BellSouth OSS Testing

Florida Interim Performance Metrics

ORDERING

Report/Measurement

O-1.  Percent Flow-Through Service Requests (Summary)

Definition:

The percentage of Local Service Requests (LSR) and LNP Local Service Requests (LNP LSRs) submitted electronically via the CLEC mechanized ordering process that flow through and reach a status for a FOC to be issued, without manual inter vention.

Exclusions:

· Fatal Rejects

· Auto Clarification

· Manual Fallout

· CLEC System Fallout

Business Rules:

The CLEC mechanized ordering process includes all LSRs, including supplements (subsequent versions) which are submit ted through one of the three gateway interfaces (TAG, EDI, and LENS), that flow through and reach a status for a FOC to be issued, without manual intervention.  These LSRs can be divided into two classes of service; Business and Residence, and two types of service; Resale, and Unbundled Network Elements (UNE).  The CLEC mechanized ordering process does not include LSRs, which are, submitted manually (e.g., fax, and courier), or are not designed to flow through, i.e., Manual Fall out.

Definitions:
Fatal Rejects:  Errors that prevent an LSR, submitted electronically by the CLEC, from being processed further.  When an LSR is submitted by a CLEC, LEO/LNP Gateway will perform edit checks to ensure the data received is correctly for matted and complete.  For example, if the PON field contains an invalid character, LEO/LNP Gateway will reject the LSR and the CLEC will receive a Fatal Reject.

Auto-Clarification:  Clarifications that occur due to invalid data within the LSR, LESOG/LAUTO will perform data validity checks to ensure the data within the LSR is correct and valid.  For example, if the address on the LSR is not valid according to RSAG, or if the LNP is not available for the NPA NXXX requested, the CLEC will receive an Auto-Clarifi cation.

Manual Fallout:  Planned Fallout that occur by design.  Certain LSRs are designed to fallout of the Mechanized Order Process due to their complexity.  These LSRs are manually processed by the LCSC.  When a CLEC submits an LSR, LESOG/LAUTO will determine if the LSR should be forwarded to LCSC for manual handling.  Following are the cate gories for Manual Fallout:



1.  Complex*
  8.  Low volume such as activity type “T” (move)

2.  Expedites (requested by the CLEC)
  9.  Pending order review required

3.  Special pricing plans
10.  More than 25 business lines

4. Denials-restore and conversion, or disconnect and 

conversion orders
11.  Restore or suspend for UNE combos

5.  Partial migrations
12.  Transfer of calls option for the CLEC’s end users

6.  Class of service invalid in certain states with some types of service
13.  CSR inaccuracies such as invalid or missing CSR data in CRIS

7.  New telephone number not yet posted to BOCRIS


*Attached is a list of services, including complex services, and whether LSRs issued for the services are eligible to flow through.

Total System Fallout:  Errors that require manual review by the LSCS to determine if the error is caused by the CLEC, or is due to system functionality.  If it is determined the error is caused by the CLEC, the LSR will be sent back to the CLEC for clarification.  If it is determined the error is BST caused, the LCSC representative will correct the error, and the LSR will continue to be processed.

(O-1.  Percent Flow-Through Service Requests (Summary) – Continued)

Calculation:

Percent Flow Through  (The total number of LSRs that flow through LESOG/LAUTO and reach a status for a FOC to be issued) / (the number of LSRs passed from LEO/LNP Gateway to LESOG/LAUTO) - [(the number of LSRs that fall out for manual processing) + (the number of LSRs that are returned to the CLEC for clarification) + (the number of LSRs that contain errors made by CLECs)] X 100.

