Piagnostie Only

no
retai
comparis
on)

(e

LNP ENp Diagnosti | PienestieOnty

c (no

retail

comparis
on)

Business Rules e Excludes Loop Pre-Qualification queries.

Notes e None at this time.
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Provisioning Measure 5
Title: Percentage of Orders Jeopardized
Area Requirement Description
Description Percentage of total orders processed for which the ILEC notifies the
CLEC that the work will not be completed by the due date committed
on the FOC.
Method of (Number of Orders Jeopardized) / (Number of Orders Completed) x
Calculation 100
|| Report Period Monthly Report, but provided Quarterly
Report Structure Individual CLEC, CLEC:s in the aggregate, ILEC and ILEC Affiliates
Reported By By service group type
Geographic Level Statewide
|| Measurable CenturyLink isrequired-tewill provide a retail analog for this
Standards measurement.
Disaggregation Level CLEC Retail Comparison Standard
Parity- Benchmark
Resale
Bus POTS BusPOTS Bus POTS
Diagnostic
(Expectation
retail)
ISDNBRI ISDNBRI ISDN-BRI
PBX PBX PBX
DbS DbS DbS
UNBUNDLED NETWORK
ELEMENTS
Ll
UNE Loops Non-Designed UNE-Leeps Bus. POTS
Non-Besigned Dispatched
Diagnostic
(Expectation
: parity with
retail)
Designed
UNE Loops - xDSL UNE Loops—+DSE | Retail xDSLBus.
Provisioned Provisioned POTS Dispatched
Diagnostic
(Expectation
: parity with
retail)
EELS —— DS3, DS1/ISDN
PRI, VGPL/ DSO
Diagnostic
(Expectation
Florida Performance Measurement Plan 18
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: parity with
retail)
.
UNE DSI/ISDN PRI UNEDSHISBN DSI/ISDN PRI
PRE Diagnostic
(Expectation
retail)
Business Rules e Excludes delays for customer reasons.
e Excludes Loop Pre-Qualification queries.
Notes e None at this time.
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Pest d Pie 5t Onl
—UNE-Loop U_ ELoops—DSL | Retail QQ‘S‘L
gm0t
B
UNEDSHISDNPRI UNEDSHISDN DSHISDN-PRI
PRI eanost
UNEDS3 UNEDS3 DS3
ot
Di 10 O l] Di 10 O I]
Llotes
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Provisioning Measure 7
Title: Average Completed Interval
Area Requirement Description
Description Average business days from receipt of valid, error-free service request
to completion date in service order system for new, move, and change
orders.
Method of (Total business days from receipt of valid, error-free service request to
Calculation completion date in service order system for new, move and change
orders) / (Total new, move and change orders)
|l Report Period Monthly Report, but provided Quarterly
Report Structure Individual CLEC, CLECs in the aggregate, by ILEC, and ILEC
Affiliates
Reported By By service group type and field work/no field work where applicable.
Geographic Level Statewide
|| Measurable CenturyLink isrequired-tewill provide a retail analog for this
Standards measurement.
Disaggregation Level CLEC Retail Comparison Standard
Parity — Bonchmark
Resale
Res POTS Res POTS Res POTS
Bus POTS Bus POTS Bus POTS
Diagnostic
(Expectation
retail)
ISDNBRI ISDNBRI ISDN-BRI
PBX PBX PBX
DbS DDS DDbS
DSHASDN-PRI DSHISDNPRI DSHISDN-PRI
UNBUNDLED NETWORK
ELEMENTS
UNE Loops
UNE Loops Non-Designed UNE Loops Bus. POTS
Nen-Designed Dispatched
Diagnostic
(Expectation
: parity with
retail)
Waork Designed—Field
Work
UNE LoopsDesi 1 No Field UNE-Loops 6Days
UNE Loops - xDSL UNELoops—BSE | Diagnosti 3.5 Days
Provisioned —OI‘\]I}())SFizld Work Provisioned—No Dia nOS,UC b
Field-Work (no retail
comparison)
UNE Loops - xDSL UNE Loops —xDSE | Retail xDSE Bus
Provisioned — Field Work Provisioned —Field POTS Dispatched
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Wosk Diagnostic
(Expectation
: parity with
retail)

EELS EELS DS1/ISDN PRI,
DS3, VGPL/DS0

Diagnostic
(Expectation

: parity with
retail)
UNE DSI/ISDN PRI UNEDSHISBN DSI/ISDN PRI
PRE Diagnostic
(Expectation
: parity with
retail)
Interconnection Trunks I i ILEC Dedicated
Business Rules e Excludes customer requested due dates beyond interval offered, and

orders delayed for customer reasons.

e For UNE Loop services, feature only orders are excluded from the
retail analog.

e Excludes Loop Pre-Qualification queries

e The start time of requests received after the end of the business day
will be the beginning of the next business day.

Notes e None at this time.
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ResPOTS ResPOTS ResPOTS
Diagnostic-Only
Bus POTS Bus POTS Bus POTS
. ;
ISDN-BRI ISDN-BRI ISDN-BRI
Dig stie Onl
> )
. ;
PBX PBX PBX
; .
bbs DDS DDbS
Diagnostic O
DSEISDNPRE DSEISONPRE DSEISDNPRE
; :
DS3 DS3 DS3
Bi O
MRS AP0 AR
Diagnostic O
B
e
UNE Loops
N E D3 ] q
BiasnostioC
UNF—!:eep%Deﬂgﬂed UNELeeps DPDSAVGPLDSH
Pesi d P tie-Onlk
Provisioned P 1 I Onl
EELS EELS DSHASDN-PRL;
DS3, VGPL/DSO
Dingnostic O
e
UNE-DSHISDN-PRI UNE-DSHISDN DSHASDN-PRI
PRI D Only
UNEDS3 UNEDS3 DS3
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nterconnee .iﬂ runks 0 i I:I‘T\A
Trunks Trunks
o
Projects Projects Diag Project
o ojects
Business-Rules o Excludes-customerrequested-due-dates-greater than-the standard

cebilesaless
L] E%eel—&d—es—l;%f)—pF&Qﬁ-a-h—ﬁ-ea{-]ﬂﬂ—qaeﬁes— $ 1 <
Netes o loponiibie e
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Provisioning

Measure 11

Title: Percent of Due Dates Missed
Area Requirement Description
Description Measures the percent of new, move and change orders where
installation was not completed by the due date.
Method of [(Total Number of Missed Due Dates Due to ILEC Reasons for New,
Calculation Move and Change Orders) / (Total Number of Completed New, Move
and Change Orders)] x 100
|| Report Period Monthly Report, but provided Quarterly
Report Structure Individual CLEC, CLEC:s in the aggregate, by ILEC, and ILEC
Affiliates
Reported By By service group type and Field Work/No Field Work as appropriate
Geographic Level Statewide
Measurable CenturyLink isrequired-towill provide a retail analog for this
Standards measurement.
| Disaggregation Level [ Ret-Corpatizoa-Stasdared
Resale Parity- Benchmark
Bus POTS Bus POTS Bus POTS
Diagnostic
(Expectation
: parity with
retail)
CENTREX CENTREX CENTREX
PBX PBX PBX
DSHISDN-PRI DSHISDN-PRI DSHISDN-PRI
DS3 DS3 DS3
TS ePIDS S ePnS
UNBUNDLED NETWORK
ELEMENTS
UNE Loogps
UNE Loops Non-Designed LNLE Loops Bus. POTS
Non-Designed Dispatched
Diagnostic
(Expectation
: parity with
retail)
UNE Loops D —N. UNE Loops 10%
o 7, \»-’ A, J
Field-Work Designed—No
UNE Loops DesignedField | UNE Loops DS and
Wosk
UNE Loops - xDSL UNE-Leeps—xPSE | Bus. POTS
Provisioned Proisienee Dispatched Retail
*DSL
Diagnostic
(Expectation
: parity with
Florida Performance Measurement Plan 26

| Eebruary-October 15, 20432015




CenturyLink Performance Measurement Plan

retail)

EELS

DS1/ISDN PRI,
DS3, VGPL/DSO

Diagnostic
(Expectation
retail)

UNE DS1/ISDN PRI

DS1/ISDN PRI
Diagnostic
(Expectation
: parity with
retail)

D3

bs3

Interconnection Trunks

ILEC Dedicated
Trunks

Diagnostic
(Expectation
retail)

Business Rules

Excludes customer requested due dates beyond interval offered, and
orders delayed for customer reasons.
All available due dates are reported, except those missed due to

customer reasons.

For UNE Loop services, feature only orders are excluded from the

retail analog.

Excludes canceled orders.
Excludes Loop Pre-Qualification queries.