Report Structure:

· CLEC Aggregate

· Region

Level of Disaggregation:

· Geography

· Region

· Product

· Residence

· Business

· UNE

· LNP

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

· Report month

· Total number of LSRs received, by interface, by CLEC

· TAG

· EDI

· LENS

· Total number of errors by type, by CLEC

· Fatal rejects

· Auto clarification

· CLEC caused system fallout

· Total number of errors by error code

· Total fallout for manual processing
· Report month

· Total number of errors by type

· BST system error

Retail Analog/Benchmark:

Residence 95%

Business 80%

UNE 80%



ORDERING

Report/Measurement:

O-2.  Percent Flow-Through Service Requests (Detail)

Definition:

A detailed list by CLEC of the percentage of Local Service Requests (LSR) and LNP Local Service Requests (LNP LSRs) submitted electronically via the CLEC mechanized ordering process that flow through and reach a status for a FOC to be issued, without manual or human intervention.

Exclusions:

· Fatal Rejects

· Auto Clarification

· Manual Fallout

· CLEC System Fallout

Business Rules:

The CLEC mechanized ordering process includes all LSRs, including supplements (subsequent versions) which are submit ted through one of the three gateway interfaces (TAG, EDI, and LENS), that flow through and reach a status for a FOC to be issued, without manual intervention.  These LSRs can be divided into two classes of service; Business and Residence, and three types of service; Resale, and Unbundled Network Elements (UNE) and specials.  The CLEC mechanized ordering process does not include LSRs, which are, submitted manually (e.g., fax, and courier), or are not designed to flow through, i.e., Manual Fallout.

Definitions:
Fatal Rejects:  Errors that prevent an LSR, submitted electronically by the CLEC, from being processed further.  When an LSR is submitted by a CLEC, LEO/LNP Gateway will perform edit checks to ensure the data received is correctly for matted and complete.  For example, if the PON field contains an invalid character, LEO/LNP Gateway will reject the LSR and the CLEC will receive a Fatal Reject.

Auto-Clarification:  Clarifications that occur due to invalid data within the LSR, LESOG/LAUTO will perform data validity checks to ensure the data within the LSR is correct and valid.  For example, if the address on the LSR is not valid according to RSAG, or if the LNP is not available for the NPA NXXX requested, the CLEC will receive an Auto-Clarifi cation.

Manual Fallout:  Planned Fallout that occur by design.  Certain LSRs are designed to fallout of the Mechanized Order Process due to their complexity.  These LSRs are manually processed by the LCSC.  When a CLEC submits an LSR, LESOG/LAUTO will determine if the LSR should be forwarded to LCSC for manual handling.  Following are the cate gories for Manual Fallout:



1.  Complex services*
  8.  Low volume such as activity type “T” (move)

2.  Expedites (requested by the CLEC)
  9.  Pending order review required

3.  Special pricing plans
10.  More than 25 business lines

4.  Denials-restore and conversion, or disconnect and conver sion orders
11.  Restore or suspend for UNE combos

5.  Partial migrations
12.  Transfer of calls option for the CLEC’s end users

6.  Class of service invalid in certain states with some types of service
13.  CSR inaccuracies such as invalid or missing CSR data in CRIS

7.  New telephone number not yet posted to BOCRIS


*Attached is a list of services, including complex services, and whether LSRs issued for the services are eligible to flow through.

Total System Fallout:  Errors that require manual review by the LSCS to determine if the error is caused by the CLEC, or is due to system functionality.  If it is determined the error is caused by the CLEC, the LSR will be sent back to the CLEC for clarification.  If it is determined the error is BST caused, the LCSC representative will correct the error, and the LSR will continue to be processed.

 (O-2.  Percent Flow-Through Service Requests (Detail) – Continued)

Calculation:

Percent Flow Through  (The total number of LSRs that flow through LESOG/LAUTO and reach a status for a FOC to be issued) / (the number of LSRs passed from LEO/LNP Gateway to LESOG/LAUTO) - [(the number of LSRs that fall out for manual processing + the number of LSRs that are returned to the CLEC for clarification + the number of LSRs that contain errors made by CLECs)] X 100.