Notes e CenturyLink will provide disaggregation by Missed Appointment
Reason codes as diagnostic data upon raw data request.
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EELS EELS DSEISDN PRI,
DS3. VGPL/DSO
Dig stie Onl
S Y
UNE Dedicated Transport
LNLE DSHISDNPRE LNEDSEISDN DSEISDNPRE
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UNE Loops Designed | UNE Loops Designed DhSand NG PSS
- UNE Loops - xDSL UNL Loops - xDSL Retail xDSL
Provisioned Provisi
VGPLDSO
| UNE Dedicated Transport
UNEDSHISDN | UNE-DSHISDN-PRI DSHASDN-PRI
PRE
I H T ks 1 1 T ks ILECT T L
I ack of Eacilities ackofFaciities Diagnostic On
BusinessRules o ExeludesoopPre-Qualificationqueries:
Notes o LackofFacilitiesrepresents-a-subsetofall delayed-ordersreported
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Provisioning Measure 15
Title: Provisioning Trouble Reports Prior to Service Order
Completion
Area Requirement Description

Description Measures the percent of troubles that are reported (via customer or
indirectly by CLEC) that occur during the provisioning process.

Method of [(Total number of trouble reports that occur from the time of service

Calculation order creation, up to and including the date of service order
completion) / (Total Number of service orders completed in reporting
period)] x 100.

Report Period Monthly Report, but provided Quarterly

Report Structure

Individual CLEC, CLECs in the aggregate, ILEC, and ILEC Affiliates

Reported By

e By Resale, UNE Loop Non-Designed, and LNP
e By Affecting Service and Out of Service

Geographic Level

Statewide

Measurable
Standards

CenturyLink isregquired-tewill provide a retail analog for this
measurement.

Disaggregation Level —— B e el

Resale Parity ~ Benchmark

ResPOTS; Bus POTS ResPOTS-Bus
POTS POTS

Diagnostic
(Expectation:
parity with
retail)biagnestie
Only

UNE Loops Non-Designed B1 Dispatch Non-

Designed
Diagnostic
(Expectation:
parity with
retail)biagnestie
Only

LNP NP LNP
Diagnostic
(Expectation:
parity with
retail)biagnestie
Only

Business Rules

e Excludes CPE and IEC/IXC/CLEC caused troubles
e Excludes Subsequent reports.
o Excludes Message Reports (circuit reports for which ILEC has no
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records).
e Excludes ILEC employee generated reports.
Notes o None at this time.
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Provisioning

Measure 17a

Title: Percentage Troubles in 5 Days for New Orders
Area Requirement Description
Description Measures the percent of network customer trouble reports received
within 5 calendar days of service order completion.
Method of [(Total Number of Customer Trouble reports received within 5 calendar
Calculation days of service order completion) / (Total Number of new, move and
change completed orders)] x 100
|| Report Period Monthly Report, but provided Quarterly
Report Structure Individual CLEC, CLECs in the aggregate, ILEC, and ILEC Affiliates
Reported By By service group type
Geographic Level Statewide
|| Measurable CenturyLink isrequired-tewill provide a retail analog for this
Standards measurement.
| Disaggregation Level CLEC Retail Comparisen-Standard
Resale Parity Benchmark
Bus POTS BusPOTS Bus POTS
Diagnostic
(Expectation:
parity with
retail)
ISDNBRI ISDNBRI ISDN-BRI
CENTRES TR TR
PBX PBX PBX
DbS DbS DbS
UNBUNDLED NETWORK
ELEMENTS
UNE Loops
'UNE Loops Non-Designed U-N—E—l:eeps Res and Bus. POTS
Nen-Designed Diagnostic
(Expectation:
parity with
retail)
UNE Loops - xDSL UNELeops—xPSE | Res and Bus. POTS
Provisioned Provisioned Retaib xDSE
Diagnostic
(Expectation:
parity with
retail)
EELS EELS DSI/ISDN PRI, DS3,
VGPL/DS0
Diagnostic
(Expectation:
parity with
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retail)

UNE Dedicated Transport

UNE DSI/ISDN PRI DS1/ISDN PRI
Diagnostic
(Expectation:
parity with
retail)

bS3

LNP

NP
Diagnostic
(Expectation:

parity with
retail)

ENP

Business Rules

Excludes CPE and IEC/IXC/CLEC caused troubles.

Excludes troubles associated with inside wire.

Excludes Trouble Reports Received on the Due Date

Excludes canceled tickets.

Excludes Subsequent reports.

Excludes Message Reports (circuit reports for which ILEC has no
records).

Excludes ILEC employee generated reports.

Excludes Loop Pre-Qualification queries.

Includes trouble tickets that were received during the reporting
period.

Notes

CenturyLink will provide disaggregation by Maintenance
Disposition codes as diagnostic data upon a request for raw data.
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Maintenance Measure 19
Title: Customer Trouble Report Rate
Area Requirement Description
Description Measures the total number of network customer trouble reports
received within a calendar month per 100 circuits/UNEs.
Method of [(Total Number of Customer initial and repeat network trouble reports)
Calculation / (Number of access lines/circuits/UNEs in service at the end of the
reporting period)] x 100
Report Period Monthly Report, but provided Quarterly
Report Structure Individual CLEC, CLEC:s in the aggregate, ILEC, and ILEC Affiliates
Reported By By service group type
Geographic Level Statewide
Measurable CenturyLink isrequired-tewill provide a retail analog for this
Standards measurement.
Disaggregation Level CLEC Retail Comparison Standard
Resale Parity Benchmark
Res POTS Res POTS Res POTS
Bus POTS BusPOTS Bus POTS
Diagnostic
(Expectation:
parity with
retail )Diagnostic Only
3 10 Onl
CENTREX CENTREX CENTREX y
BbS DbS DbS
: .
: 16 stie-Onl
<GPS <GPS TePLDS
UNBUNDLED NETWORK
ELEMENTS
UNE Loops
~ UNE Loops Non- UNELoeps Res and Bus. POTS
Designed Nen-Designed Diagnostic
(Expectation:
parity with
retail)biagnostic Only
UNE Loops - xDSL UNE Loops - xDSL Res and Bus. POTS
Provisioned Provisioned Retatl xBSE
Diagnostic
(Expectation:
parity with
retail)biagnestic Only
EELS EELS DSI/ISDN PRI, DS3,
VGPL/DS0
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Diagnostic
(Expectation:
parity with

retail )Diagnestic Only

UNE DSI/ISDN PRI | UNEDSHISDNPRI | DSI/ISDN PRI
Diagnostic
(Expectation:
parity with
retail)biagnestic Only

UNE DS3 UNEDS3 DS3

Diagnostic
(Expectation:
parity with

retail )biagnestic Only

Interconnection Trunks Iaterconnection ILEC Dedicated Trunks

Frunks Diagnostic
(Expectation:
parity with
retail)biagnestic Only

LNP

NP LNP
Diagnostic
(Expectation:
parity with
retail)biagnestie Only

Business Rules

Excludes CPE and IEC/IXC/CLEC caused troubles.

Excludes Subsequent reports.

Excludes Message Reports (circuit reports for which ILEC has no
records).

Excludes canceled trouble tickets.

Excludes ILEC employee generated reports.

An LNP trouble is excluded from duplicate reporting in another
service group type.

Notes e CenturyLink will provide disaggregation by Maintenance
Disposition codes as diagnostic data upon a request for raw data.
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Maintenance

Measure 20

Title: Percentage of Customer Trouble Not Resolved Within
Estimated Time

Area Requirement Description
Description Measures the percent of trouble reports not cleared by the commitment
time.
Method of [(Total network trouble reports not cleared by the commitment time for
Calculation ILEC reasons) / (Total network trouble reports completed)] x 100
| Report Period Monthly Report, but provided Quarterly
Report Structure Individual CLEC, CLECs in the aggregate, ILEC, and ILEC Affiliates
Reported By e By service group type
e By dispatch and no dispatch
Geographic Level Statewide
| Measurable CenturyLink isrequired-towill provide a retail analog for this
Standards measurement.
| Disaggregation Level CLEC B e s
Resale Parity- Benchmark
Bus POTS B Bus POTS
Diagnostic
(Expectation:
parity with
retail)biagnestie
Only
: ;
PBX PBX PBX
Disenostic Ol
BbS BBS DS
DS3 DS3 DS3 -
VGPIDS VGPIDS D s o
UNBUNDLED NETWORK
ELEMENTS
UNE Loogps
UNE Loops Non-Designed <U-N—E—l:«~)epﬁ Res and Bus. POTS
Non-Designed Diagnostic
(Expectation:
parity with
Osly
o " :‘. Only
UNE Loops - xDSL Provisioned LNE-Loops—xDSE | Res amj Bus. POTS
Provisioned Retail xDSL
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Diagnostic
(Expectation:
parity with
retail)biagnestie
Only

EELS EEES DS1/ISDN PRI,
DS3, VGPL /DS0

Diagnostic
(Expectation:
parity with
retail )biagnestic
Only

UNE DS1/ISDN PRI UNE DS1/ISDN DS1/ISDN PRI
PRI Diagnostic
(Expectation:
parity with
retail)piagnostie
Only

UNE DS3 UNE DS3 DS3
Diagnostic
(Expectation:
parity with
retail)biagnestie
Only

Interconnection Trunks Interconnection ILEC Dedicated
Trunks Trunks

Diagnostic
(Expectation:
parity with
Only

LNP LNP LNP
Diagnostic
(Expectation:
parity with
Only

Business Rules e Excludes CPE and IEC/IXC/CLEC caused troubles.

e Excludes Subsequent reports.

e Excludes Message Reports (circuit reports which ILEC has no
records on).

e Excludes ILEC employee generated reports.

e Excludes customer caused misses.

e Excludes canceled trouble tickets

e Includes LNP NXX Code Opening Troubles.

e An LNP trouble is excluded from duplicate reporting in another
service group type.

Notes e CenturyLink will provide disaggregation by Maintenance
Disposition codes as diagnostic data upon a request for raw data.
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Maintenance Measure 21
Title: Average Time to Restore
Area Requirement Description
Description Measures the average duration of customer trouble reports from the
receipt of the customer trouble report to the time the trouble is cleared.
Method of (Total duration of customer network trouble reports) / (Total customer
Calculation network trouble reports)
|| Report Period Monthly Report, but provided Quarterly
Report Structure Individual CLEC, CLECs in the aggregate, ILEC, and ILEC Affiliates
Reported By e By service group type
e By dispatch and no dispatch
Geographic Level Statewide
|| Measurable CenturyLink isrequired-towill provide a retail analog for this
Standards measurement.
| Disaggregation Level CLEC Retail Comparison Standard
)
Bus POTS Bus POTS Bus POTS
Diagnostic
(Expectation:
parity with
retail)
SONER SONBRI SoNBR
CENTREX CENTREX CENTREX
PBX PBX PBX
bbsS L —
DSHISDN-PRI DSHISDN-PRI DSHISDN-PRI
DS3 DS3 DS3
ETTETS ePIDS S ePInS
UNBUNDLED NETWORK
ELEMENTS
UNE Loogps
UNE Loops Non-Designed LNLE Loops Res and Bus. POTS
Non-Designed Diagnostic
(Expectation:
parity with
retail)
UNE Loops - XDSL U-Pi—E—l:eeps——&BSE Res and Bus. POTS
Provisioned Provisioned Retail
xpstDiagnosti
c
(Expectation:
parity with
retail)
EELS EELS DSI/ISDN PRI, DS3,
VGPL/ DSO
Diagnostic
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(Expectation:
parity with
retail)

UNE DSI/ISDN PRI DS1/ISDN PRI
Diagnostic
(Expectation:
parity with
retail)

UNE DS3 DS3
Diagnostic
(Expectation:
parity with
retail)

Interconnection Trunks

ILEC Dedicated
Trunks

Diagnostic
(Expectation:
parity with
retail)

LNP

LNP
Diagnostic
(Expectation:

parity with
retail)

Business Rules

Excludes CPE and IEC/IXC/CLEC caused troubles.

Excludes Subsequent reports.

Excludes Message Reports (circuit reports which ILEC has no
records on).

Excludes ILEC employee generated reports.

Excludes canceled trouble tickets.

Includes LNP NXX Code Opening troubles.

An LNP trouble is excluded from duplicate reporting in another
service group type.

Elapsed time is measured on a 24-hour-a-day, seven-days-a-week
basis.

Notes

CenturyLink will provide disaggregation by Maintenance
Disposition codes as diagnostic data upon a request for raw data.
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Maintenance

Title:

Measure 23

Frequency of Repeat Troubles in 30 Day Period

Area Requirement Description
Description Measures the percent of customer network trouble reports received
within 30 calendar days of a previous report.
Method of [(Total customer network trouble reports received within 30 calendar
Calculation days of a previous customer report) / (Total customer network trouble
reports)] x 100
Report Period Monthly Report, but provided Quarterly
Report Structure Individual CLEC, CLEC:s in the aggregate, ILEC, and ILEC Affiliates
Reported By By service group type
Geographic Level Statewide
Measurable CenturyLink isrequired-tewill provide a retail analog for this
Standards measurement.
Disaggregation Level CLEC Retail Comparison Standard
Resale Parity— Benchmark
Bus POTS Bus POTS Bus POTS
Diagnostic
(Expectation:
parity with
retail)
ISDN-BRI ISDNBRI ISDNBRI
PBX PBX PBX
DbS DDS DDS
DSHISDN-PRI DSHISDN-PRI DSHISDN-PRI
CPLDS oPDS oPDS
UNBUNDLED NETWORK
ELEMENTS
LMELogps
'UNE Loops Non-Designed UNELoops Res and Bus. POTS
Non-Desigred Diagnostic
(Expectation:
parity with
retail)
UNE Loops - xDSL UNELoops—xDSE | Res and Bus. POTS
Provisioned Provisioned Retail
xpstDiagnostic
(Expectation:
parity with
retail)
EELS EELS DSI/ISDN PRI, DS3,
VGPL/DSO
Diagnostic
(Expectation:
parity with
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retail)

UNE DSI/ISDN PRI DS1/ISDN PRI
Diagnostic
(Expectation:
parity with
retail)

UNE DS3 DS3
Diagnostic
(Expectation:
parity with
retail)

Interconnection Trunks

ILEC Dedicated
Trunks

Diagnostic
(Expectation:
parity with
retail)

LNP

LNp_Diagnostic
(Expectation:
parity with
retail)

Business Rules

Excludes CPE and IEC/IXC/CLEC caused troubles.

Excludes troubles associated with inside wiring.

Excludes Subsequent reports.

Excludes Message Reports.

Excludes canceled trouble tickets.

An LNP trouble is excluded from duplicate reporting in another
service group type.

Excludes ILEC employee generated reports.

Includes LNP NXX Code Opening troubles.

Notes

CenturyLink will provide disaggregation by Maintenance
Disposition codes as diagnostic data upon a request for raw data.
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Network Performance Measure 25
Title: Percent Blocking on Interconnection Trunks
Area Requirement Description
Description Measures the total percent of blockage on final dedicated
| interconnection trunk groups-exeeeding 1% blockage.
Method of [(Total blocked calls across all final dedicated interconnection trunk
Calculation groups per CLEC)/(Total call attempts count across all final dedicated
interconnection trunk groups per CLEC)] x 100
|| Report Period Monthly Report, but provided Quarterly

Report Structure

Individual CLEC, CLECs in the aggregate, and ILEC Affiliates

Reported By

State

Geographic Level

Statewide

Measurable
Standards

Disaggregation Level CLEC Retail Comparison Standard

Parity  Benchmark

State_Interconnection Trunks

Diagnostic ) .
q:FH‘H‘\—Q . ; Eg ostie ; J
(no retail

comparison)

Business Rules

e Only measured on trunks where ILEC has outgoing traffic to
CLECs and where ILEC controls trunk capacity.

e Threshold exception trunk detail.

o Internal traffic data collection procedures exclude force majeure
(Acts of God, Natural Disasters, etc.).

e Excludes the maintenance window (12am local time to 6am local
time.

e Applies to those trunks where the ILEC has augmentation control.

e Does not apply when trunks are provisioned as two-way trunks.