Report Structure:

· Provides the flow through percentage for each CLEC (by alias designation) submitting LSRs through the CLEC mecha nized ordering process.  The report provides the following:

· CLEC (by alias designation)

· Number of fatal rejects

· Mechanized interface used

· Total mechanized LSRs

· Total manual fallout

· Number of auto clarifications returned to CLEC

· Number of  validated LSRs

· Number of BST caused fallout

· Number of CLEC caused fallout

· Number of Service Orders Issued

· Base calculation

· CLEC error excluded calculation

Level of Disaggregation:

· CLEC Specific (by alias designation to protect CLEC specific proprietary data)

· Geographic

· Region

· Product

· Residence

· Business

· UNE

· LNP

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

· Report month

· Total number of LSRs received, by interface, by CLEC

· TAG

· EDI

· LENS

· Total number of errors by type, by CLEC

· Fatal rejects

· Auto clarification

· CLEC errors

· Total number of errors by error code

· Total fallout for manual processing
· Report month

· Total number of errors by type

· BST system error

Retail Analog/Benchmark:

Residence 95%

Business 80%

UNE 80%



ORDERING

Report/Measurement:

O-3.  Flow-Through Error Analysis

Definition:

An analysis of each error type (by error code) that was experienced by the LSRs that did not flow through and reach a status for a FOC to be issued.

Exclusions:

Each Error Analysis is error code specific, therefore exclusions are not applicable.

Business Rules:

The CLEC mechanized ordering process includes all LSRs, including supplements (subsequent versions) which are submit ted through one of the three gateway interfaces (TAG, EDI, and LENS), that flow through and reach a status for a FOC to be issued.  The CLEC mechanized ordering process does not include LSRs, which are, submitted manually (e.g., fax, and cou rier).

Calculation:

 Of errors by type

Report Structure:

· Provides an analysis of each error type (by error code).  The report is in descending order by count of each error code and provides the following:

· Error Type (by error code)

· Count of each error type

· Percent of each error type

· Cumulative percent

· Error Description

· CLEC Caused Count of each error code

· Percent of aggregate by CLEC caused count

· Percent of CLEC caused count

· BST Caused Count of each error code

· Percent of aggregate by BST caused count

· Percent of BST by BST caused count.

Level of Disaggregation:

Region

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

· Report month

· Total number of LSRs received

· Total number of errors by type (by error code)

· CLEC caused error
· Report month

· Total number of errors by type (by error code)

· BST system error

Retail Analog/Benchmark:

Not Applicable

ORDERING

Report/Measurement:

O-4.  CLEC LSR Information

Definition:

A list, with the flow through activity, of LSRs, by cc, pon and ver, issued by each CLEC during the report period.

Exclusions:

Fatal Rejects

Business Rules:

The CLEC mechanized ordering process includes all LSRs, including supplements (subsequent versions) which are submitted through one of the three gateway interfaces (TAG, EDI, and LENS), that flow through and reach a status for a FOC to be issued.  The CLEC mechanized ordering process does not include LSRs, which are, submitted manually (e.g., fax, and courier). 

Calculation:

NA

Report Structure:

· Provides a list, with the flow through activity, of LSRs by cc, pon, and ver,  issued by each CLEC during the report period with an explanation of the of the columns and content. This report is available on a CLEC specific basis. The report provides the fol lowing for each LSR.

· CC

· PON

· Ver

· Timestamp

· Type

· Err #

· Note or error description

Level of Disaggregation:

Region

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

· Report month

· Record of LSRs received by cc, pon, and ver

· Record of timestamp, type, err # and note or error description for each LSR by cc, pon, and ver.
NA

Retail Analog/Benchmark:

Diagnostic

LSR Flow-Through Matrix

PRODUCT
F/ T3
COM PLEX SERVICE
COM PLEX ORDER
PLANNED FALLOUT FOR 

MANUAL HANDLING1
EDI
TAG2
LENS4
COMMENTS

2 wire analog DID trunk port 
No
UNE
Yes
NA
N
N
N


2 wire analog port
Yes
UNE
No
No
Y
Y
N


2 wire ISDN digital line side port
No
UNE
Yes
NA
N
N
N


2 wire ISDN digital loop
Yes
UNE
Yes
No
Y
Y
N


3 Way Calling
Yes
No
No
No
Y
Y
Y


4 wire analog voice grade loop
Yes
UNE
Yes
No
Y
Y
N


4 wire DS0 & PRI digital loop
No
UNE
Yes
NA
N
N
N


4 wire DS1 & PRI digital loop
No
UNE
Yes
NA
N
N
N


4 wire ISDN DSI digital trunk ports
No
UNE
Yes
NA
N
N
N


Accupulse
No
Yes
Yes
NA
N
N
N


ADSL
Yes
UNE
No
No
Y
Y
N


Area Plus
Yes
No
No
No
Y
Y
Y


Basic Rate ISDN
No
Yes
Yes
Yes
Y
Y
N


Call Block
Yes
No
No
No
Y
Y
Y


Call Forwarding-Variable
Yes
No
No
No
Y
Y
Y


Call Return
Yes
No
No
No
Y
Y
Y


Call Selector
Yes
No
No
No
Y
Y
Y


Call Tracing
Yes
No
No
No
Y
Y
Y


Call Waiting
Yes
No
No
No
Y
Y
Y


Call Waiting Deluxe
Yes
No
No
No
Y
Y
Y


Caller ID
Yes
No
No
No
Y
Y
Y


CENTREX
No
Yes
Yes
NA
N
N
N


DID WITH PBX ACT W
No
Yes
Yes
Yes
Y
N
Y


DID ACT W
No
Yes
Yes
Yes
Y
N
Y


Digital Data Transport
No
UNE
Yes
NA
N
N
N


Directory Listing Indentions
No
No
No
Yes
Y
Y
Y


Directory Listings Captions
No
No
Yes
Yes
Y
Y
Y


Directory Listings (simple)
Yes
No
No
No
Y
Y
Y


DS3
No
UNE
Yes
NA
N
N
N


DS1 Loop
Yes
UNE
Yes
No
Y
Y
N


DSO Loop
Yes
UNE
Yes
No
Y
Y
N


Enhanced Caller ID
Yes
No
No
No
Y
Y
Y


PRODUCT
F/ T3
COM PLEX SERVICE
COM PLEX ORDER
PLANNED FALLOUT FOR 

MANUAL HANDLING1
EDI
TAG2
LENS4
COMMENTS

ESSX
No
Yes
Yes
NA
N
N
N


Flat Rate/Business
Yes
No
No
No
Y
Y
Y


Flat Rate/Residence
Yes
No
No
No
Y
Y
Y


FLEXSERV
No
Yes
Yes
NA
N
N
N


Frame Relay
No
Yes
Yes
NA
N
N
N


FX
No
Yes
Yes
NA
N
N
N


Ga. Community Calling
Yes
No
No
No
Y
Y
Y


HDSL
Yes
UNE
No
No
Y
Y
N


Hunting MLH
No
C/S4
C/S
Yes
Y
Y
N


Hunting Series Completion
Yes
C/S
C/S
No
Y
Y
Y


INP to LNP Conversions
No
UNE
Yes
Yes
Y
Y
N


LightGate
No
Yes
Yes
NA
N
N
N


Local Number Portability 
Yes
UNE
Yes
No
Y
Y
N


LNP with Complex Listing
No
UNE
Yes
Yes
Y
Y
N


LNP with Partial Migration
No
UNE
Yes
Yes
Y
Y
N


LNP with Complex Services
No
UNE
Yes
Yes
Y
Y
N


Loop+INP
Yes
UNE
No
No
Y
Y
N


Loop+LNP
Yes
UNE
No
No
Y
Y
N


Measured Rate/Bus.
Yes
No
No
No
Y
Y
Y


Measured Rate/Res.
Yes
No
No
No
Y
Y
Y


Megalink 
No
Yes
Yes
NA
N
N
N


Megalink-T1
No
Yes
Yes
NA
N
N
N


Memory Call
Yes
No
No
No
Y
Y
Y


Memory Call Ans. Svc.
Yes
No
No
No
Y
Y
Y


Multiserv
No
Yes
Yes
NA
N
N
N


Native Mode LAN Interconnection (NMLI)
No
Yes
Yes
NA
N
N
N


Off-Prem Stations
No
Yes
Yes
NA
N
N
N


Optional Calling Plan
Yes
No
No
No
Y
Y
Y


Package/Complete Choice and area plus
Yes
No
No
No
Y
Y
Y


Pathlink Primary Rate ISDN
No
Yes
Yes
NA
N
N
N


Pay Phone Provider
No
No
No
NA
N
N
N


LSR Flow-Through Matrix

PRODUCT
F/ T3
COM PLEX SERVICE
COM PLEX ORDER
PLANNED FALLOUT FOR 

MANUAL HANDLING1
EDI
TAG2
LENS4
COMMENTS

PBX Standalone ACT A,C, D
No
Yes
Yes
Yes
Y
Y
N


PBX Trunks
No
Yes
Yes
Yes
Y
Y
N


Port/Loop Combo
Yes
UNE
No
No
Y
Y
Y


Port/Loop PBX
No
No
No
Yes
Y
Y
N


Preferred Call Forward
Yes
No
No
No
Y
Y
Y


RCF Basic
Yes
No
No
No
Y
Y
Y


Remote Access to CF
Yes
No
No
No
Y
Y
Y


Repeat Dialing
Yes
No
No
No
Y
Y
Y


Ringmaster
Yes
No
No
No
Y
Y
Y


Smartpath
No
Yes
Yes
NA
N
N
N


SmartRING
No
Yes
Yes
NA
N
N
N


Speed Calling
Yes
No
No
No
Y
Y
Y


Synchronet
No
Yes
Yes
Yes
Y
Y
N


Tie Lines
No
Yes
Yes
NA
N
N
N


Touchtone
Yes
No
No
No
Y
Y
Y


Unbundled Loop-Analog 2W, SL1, SL2
Yes
UNE
No
No
Y
Y
Y


WATS
No
Yes
Yes
NA
N
N
N


XDSL Extended LOOP
No
UNE
Yes
NA
N
N
N












Note 1: Planned Fallout for Manual Handling denotes those services that are electronically submitted and are not intended to flow through due to the complexity of the service.











Note 2: The TAG coulmn includes those LSRs submitted via Robo TAG.



















Note 3: For all services that indicate ‘No’ for flow-through, the following rea sons, in addition to errors or complex services, also prompt manual han dling: Expedites from CLECs, special pricing plans, denials  restore and conversion or disconnect and conver sion both required, partial migrations (although conversions-as-is flow through), class of service invalid in cer tain states with some TOS  e.g. gov’t, or cannot be changed when changing main TN on C activity, low volume  e.g. activity type T=move, pending order review required, more than 25 business lines, restore or suspend for UNE combos, CSR inaccuracies such as invalid or missing CSR data in CRIS, Directory listings,  transfer of calls option for CLEC end user   new TN not yet posted to BOC RIS. Many are unique to the CLEC environment.











Note 4: Services with C/S in the Complex Service and/or the Complex Order columns can be either complex or simple









ORDERING

Report/Measurement:

O-5.  Percent Rejected Service Requests

Definition:

Percent Rejected Service Request is the percent of total Local Service Requests (LSRs) received which are rejected due to error or omission.  An LSR is considered valid when it is submitted by the CLEC and passes edit checks to insure the data received is correctly formatted and complete.

Exclusions:

Service Requests canceled by the CLEC prior to being rejected/clarified.