Notes

e Measured by:
- Total trunk groups
- Threshold exceptions
- ILEC end office to CLEC end office
- ILEC tandem to CLEC end office
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Billing Measure 30
Title: Wholesale Bill Timeliness
Area Requirement Description
Description This measure captures the elapsed number of calendar days between
the scheduled close of a Bill Cycle and the ILEC’s transmission
availability of the associated invoice to the CLEC.
Method of [(Count of Invoices where difference between distribution date and bill
Calculation date is less than or equal to 10) / (Count of Total Invoices Distributed
within the Reporting Period)] x100
|| Report Period Monthly Report, but provided Quarterly
Report Structure Individual CLEC, CLECs in the aggregate, and by ILEC Affiliates
Reported By e Bus POTS Resale
e UNE Loops
o FEacilities/Interconnection
Geographic Level Statewide
Measurable
Standards
| Disaggregation Level CLEC Retail Comparison Standard
Parity Besebrark
Bus POTS Resale CLEC Invoices 1 1 99% within 10
Bus FOIS Diagnostic SOARN
(no retail .
comparison)
UNE Loops CLECTnvoices Dic i 90% within 10
iagnostic | 997 withinH
(no retail “
comparison)
CLECInvoioms Ty
Business Rules ¢ Includes only mechanized bills.
e Excludes paper bill, magnetic bill, CD ROM bill or Custom Bill
diskette bill.
Notes e None at this time.
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e
. ORTeCUTTIng
Usage Total Dollars-billed
and adjustments for
usage
— ToulDolarsbiled
S — s S =
g and-adiustmentsfor
NORFCCUITinG
. Hed ini | ’ | ’
B I e
cheek-—chargestaxes—and-surcharges:
. . . ; . .
Notes o Noneatthistime:
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Database Updates

Measure 38

Title:

Percent Database Accuracy

Area

Requirement Description

Description

The percentage of E911 records that were updated by CenturyLink in
error. The data required to calculate this measurement will be provided by
the CLEC. The CLEC will provide the number of records transmitted and
the errors found. CenturyLink will verify the records determined to be in
error to validate that the records were input by CenturyLink incorrectly.
An update is completed without error if the database completely and
accurately reflects the activity specified on the order submitted by the
CLEC.

e EO911 Databases

Method of
Calculation

[(Count of Updates Completed without error) / (Count of Updates
Completed)]x 100

|l Report Period

Monthly Report, but provided Quarterly

Report Structure

Individual CLECs, CLECs in the aggregate, by ILEC (if analog applies)
and by ILEC Affiliates

Reported By

For E911 Database:
e Service Order generated updates
e Direct gateway input

Geographic Level

Statewide

Measurable
Standards

CenturyLink isrequired-towill provide a retail analog for certain levels of
disaggregation for this measurement.

Disaggregation Level CLEC Retail Comparison Standard

Parity  Benchmark

E911

Service Order Updates Number Updates
Diagnostic
(Expectation
: parity with
retail)biagnosti

¢ Only

Direct Gateway Updates

Diagnostic
(no retail

comparison)

Business Rules

o Excludes CLEC caused errors

Notes

e CLECs reserve the right to request additional databases be included in
this measure.
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Database Updates

Measure 39

Title: E911 MS Database Update

Area

Requirement Description

Description

Measures the percentage of E911 database updates completed within 24
hours.

Method of
Calculation

(Number of records updated within 24 hours) / (Total number of
records updated) x 100

Report Period

Monthly Report, but provided Quarterly

Report Structure

Individual CLECs, CLECs in the aggregate, by ILEC (if analog
applies) and by ILEC Affiliates

Reported By

Update types

Geographic Level

Statewide

Measurable
Standards

CenturyLink isrequired-towill provide a retail analog for certain levels
of disaggregation for this measurement.

Disaggregation Level CLEC Retail Comparison Standard

Parity  Benchmark

Service Order Update O] Lpdates 911 Updates
Diagnostic
(Expectation
: parity with
retail)biagnesti
«Only

Direct Gateway Update

i Diagnostic
24 hours ; g
(no retail

comparison)

Business Rules

e Excludes scheduled system outages.

e Excludes Carrier caused delays due to requests to put file on hold or
delays in processing records due to invalid data or invalid file
formats (i.e. CLEC caused errors).

e Interval is measured in clock hours.

Notes o Forthismeasurement-Centurybink-will providearetail-analogfor
a1 Q a s s Q s 1a -
. . . )
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REPORTING PROCESS

Performance reports will be provided quarterly by the twentieth-thirtieth calendar day of the
month succeeding the repertingperiodquarter;-. urless-otherwise-approved-by-the Commission-

The reporting period is the calendar month, unless otherwise noted and the results provided each

quarter will include all reporting periods in the quarter. . Pesitive-reporting-will- be-doneforall
e e e T

CenturyLink will publish results for all CLECs who have ordered one or more CLEC products
and have one or more CLEC access lines (e.g., Measure 19 denominator is 1 or more). If the
CLEC announces they will discontinue service to all of their end users, performance reporting
for the CLEC will cease on the last day of the month of the discontinuation month.

When reporting begins on a new measure or for a new CLEC, CenturyLink is only required to
report results after a full calendar month of data is available. CLEC failure to provide an
Operating Company Number (OCN) on orders will result in those orders being excluded from
the CLEC Service Performance Measurements. Exclusions based on application of business
rules apply to both the numerator and denominator of the Method of Calculation.

Authorized users will have access to monthly reports posted each quarter, through an interactive
website. Each CLEC will have access to its own data, aggregate CLEC data, and CenturyLink
Retail data. The Public Service Commission will have access to reports for all entities, including
CenturyLink Affiliate data. CenturyLink Affiliate data will not be included in CLEC aggregate
data.

pfe’V—l—d%S—ﬁ-‘r%FepeH—ab-l—%d-&t—a—RaW data w1ll be archlved for a perlod of 24 months to prov1de an
adequate audit trail and will be retained with sufficient detail so that CLECs can reasonably

reconcile the data captured by CenturyLink (for the CLEC) with its own internal data.
Furthermore, data that relates to CenturyLink’s own performance will be retained, at a consistent
level of disaggregation comparable to that reported for the CLECs._The data provided does not
include exceptions that were previously permitted for purposes of determining compliance. In
the event any person attempts to use the data provided to allege discrimination, CenturyLink may
allege that the data does not contain statistical analysis, small sample size and forgiveness
consistent with how it was done when the compliance methodology was in place, and

CenturyLink may raise it as defense and apply these things in an effort to demonstrate non-
discrimination.
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CenturyLink will report affiliate results to the Commission, Bureau of Consumer Protection and
CLECs under proprietary information provisions.

General Exclusions

Published results will not include the following:

* Queries, orders, or maintenance tickets initiated by CenturyLink for administrative purposes.
 Data impacted by customer-caused reasons.

« Data impacted by CenturyLink dependence on a third party (not including CenturyLink
affiliates or agents within CenturyLink's control).

« Service results for products and services outside of Interconnection and Resale Agreements
between CenturyLink and CLEC’s

e Products subject to TRRO relief shall be excluded for all non-impaired wire centers.

CenturyLink dependence on a third party

If CenturyLink dependence on a third party is not specifically noted in this document,
CenturyLink will contact parties of record from this docket to discuss implementation of the data
exclusion. CenturyLink will request a meeting within 30 days and propose 5 potential meeting
times to occur during business hours. If any party does not respond within 10 days, the meetings
will be scheduled without their input.

CenturyLink will propose two meeting dates/times based on maximum availability of parties and
request attendance at both. Any party who cannot make one or both meetings and wishes to
request an alternate date/time must contact CenturyLink within 5 days. Contingent upon the
willingness of parties to schedule meetings in a timely manner, CenturyLink will make every
attempt to schedule meeting dates/times that are amenable to all parties.

At least 10 days prior to the first scheduled meeting, CenturyLink will distribute relevant
documentation/information to parties.

During the first meeting, CenturyLink will describe the situation and answer questions from
parties. If parties agree this constitutes a valid case of dependence on a third party, CenturyLink
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will implement this exclusion in the reporting system and communicate the intended
implementation date.

If parties are not in agreement at the end of the first meeting, the second meeting will be utilized
to resolve open issues. Additional meetings may be scheduled if parties are willing.

If parties cannot reach agreement, and CenturyLink wishes to pursue the exclusion, CenturyLink
will initiate an expedited hearing process in accordance with the Commission's rules.

At least 30 days prior to implementation of a new exclusion, CenturyLink will publish a
notification on the reporting website.

For this purpose, CenturyLink will provide the excluded data within 15 days upon request by any

affected party and Commission Staft, for the first three reporting dates following implementation
of a new exclusion.

Uniform Business Rules

To ensure a unified plan across CenturyLink states, CenturyLink will propose to the Florida

Commission changes to measurement business rules ordered in other CenturyLink states if
applicable to the Florida PMP.