Business Rules:

Fully Mechanized:  An LSR is considered “rejected” when it is submitted electronically but does not pass LEO edit checks in the ordering systems (EDI, LENS, TAG, LEO, LESOG) and is returned to the CLEC without manual intervention.  There are two types of “Rejects” in the Mechanized category:

· A Fatal Reject occurs when a CLEC attempts to electronically submit an LSR but required fields are either not popu lated or incorrectly populated and the request is returned to the CLEC before it is considered a valid LSR.  In LEO, Fatal Rejects are included in the “Other” category for Regional reports only.

· An Auto Clarification occurs when a valid LSR is electronically submitted but rejected from LESOG because it does not pass further edit checks for order accuracy.

Partially Mechanized:  A valid LSR, which is electronically submitted (via EDI, LENS, TAG) but cannot be processed electronically and “falls out” for manual handling.  It is then put into “clarification” and sent back (rejected) to the CLEC.

Total Mechanized:  Combination of Fully Mechanized and Partially Mechanized LSRs electronically submitted by the CLEC.

Non-Mechanized:  LSRs which are faxed or mailed to the LCSC for processing and “clarified” (rejected) back to the CLEC by the BST service representative.

Interconnection Trunks: Interconnection Trunks are ordered on Access Service Requests (ASRs).  ASRs are submitted to and processed by the Interconnection Purchasing Center (IPC).  Trunk data is reported as a separate category.

Calculation:

Percent Rejected Service Requests = (Total Number of Rejected Service Requests in the reporting period) / (Total Number of Service Requests Received in the reporting period) X 100.

Report Structure:

· Fully Mechanized, Partially Mechanized, Total Mechanized, Non-Mechanized

· State, Region 

· CLEC Specific

· CLEC Aggregate

·      Product Specific % Rejected

· Total % Rejected

 (O-5.  Percent Rejected Service Requests - Continued)

Level of Disaggregation:

· Product Reporting Levels

· Resale Residence

· Resale Business

· Resale  Design (Special)

· Other

· UNE 

· UNE Loop with NP

· Interconnection Trunks

· < 10 Circuits/Lines

· > 10 Circuits/Lines



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

· Report month

· Total number of LSRs

· Total number of Rejects

· State and Region

· Total Number of ASRs (Trunks)


Retail Analog/Benchmark:

Diagnostic

ORDERING

Report/Measurement:

O-6.  Reject Interval

Definition:

Reject Interval is the average reject time from receipt of an LSR to the distribution of a Reject.  An LSR is considered valid when it is submitted by the CLEC and passes edit checks to insure the data received is correctly formatted and complete.

Exclusions:

· Service Requests canceled by CLEC prior to being rejected/clarified.

· Designated Holidays are excluded from the interval calculation.

· The following hours for Non-mechanized LSRs are excluded from the interval calculation1:

· Residence Resale Group - from 7:00 PM Saturday until 7:00 AM Monday.

· Business Resale, Complex, UNE Groups - from 6:00 PM Friday until 8:00 AM Monday.

Note 1:  The hours excluded will be altered to reflect changes in the Center operating hours. The LCSC will accept faxed LSRs only during posted Hours of Operation. If a Non-Mechanized LSR is Rejected on Saturday by the Resale Business, UNE or Complex Group, the interval from 6:00 PM Friday until 8:00 AM Saturday will be excluded.  If an LSR is rejected on Sunday by the LCSC Resale Residence Group, the interval from 7:00 PM Saturday until 8:00 AM Sunday will be excluded. For LSRs rejected by the Resale Business, UNE and Complex Groups on Sunday, the interval from 6:00 PM Fri day until 8:00 AM Sunday will be excluded. 

Business Rules:

· Fully Mechanized:  The elapsed time from receipt of a valid electronically submitted LSR (date and time stamp in EDI, LENS or TAG) until the LSR is rejected (date and time stamp of reject in LEO).  Auto Clarifications are considered in the Fully Mechanized category.

· Partially Mechanized:  The elapsed time from receipt of a valid electronically submitted LSR (date and time stamp in EDI, LENS or TAG) until it falls out for manual handling.  The stop time on partially mechanized LSRs is when the LCSC Service Representative clarifies the LSR back to the CLEC via LEO.