When other CenturyLink states issue an order approving changes to the CenturyLink PMP
measurement business rules, and those changes are applicable to the Florida PMP, CenturyLink

will notify the Commission of performance measurement changes by other states, and file such
changes in the appropriate docket. Such changes will be filed within 15 days of the order being

issued in other states. Interested CLECs and Commission Staff shall be allowed an opportunity
to review such changes before a recommendation is brought before the FPSC.
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I1l. SERVICE GROUP TYPES
Service Group Type CenturyLink CLEC
RESALE
Business POTS Business POTS Business POTS
| ISDN BRI ISDN BRI ISDN BRI
|| Centrex Centrex Centrex
|| 2BX PBX PBX
|| bBS DPbS DBbS
| DSHISDN-PRT DSHISDN-PRIE DSHISDN-PRIE
|| Bs3 DS3 DS3
|| vGrLDSO VGPL/DSO VGPL/DSO
UNBUNDLED NETWORK
ELEMENTS
55-dB-2-or4-wire-analogassured
UNE Loops xDSL Provisioned Provisioning- Bus. POTS UNE Loops xDSL Provisioned
Dispatched
Maintenance-Res and Bus.
POTSRetailxDSE
UNE Loops Non-Designed Provisioning- Bus. POTS UNE Loops Non-Designed
8dB weighted 2/4 wire analog Dispatched

basic/Coin

Maintenance-Res and Bus. POTS

UNE Dedicated Transport

UNE DS1/ISDN PRI DS1/ISDN PRI UNE DS1/ISDN PRI
UNE DS3 DS3 UNE DS3

EELS DS1/ISDN PRI, DS3, VGPL/DS0 EELS

Interconnection Trunks ILEC Dedicated Trunks Interconnection Trunks
LNP LNP LNP

INTERCONNECTION TRUNKS will be included in measures: 257811, 424319, 20, 21, 23, and 25.; 36:34;

LNP is considered a facilities based service group type. LNP will be a level of disaggregation for the following
measures: 2, 4, 15, 17a, 19, 20, 21, and 23. Service orders with multiple service group types will be categorized
according to the service group type of the first access line entered on the order.
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easonable and prudent business practices
SERVICE ORDER TYPES

New Service Installations

Service Migrations without Changes
Service Migrations with Changes
Move and Change activities

Feature Changes

Service Disconnects
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IV. AUDITING

The Florida Public Service Commission (FPSC) ordered at least one annual independent
third-party comprehensive audit. Based on the results of the initial independent
comprehensive audit and any future reviews outlined in the Review Procedures, FPSC staff
shall determine whether the interval for additional comprehensive third-party audits should
be modified during the first five years after initial implementation.

The cost for a comprehensive annual audit shall be borne by CenturyLink within the first five
years after implementation of the Florida Plan. During this time period, CenturyLink reserves
the right to seek a waiver if it deems a comprehensive annual audit unnecessary.

Independent third-party auditors and audit scope shall be jointly selected by CenturyLink and
the CLECs prior to initiating any third-party audit. If the parties cannot agree on the
independent auditor, FPSC staff shall have final approval.

In addition to an audit, CenturyLink and the CLECs agree that the CLECs would have the
right to mini-audits of individual performance measures during the year. When a CLEC has
reason to believe the data collected for a measure is flawed or the reporting criteria for the
measure is not being adhered to, it has the right to have a mini-audit performed on the
specific measure upon written request (including e-mail), which will include the designation
of'a CLEC representative to engage in discussions with CenturyLink about the requested
mini-audit. If, 45 days after the CLEC's written request, the CLEC believes that the issue has
not been resolved to its satisfaction, the CLEC will commence the mini-audit upon providing
CenturyLink with 5 business days advance written notice. Each CLEC would be limited to
auditing five single measures during the year. The CLEC would pay for the mini-audit,
including CenturyLink’s reasonable associated costs and expenses, unless CenturyLink is
found to be misreporting or misrepresenting data or to have non-compliant procedures, in
which case, CenturyLink would pay for the mini-audit, including the CLECs' reasonable
associated costs and expenses. If, during a mini-audit of individual measures, more than 50%
of the measures in a major service category are found to have flawed data or reporting
problems, the entire service category will be re-audited at the expense of CenturyLink. The
major service categories for this purpose are:

e Pre-Ordering
Ordering
Provisioning
Maintenance
Network Performance
Billing
Database Updates
o—Colocation
o—lnterfaces

Each mini-audit shall be submitted to the Commission as a proprietary document.
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V. REVIEW PROCEDURES

For the first two years after this Florida Plan is implemented, collaborative reviews between
CenturyLink and the CLECs are scheduled to be conducted every six months by FPSC staff.
Based on input from the participants at each review and the need determined therein, FPSC staff
will determine whether the interval for the next review should be adjusted.
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VI. DEFINITION OF TERMS

TERM DEFINITION

The feature of E911 that displays at the Public Safety Answering Point (PSAP) the
street address of the calling telephone number. This feature requires a data storage
and retrieval system for translating telephone numbers to the associated address.
IALI may include Emergency Service Number (ESN), street address, room or floor,
land names of the enforcement, fire and medical agencies with jurisdictional
responsibility for the address. The Management System (E911) database is used to
update the Automatic E911 Location Identifier databases.

IAn entity that (directly or indirectly) owns or controls, is owned or controlled by,
or is under common ownership or control with another entity. The
Telecommunications Act defines “Own” as owning an equity interest (or
equivalent thereof) of more than 10 percent, or as defined by state commissions.”

IAutomatic Location Identifier
(ALI)

A ffiliate

Benchmark Measurable Benchmark measures have an agreed upon standard to determine compliance due
Standards the lack of a meaningful retail analog comparison.

IA condition on a telecommunications network where, due to a maintenance
problem or an over capacity situation in a part of the network, some or all
originating or terminating calls cannot reach their final destinations. Depending on
Call Blocking the condition and the part of the network affected, the network may make
subsequent attempts to complete the call or the call may be completely blocked. If
the call is completely blocked, the calling party will have to re-initiate the call
attempt.

Centralized Data Collection system collects hourly operational measurement data
from switches/trunks groups for the LTD, and provides a direct feed to EHRASthe
inventory. The information is used for traffic forecasting by trunk capacity
planners.

Process by which new NPA/NXXs (area code/prefix) are defined, through software
translations to network databases and switches, in telephone networks. Code

ICode Opening openings allow for new groups of telephone numbers (usually in blocks of 10,000
or less with number pooling) to be made available for assignment to an ILEC's or
ICLEC's customers, and for calls to those numbers to be passed between carriers.
IA network architecture used to for the exchange of signaling information between
Common Channel Signaling  [telecommunications nodes and networks on an out-of-band basis. Information
System 7 (CCSS7) lexchanged provides for call set-up and supports services and features such as
ICLASS and database query and response.

Trunk groups between tandem and end office switches that are shared by more
than one carrier, often including the traffic of both the ILEC and several CLECs.
The time in the order process when the service has been provisioned and service
has been deployed.

A notice the ILEC provides to the CLEC to inform the CLEC that the requested
service order activity is complete.

Centralized Data Collection

ICommon Transport

Completion

ICompletion Notice

Coordinated Customer Conversion of Orders that have a due date negotiated
Coordinated Hot Cut between the ILEC, the CLEC, and the customer so that work activities can be
performed on a coordinated basis under the direction of the receiving carrier.
A specific due date requested by the customer which is either shorter or longer
than the standard interval or the interval offered by the ILEC.

Customer Requested Due Date

A report that the carrier providing the underlying service opens when notified that
Customer Trouble Reports a customer has a problem with their service. Once resolved, the status of the
trouble is changed to closed.

IA network facility reserved to the exclusive use of a single customer, carrier or pair

Dedicated Transport of carriers used to exchange switched or special, local exchange, or exchange
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I ]access traffic.
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TERM

DEFINITION

Delayed Order

|An order which has been completed after the scheduled due date and/or time

IDiagnostic Measurable
Standards

This indicates that the results per the measurement will be reported for analysis
purposes only and are not subject to determination of compliance or non-
compliance.

Directory Assistance Database

IA database that contains subscriber records used to provide live or automated
operator-assisted directory assistance. Including 411, 555-1212, NPA-555-1212.

Subscriber information used for DA and/or telephone directory publishing,

Directory Listings including name and telephone number, and optionally, the customer's address.

DS-0 Digital Service 'Level 0. Service provided at a digital signal speed commonly at 64
kbps, but occasionally at 56 kbps.

DS-1 Digital Service Level 1. Service provided at a digital signal speed of 1.544 Mbps.

DS-3 Digital Service Level 3. Service provided at a digital signal speed of 44.736 Mbps.

Duc Date The date provided on the FOC the ILEC sends the CLEC identifying the planned

completion date for the order.

End Office Switch

A switch from which an end users' exchange services are directly connected and
offered.

Firm Order Confirmation

(FOC)

Notice the ILEC sends to the CLEC to notify the CLEC that it has received the
ICLEC:s service order, created a service request, and assigned it a due date.

Flow-Through

The term used to describe whether a LSR electronically is passed from the OSS
interface system to the ILEC legacy system to automatically create a service order.
ILSRs that do not flow through require manual intervention for the service order to
e created in the ILEC legacy system.

Held Order

IAn order for which the ILEC has issued a FOC, but whose due date has passed
[without it being completed.

Installation

The installation activity required to activate a service request.

Installation Troubles

A trouble, which is identified after service order activity and installation have been
completed, on a customer's line. It is likely attributable to the service activity
(within a defined time period).

Inside Wiring

The telecommunications wiring located at a customer's premises that extends
[beyond the demarcation point.

Interconnection Trunks

IA network facility that is used to interconnect two switches generally of different
local exchange carriers

Interface Outage

A planned or unplanned failure resulting in the unavailability or access degradation
of a system.

Ueopardy

A failure in the service provisioning process which results potentially in the
inability of a carrier to meet the committed due date on a service order

Jeopardy Notice

The actual notice that the ILEC sends to the CLEC when a jeopardy condition has
been identified.

Lack of Facilities

A shortage of cable facilities identified after a due date has been committed to a
lcustomer, including the CLEC. The facilities shortage may be identified during the
inventory assignment process, or during the service installation process. If no
facilities are available, the ILEC will issue a jeopardy.
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TERM

DEFINITION

Local Exchange Routing Guide
(LERG)

A Telcordia master file that is used by the telecom industry to identify NPA-NXX
routing and homing information, as well as network element and equipment
designations. The file also includes scheduled network changes associated with
activity within the North American Numbering Plan (NANP).

Local Exchange Traffic

Traffic originated on the network of a LEC in a local calling area that terminates to
lanother LEC in a local calling area.

Local Number Portability

IA network technology that allows end user customers to retain their telephone
inumber when moving their service between local service providers. This
technology does not employ remote call forwarding, but actually allows the
customer's telephone number to be moved and redefined in the network of the new
service provider. The activity to move the telephone number is called "porting".

Local Service Confirmation

lOBF term for a FOC

Mechanized Bill A bill that is delivered via electronic transmission.
A billing arrangement used when two or more LECs jointly provide access to and
from an interexchange carrier (IXC) for inter LATA traffic. This arrangement can
Meet Point Billing Ibe Single Bill, where one LEC bills the IXC on behalf of both LECs and remits

ipayment to the other LEC or Multiple Bill, where each LEC bills their portion
directly to the IXC.

Missed Commitment
[Notification

IA notice from ILEC to inform CLEC that the committed due date on an order has
[been missed.

[Non-Recurring Charge

A rate charged for a product or a service that is assessed on a one-time basis.

INXX, NXX Code or Central
Office Code

The three digit switch entity indicator that is defined by the "D", "E", and "F" digits
of a 10-digit telephone number within the NANP. Each NXX Code contains 10,000
station numbers.

Ordering and Billing Forum
(OBF)

Industry forum that works to develop national ordering and billing standards.

Other Charges and Credits

Partial month recurring and non-recurring charges, installation, and other charges
other than basic monthly charges appearing on a bill.

Parity Measurable Standards

Indicates a retail analog process or system exists and can report the ILEC and ILEC
Affiliate results to be compared to the CLEC results.

Parity by Design

Parity by Design occurs where the same process or system is used for both CLEC
land ILEC and does not allow the opportunity to discriminate or to recognize
differences between CLEC activity and ILEC activity. As such, the results
calculated will apply for all CLECs and ILEC measurable standards.

Permanent Number Portability
(also known as Local or Long
Term Number Portability)

IA network technology that allows end user customers to retain their telephone
inumber when moving their service between local service providers. This
technology does not employ remote call forwarding, but actually allows the
customer's telephone number to be moved and redefined in the network of the new

service provider. The activity to move the telephone number is called "porting".
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TERM

DEFINITION

Physical Collocation

Shall have the meaning set forth in 47 C.F.R. Section 51.5.

Plain Old Telephone Service
(POTS)

Refers to basic 2 wire analog residential and business services. Can include feature
capabilities (e.g., CLASS features).

Projects

IProject is a planned event where terms and conditions in which work is performed
is agreed to by both the CLEC, CenturyLink and any other party engaged in the
Iprovisioning process. To allow for successful turn-up of facilities or conversion of
facilities, each party must negotiate, in good faith, the timeline must meet the
loverall objectives of the project. The timeline must met the rule of reasonable and
iprudent business practices. If the activity is not agreed to be a project, the
transaction will be reported in the appropriate service group type,

Provisioning Troubles

A trouble report that is opened for a customer's existing or new service for a
trouble identified between the time of the service order creation to the time of order
completion. Provisioning troubles that are associated with a CLECs customers
include troubles that occur and are reported during the conversion of an ILEC
customer to a CLEC.

Query Types

IPre-ordering information that is available to a CLEC that is categorized according
to standards issued by OBF, the FCC and/or the Florida PSC.

Recurring Charge

A rate charged for a product or service that is assessed each successive billing
period.

Reject

A status that can occur to a CLEC submitted local service request (LSR) when it
does not meet certain criteria. There are two types of rejects: syntax, which occurs
if required fields are not included in the LSR and content, which occur if invalid
data is provided in a field. A rejected service request must be corrected and re-
submitted before provisioning can begin.

Repeat Report

IAny trouble report that is a second (or greater) report on the same telephone
number/circuit ID and at the same premise address within 30 days. The original
eport can be any category, including excluded reports, and can carry any
disposition code.

Service Group Type

The designation used to identify a category of similar services, .e.g., UNE loops

Service Order

The work order created and distributed in ILECs systems and to ILEC work groups
in response to a complete, valid service request.

Service Order Type

The designation used to identify the major types of provisioning activities
lassociated with a service request

Service Request

The transaction sent from the CLEC to the ILEC to order services or to request a
change(s) be made to existing services.

Standard Interval

The interval that the ILEC quotes to its customers with respect to how long it will
take to provision a service request. These intervals are standardized by specific
service type and type of service modification requested ILECs publish these
standard intervals in documents used by their own service representatives as well as
ordering instructions provided to CLECs. POTS services do not have standard
intervals; their installation intervals are based on force available and workload.
They may change as frequently as twice a day.

Subsequent Reports

IA trouble report that is taken on a previously reported trouble prior to the date and
time the initial report has a status of "cleared".

Summarized Charges

Billing charges that are aggregated on the bill, rather than individually itemized,
e.g., local usage minutes on resale or retail calls, which are listed on the bill as "xx"

iminutes with no call detail.

Florida Performance Measurement Plan 74

| Eebruary-October 15, 20432015




CenturyLink Performance Measurement Plan

TERM

DEFINITION

Tandem Switch

Switch used to connect and switch trunk circuits between and among Central Office
switches.

Time to Restore

The time interval from the receipt, by the ILEC, of a trouble report on a customer's
service to the time service is fully restored to the customer.

Transport

A carrier facility medium in which transmission takes place. Transport carries
voice and data from point A to point B, usually between two offices. Transport
medium includes copper wire, fiber optics, microwave and satellite.

Trouble Cause Code

IA code identifying the known or suspected cause of a trouble condition.

Trouble Disposition

A code identifying the end result of diagnostic and/or repair activities on a customer
trouble report.

[Usage Data

Data generated in network nodes to identify switched call data on a detailed or
summarized basis. Usage data is used to create customer invoices for the calls.

Usage Records

The individual call records created in a switch to report the date, time, duration,
calling and called numbers associated with a given call

[Virtual Collocation

Shall have the meaning set forth in 47 C.F.R. Section 51.5.
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V1. GLOSSARY OF ACRONYMS

ACRONYM DESCRIPTION
ALEC |Alternative Local Exchange Carrier (term equivalent to CLEC)
ALI IAutomatic Location Identifier (for E911 systems)
AS Affecting Service (type of trouble condition)
BDT Billing Data Tape
BRI Basic Rate Interface (type of ISDN service)
CHC Coordinated "Hot" Cut
CKT Circuit
CLEC Competitive Local Exchange Carrier (term equivalent to ALEC)
CO Central Office
CPE Customer Premises Equipment
CSR Customer Service Record
DA IDirectory Assistance
dB IDecibel
DDS IDigital Data Service
DID IDirect Inward Dialing
DSO0 [Digital Service 0
DS1 IDigital Service 1
DS3 [Digital Service 3
E911 MS [E911 Management System
EAS [Equal Access Service
EASE [Embarq Administration & Service Ordering Exchange
EDI [Electronic Data Interchange
FOC [Firm Order Confirmation
GUI Graphical User Interface
HDSL [High-bit-rate Digital Subscriber Line
HICAP [High Capacity Digital Service
IEC/IXC Inter-exchange Carrier
ILEC Incumbent Local Exchange Carrier
N, T,C Service Order Types - N(new), T(to or transfer), and C(change)
ISDN Integrated Services Digital Network
W Inside Wire
LATA ILocal Access Transport Area
LERG ILocal Exchange Routing Guide
LNP ILocal (or Long Term) Number Portability
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ACRONYM DESCRIPTION
LSMS ILocal Service Management System
LSR Local Service Request
MRC Missed Appointment Reason Code
NANP INorth American Numbering Plan
NDM INetwork Data Mover
NPAC INumber Portability Administration Center
NXX Telephone number prefix
OBF Ordering and Billing Forum
00S Out of service (type of trouble condition)
OSS Operations Support System
PBX Private Branch Exchange
PON [Purchase Order Number
POTS Plain Old Telephone Service
PRI [Primary Rate Interface (type of ISDN service)
PSC [Public Service Commission (term equivalent to PUC)
PUC [Public Utilities Commission (term equivalent to PSC)
SCP Service Control Point
SGT Service Group Type
SOT Service Order Type
SS7 Signaling System 7
STP Signaling Transfer Point
N Telephone Number
TRRO Triennial Review Remand Order
UNE [Unbundled Network Element
VGPL \Voice Grade Private Line
xDSL (x) Digital Subscriber Line
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VII. Performance Measurement Plan
Attachments
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A. MISSED APPOINTMENT REASON CODES
CenturyLink Due Date - Specials