· Total Mechanized:  Combination of Fully Mechanized and Partially Mechanized LSRs which are electronically submitted by the CLEC.

· Non-Mechanized:  The elapsed time from receipt of a valid LSR (date and time stamp of FAX or date and time mailed LSR is received in the LCSC) until notice of the reject (clarification) is returned to the CLEC via LON.

· Interconnection Trunks:  Interconnection Trunks are ordered on Access Service Requests (ASRs).  ASRs are submitted to and processed by the Interconnection Purchasing Center (IPC).  Trunk data is reported as a separate category.



Calculation:

Reject Interval = [(Date and Time of Service Request Rejection) - (Date and Time of Service Request Receipt)] / (Number of Service Requests Rejected in Reporting Period)

Report Structure:

· CLEC Specific

· CLEC Aggregate

· State, Region

· Fully Mechanized, Partially Mechanized, Total Mechanized, Non-Mechanized, Trunks

· Mechanized: 

       0 - <   4 minutes

       4 - <   8 minutes

       8 - < 12 minutes

     12 - < 60 minutes

       0 - <   1 hour

       1 - <   8 hours 

       8 - < 24 hours

        >24 hours

· Non-mechanized: 

       0 - <    1 hour

       1 - <   4 hours

       4 - <   8 hours

       8 - < 12 hours

     12 - < 16 hours

     16 - < 20 hours

     20 - < 24 hours

            > 24 hours.

· Trunks: 

<  5 days

>  5-8 days

>  8-12 days

>12-14 days

>14-17 days

>17-20 days

  >20 days

Average Interval for mechanized reports in hours, non-mechanized and Trunk reports in days.

Level of Disaggregation:

· Product Reporting Levels

· Resale -  Residence

· Resale -  Business

· Resale -  Design (Special)

· UNE  Design

· UNE Non-Design

· UNE Loop with and w/o NP

· Interconnection Trunks

< 10 Circuits/Lines

> 10 Circuits/Lines



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

· Report month

· Reject Interval

· Total Number of LSRs

· Total number of Rejects

· State and Region

· Total Number of ASRs (Trunks)


Retail Analog/Benchmark:

Benchmark:  Mechanized   97% ( 1 hour

Non-Mechanized and Partially Mechanized   85% < 24 hours

Local  Interconnection Trunks  85% within 4 days

NOTE:  KPMG during Phase II will conduct a special study of end-to-end timing of order rejections (from initial receipt of the order by BST to the transmission of the rejection to the ALEC) in order to assess whether the definition of interval used in this metric is appropriate.  This study will determine the transit times between the ALEC interface and the BST legacy systems.  Loop qualification and loop make-up queries are not automated functions for BST.  Therefore, these are not included in this metric.  However, KPMG will make a special study of the timing of these queries relative to BST Retail operations.

ORDERING

Report/Measurement:

O-7.  Firm Order Confirmation Timeliness

Definition:

Interval for Return of a Firm Order Confirmation (FOC Interval) is the average response time from receipt of valid LSR to 

distribution of a Firm Order Confirmation.

Exclusions:

· Rejected LSRs

· Designated Holidays are excluded from the interval calculation.

· The following hours for Non-mechanized LSRs are excluded from the interval calculation1:

· Residence Resale Group - from 7:00 PM Saturday until 7:00 AM Monday.

· Business Resale, Complex, UNE Groups - from 6:00 PM Friday until 8:00 AM Monday.

Note 1:   The hours excluded will be altered to reflect changes in the Center operating hours. The LCSC will accept faxed LSRs only during posted Hours of Operation. If a Non-Mechanized LSR is FOC’d on Saturday by the Resale Business, UNE or Complex Group, the interval from 6:00 PM Friday until 8:00 AM Saturday will be excluded.  If an LSR is FOC’d on Sun day by the LCSC Resale Residence Group, the interval from 7:00 PM Saturday until 8:00 AM Sunday will be excluded. For LSRs FOC’d by the Resale Business, UNE and Complex Groups on Sunday, the interval from 6:00 PM Friday until 8:00 AM Sunday will be excluded.