RCODE Description
1A Inter office facility shortage
1B Scheduling/work load
1C Customer not ready
1D No loop available
1E End user not ready
1F NSP missed appointment
1G No access to end user premises
1H Central office freeze
1J Special construction
1K Natural disaster (flood, etc.)
1L Frame due time can not be met
M Requested DD is less than published interval
1IN DD and frame due time can not be met
1P Other
1Q Assignment problem
1R Customer could not be reached at the reach number
1S Building not ready, customer will advise
1T Pole at trailer site not set
1w Entrance facilities required
1X Not technically feasible
1y No central office equipment available
1z Loop requires installation of additional equipment
2A LSR error, incorrect or missing information
2B Facility work order pending, no Bona Fide Request (BFR) required
3A Records
3B Facilities incorrect/busy
3C Dependent/related order not complete
3D Translation problems
3E Provider order information/codes incorrect/missing
3F Public agency/right of way delays
3G Pre-service testing
3H No trunks available
3l Busy cable ID and channel pair
4A Field visit determined address invalid - send supplement
4B Verify address, or provide nearby TN - send supplement
4C New access required - send supplement
4D Access refused - send supplement
4E CFA/POI defective/busy - send supplement
4F Invalid/duplicate circuit ID send supplement
4G Need to revise TN - send supplement
4H Invalid feature/feature detail - send supplement
4] Provide driving instructions - send supplement
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5A Notification of new due date only

5B Additional paperwork required - contact service center

5C Jeopardy previously sent without Estimated Due Date (ESDD) -
new ESDD now provided

Note: Bolded codes are exclusion reasons outside of CenturyLink’s control, including customer-
caused reasons.
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B. MISSED APPOINTMENT REASON CODES
CenturyLink - Retail

Code Customer Reasons - Description

AB This code will indicate working service was found at the time of
installation and delayed the original due date installation.

cL The due date was not met due to inaccurate or incomplete
information received from the customer to work the service order.

PO The port was not activated by the CLEC on the due date
The customer called and requested a different date prior to the

RD .
appointed due date.

SA Plant employee attempted to complete order on appointed date but
could not gain access to the customer’s premise.
The installation was delayed because customer requested an

SO instrument that is not normally offered and it had to be special
ordered.
The customer indicated he was not ready for completion of the

SR request on the original due date or provided incomplete or incorrect
information which prohibited completion of the request on the
original due date (trip was made).

MISSED APPOINTMENT REASON CODES
CenturyLink - Retail

Code Company Reasons - Description

PL [Unanticipated plant workload precluded the completion of the order
on the original due date.

SE Request was delayed because there was a temporary lack of standard!
station equipment.

PF Lack of plant facilities delayed the completion of the order.

PB Bad cable pair or cable plant exists.

w Inclement weather delayed installation.

CE Commercial provided incomplete or inaccurate information.

ME Marketing provided incomplete or inaccurate information.

CO IAny other Company Reason.

Note: Bolded codes are exclusion reasons outside of CenturyLink’s control, including customer-
caused reasons.
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C. DISPOSITION CODES
CenturyLink

Code Description
CAN Cancellation of ticket at customer request
CC Came Clear
Central Office — The trouble was found in central office equipment. This
co includes concentrators, remotes, OPMs.
Customer Provided Equipment — Trouble found in the end user’s
CPE equipment or wiring. This also includes extended demarc. If the problem
was customer action, XCC is used.
FAC Facility — Anything from the local distribution frame protector to the
protector on the end user site.
INF Ticket created for informational purposes only
HSD High Speed Data
OTH Other — CenturyLink Network
ND INatural Disaster — Hurricane, Earthquake, Tornado, Volcano, Typhoon
Station — Network Interface Devices (NIDs), loopback devices, jacks, up
STN
to the demarc
TOK Test Okay/No Troul?le Found — Could not identify the problem the
customer reported either through remote or field testing.
Transport — Troubles isolated to an outage caused by a transport issue in
TRN the CenturyLink network. These outages are generally isolated to DS3 or
higher service types.
XCC [XC/CLEC/CLEC
cco Connecting Company — The problem was identified ?n connecting
company network or equipment, referrals to connecting company.
TT Translations Trouble
UNK [Unknown
PRV Provisioning Trouble

Note: Bolded codes are exclusion reasons outside of CenturyLink’s control, including customer-

caused reasons.
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VIII. Performance MeasurementPlan
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ATTACHMENT 4

2015 CenturyLink Performance Measurement Plan (PMP) Change Appendix

PERFORMANCE MEASUREMENT PLAN

General Changes to the Measures:

Modify Measurable Standards.

CenturyLink is proposing to eliminate Compliance Methodology. As a result, the
Measureable Standards section within each Measure has been modified to note
that only results will be provided for performance measures. In addition, where a
retail comparison exists, CenturyLink will continue to provide that.

Modify Report Period.

CenturyLink is proposing to provide reports quarterly. This change clarifies that
the report period will remain monthly, but the reports will be provided quarterly.

Eliminate low activity Products from Service Group Types

A review of all products reported in 2014 indicates that just six products
comprise over 90% of the Ordering, Provisioning and Repair activity reported
each month. This change would place the focus of reporting on the products that
CLECs are currently ordering most, as well as those products requiring repair
activity. Of the twelve products that account for less than 10% of all activity, ten
will be eliminated. Interconnection trunks and UNE DS3 will remain in the
Maintenance measures and Interconnection will remain in Measure 11 for
Provisioning.

The Products to be eliminated include:
o ISDN BRI

Centrex

PBX

DDS

DS1/ISDN PRI

DS3

VGPL/DS0

Residential POTS

UNE Loops Designed

Projects

OO0O0O0O0O00O0O0



Establish New Retail Comparison for ‘UNE Loops — xDSL Provisioned’

Although CenturyLink attempted to apply a retail comparison for the submeasure
UNE Loops — xDSL Provisioned, there is no like-for-like comparison available
because there is no Retail UNE Loop-xDSL Provisioned. However, this product
is similar to UNE Loops Non-Designed. As such, CenturyLink proposes the
Retail xDSL comparison be replaced with the same retail comparison for UNE
Loops — Non-Designed. For provisioning this will result in a comparison of
Business POTS — Dispatched and for repair the comparison will be Residential
and Business POTS.

Changes within Specific Sections of the PMP

Section: | — Executive Summary

Update Major Categories and Reservation of Rights

Clean-up items are made throughout this section.

Section: Il — Performance Measurements

Update Reporting Process

CenturyLink is proposing to modify the reporting process to publish results
quarterly.  Additional changes are also made throughout this section to
incorporate the elimination of Compliance Methodology.

Section: 111 — Service Group Types

Remove products proposed for elimination and update CenturyLink
comparatives as needed.

Since CenturyLink proposes the elimination of ten products from the
measurements as set forth above, they are no longer necessary in the list of
Service Group Types. In addition, the Retail comparison must be updated for
UNE Loops xDSL Provisioned as CenturyLink proposes a change to the Retail
comparative.

Modify Interconnection Trunks

The list of Measures for Interconnection trunks needs to be modified to reflect
Measures proposed for elimination and the change to report Interconnection
trunks only in Maintenance measures, in addition to Measure 11.



e Eliminate Projects

Since CenturyLink proposes the elimination of projects from the measurements as
set forth above, they are no longer necessary in the list of Service Group Types.

Section 1V — Auditing
e Remove major service categories

These major service categories are no longer necessary because CenturyLink is
proposing to eliminate all measures for these categories.

Section VIII - Performance Measurement Plan Compliance Methodology
e Eliminate Entire Section
CenturyLink proposes elimination of all compliance calculations consistent with
the elimination of the Performance Incentive Plan in Nevada. Results will

continue to be reported and where there Retail comparison was previously parity,
the retail results will continue to be provided.

Changes to Specific Measures

Measure 1 — Average Response Time to Pre-Order Queries

e Remove all Manual Service Group Types.

CenturyLink proposes eliminating reporting of manual pre-order queries. These
manual queries account for less than 1% of all pre-order queries reported, yet
require additional resources to track. Measure 1 also reflects general changes
such as reporting quarterly and the elimination of the Compliance Methodology.

Measure 2 — Average FOC Notice Interval
All changes for Measure 2 are to reflect general changes such as reporting
quarterly, elimination of low activity products, and the elimination of the
Compliance Methodology.

Measure 3 — Average Reject Notice Interval

All changes for Measure 3 are to reflect general changes such as reporting
quarterly and the elimination of the Compliance Methodology.



Measure 4 — Percent Flow-Through Orders

All changes for Measure 4 are to reflect general changes such as reporting
quarterly, elimination of low activity products, and the elimination of the
Compliance Methodology.

Measure 5 — Percentage of Orders Jeopardized

All changes for Measure 5 are to reflect general changes such as reporting
quarterly, elimination of low activity products, and the elimination of the
Compliance Methodology.

Measure 6 — Average Jeopardy Notice Interval

e Eliminate Measure

Measuring due dates missed (Measure 11) is a better indication of installation
timeliness than measuring how early notices are sent for orders in jeopardy of
missing their associated due dates; which is all this measure is doing.
CenturyLink proposes to eliminate this measure, noting that jeopardies will
continue to be reported in Measure 5 — Percentage of Orders Jeopardized.

Measure 7 — Average Completed Interval

All changes for Measure 7 are to reflect general changes such as reporting
quarterly, elimination of low activity products, and the elimination of the
Compliance Methodology.

Measure 8 — Percent Completed Within Standard Interval

e Eliminate Redundant Measure

Measure 8 is redundant to Measure 7, in that both measure timeliness of
installation. Given this redundancy, Measure 8 should be eliminated from
reporting. Specifically, Measure 7 captures CenturyLink’s Average Completed
Interval for CLEC orders, and is a better representation of the efficiency of
CenturyLink provisioning.

Measure 11 — Percent Due Dates Missed
All changes for Measure 11 are to reflect general changes such as reporting

quarterly, elimination of low activity products, and the elimination of the
Compliance Methodology.



Measure 12 — Percent Due Dates Missed Due to Lack of Facilities

e Eliminate Redundant Measure

The performance dimension addressed in this measure is already being captured
as part of Measure 11 (Percent of Due Dates Missed). Thus, Measure 12 is
double counting in the few cases due dates are missed because of the lack of
facilities. Therefore, CenturyLink proposes elimination of this measure from
reporting.

Measure 13 — Delay Order Interval to Completion Date (For Lack of Facilities)
e Eliminate Measure

CenturyLink proposes elimination of this measure noting that delays in
provisioning are already reported both in the Average Completed Interval
measure (Measure 7) as well as the Percent of Due Dates Missed (Measure 11),
making this measure redundant as well.

Measure 15 — Provisioning Trouble Reports Prior to Service Order Completion
All changes for Measure 15 are to reflect general changes such as reporting
quarterly, elimination of low activity products, and the elimination of the
Compliance Methodology.

Measure 17A — Percentage Troubles in 5 Days for New Orders
All changes for Measure 17A are to reflect general changes such as reporting
quarterly, elimination of low activity products, and the elimination of the
Compliance Methodology.

Measure 18 — Average Completion Notice Interval

e Eliminate Measure

The completion notice interval has no impact on the CLEC end user customer.
The timeframe to provide this notice is also not an indication of the level of
service provided by CenturyLink in actually completing the order.

Measure 19 — Customer Trouble Report Rate
All changes for Measure 19 are to reflect general changes such as reporting

quarterly, elimination of low activity products, and the elimination of the
Compliance Methodology.



Measure 20 — Percentage of Customer Trouble Not Resolved Within Estimated
Time

All changes for Measure 20 are to reflect general changes such as reporting
quarterly, elimination of low activity products, and the elimination of the
Compliance Methodology.

Measure 21 — Average Time to Restore

All changes for Measure 21 are to reflect general changes such as reporting
quarterly, elimination of low activity products, and the elimination of the
Compliance Methodology.

Measure 22 — POTS Out of Service Less Than 24 Hours

e Eliminate Redundant Measure

Measure 22 is directly related to Measure 20, since both address the timeliness of
the same repairs, with Measure 22 evaluating repair time against a 24-hour
interval, and Measure 20 evaluating repair time against the commitment made to
the customer. A number of factors, both Company-related and non-Company
related can affect whether a trouble is cleared within 24-hours (Measure 22), but
only Company-related factors are addressed in Measure 20.

Measure 23 — Frequency of Repeat Troubles in 30 Day Period
All changes for Measure 23 are to reflect general changes such as reporting
quarterly, elimination of low activity products, and the elimination of the
Compliance Methodology.

Measure 24 — Percent Blocking on Common Trunks

e Eliminate Measure

Performance in this measure is “parity by design,” as evident in its definition in
the PMP, where only one number is reported, and that number represents the
experience of both CenturyLink and any other party that uses the Common
Trunks.

Measure 25 — Percent Blocking on Interconnection Trunks

All changes for Measure 25 are to reflect general changes such as reporting
quarterly and the elimination of the Compliance Methodology.



Measure 26 — NXX Loaded by LERG Effective Date

e Eliminate Measure

CenturyLink proposes elimination of the measure as CLEC networks are now
essentially established, and therefore relatively few code openings are occurring.
Moreover CenturyLink and CLECs have an inherent, mutual interest in managing
NXX activations, because customers of both may be affected.

Measure 30 — Wholesale Bill Timeliness

Modify Service Group Types

CenturyLink proposes modifying the Service Group types, consistent with the
general changes made to service group types/products. Measure 30 also reflects
general changes such as reporting quarterly and the elimination of the Compliance
Methodology.

Measure 31 — Usage Completeness

Eliminate Measure

CenturyLink proposes elimination of this measure as billing practices are well
established, with the ICA’s providing specific details around those processes.
Furthermore, there are well established processes for dispute resolution to be
handled outside of the Plan.

Measure 32 — Recurring Charge Completeness

Eliminate Measure

CenturyLink proposes elimination of this measure as billing practices are well
established, with the ICA’s providing specific details around those processes.
Furthermore, there are well established processes for dispute resolution to be
handled outside of the Plan.

Measure 33 — Non-Recurring Charge Completeness

Eliminate Measure

CenturyLink proposes elimination of this measure as billing practices are well
established, with the ICA’s providing specific details around those processes.
Furthermore, there are well established processes for dispute resolution to be
handled outside of the Plan.



Measure 34 — Bill Accuracy

Eliminate Measure

CenturyLink proposes elimination of this measure as billing practices are well
established, with the ICA’s providing specific details around those processes.
Furthermore, there are well established processes for dispute resolution to be
handled outside of the Plan.

Measure 38 — Percent Database Accuracy

All changes for Measure 38 are to reflect general changes such as reporting
quarterly and the elimination of the Compliance Methodology.

Measure 39 — E911 MS Database Update Interval

All changes for Measure 39 are to reflect general changes such as reporting
quarterly and the elimination of the Compliance Methodology.

Measure 40 — Time to Respond to a Collocation Request

Eliminate Measure

CLECs are now well established in collocation arrangements, and this measure
has proven to be unnecessary for continued regulatory focus and attention.
Further, Measure 40 tracks the timeliness of CenturyLink responding only to a
request for a collocation arrangement. Collocation activity is not CLEC customer
impacting, and its volume has dropped significantly since originally included in
the plan.

Measure 41 — Time to Provide a Collocation Arrangement

Eliminate Measure

CLECs are now well established in collocation arrangements, and this measure
has proven to be unnecessary for continued regulatory focus and attention.
Further, Collocation activity is not CLEC customer impacting, and its volume has
dropped significantly since originally included in the plan.

Measure 42 — Percentage of Time Interface is Available

Eliminate Measure

CenturyLink proposes elimination of the measure because the EASE application
has shown it’s stability in being available to CLECs for ordering, and processes
are in place to resolve outages quickly, should they arise.



Measure 44 — Center Responsiveness

Eliminate Measure

With continued emphasis placed on submitting orders and repair tickets
electronically, there are fewer calls to these centers. Furthermore, CenturyLink
data from 2009 to 2014 demonstrates that the average results far exceeds the
benchmark with an average of 92% calls to the ordering center answered within
20 seconds and an average of 13.83 second response time for the repair center.
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