Business Rules:

· Fully Mechanized:  The elapsed time from receipt of a valid electronically submitted LSR (date and time stamp in EDI, LENS or TAG) until the LSR is processed, appropriate service orders are generated and a Firm Order Confirmation is returned to the CLEC.

· Partially Mechanized:  The elapsed time from receipt of a valid electronically submitted LSR which falls out for manual handling until appropriate service orders are issued by a BST service representative via Direct Order Entry (DOE) or Service Order Negotiation Generation System (SONGS) to SOCS and a Firm Order Confirmation is returned to the CLEC.

· Total Mechanized:  Combination of Fully Mechanized and Partially Mechanized LSRs which are electronically submitted by the CLEC.

· Non-Mechanized:  The elapsed time from receipt of a valid paper LSR (date and time stamp of FAX or date and time paper LSRs received in LCSC) until appropriate service orders are issued by a BST service representative via Direct Order Entry (DOE) or Service Order Negotiation Generation System (SONGS) to SOCS and a Firm Order Confirma tion is sent to the CLEC via LON.

· Interconnection Trunks: Interconnection Trunks are ordered on Access Service Requests (ASRs).  ASRs are submitted to and processed by the Interconnection Purchasing Center (IPC).  Trunk data is reported as a separate category.

Calculation:

Firm Order Confirmation Timeliness = [(Date and Time of Firm Order Confirmation) - (Date and Time of Service Request Receipt)] / (Number of Service Requests Confirmed in Reporting Period)

Report Structure:

· Fully Mechanized, Partially Mechanized, Total Mechanized, Non-Mechanized

· CLEC Specific

· CLEC Aggregate

· Geographic Scope

· State, Region 

· Mechanized: 

       0 - <   15 minutes

     15 - <   30 minutes

     30 - <   45 minutes

     45 - <   60 minutes

     60 - <   90 minutes

     90 - < 120 minutes

   120 - < 240 minutes

       4 - <   8 hours

       8 - < 12 hours

     12 - < 16 hours

     16 - < 20 hours

     20 - < 24 hours

     24 - < 48 hours

            > 48 hours

· Non-mechanized:

       0 - <   4 hours

       4 - <   8 hours

       8 - < 12 hours

     12 - < 16 hours

     16 - < 20 hours

     20 - < 24 hours

     24 - < 48 hours

            > 48 hours 

· Trunks: 

          0 - 5  days

          6 - 8  days

          9 -11 days

         12-14 days

         15-17 days

         18-20 days

           >20  days

· Average Interval in Days

Level of Disaggregation:

· Product Reporting Levels

· Resale  Residence

· Resale  Business

· Resale  Design (Special)

· UNE Design

· UNE Non-Design

· UNE Loop with and w/o NP

· Interconnection Trunks

< 10 Circuits/Lines

> 10 Circuits/Lines

· 

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

· Report month

· Interval for FOC

· Total number of LSRs

· State and Region

· Total Number of ASRs (Trunks)


Retail Analog/Benchmark:

Benchmark:  Mechanized 95% ( 3 hours

Non-Mechanized and Partially Mechanized 85% <36 hours  

Local Interconnection Trunks 95% within 10 days

NOTE:  During Phase II, KPMG will conduct a special study of end-to-end timing of order confirmations (from initial receipt of the order by BST to the transmission of the confirmation to the ALEC) in order to assess whether the definition of timeliness used in this metric is appropriate.  This study will determine the transit times between the ALEC interface and the BST legacy systems.  Loop qualification and loop make-up queries are not automated functions for BST.  Therefore, these are not included in this metric.  However, KPMG will make a special study of the timing of these queries relative to BST Retail operations.



ORDERING

Report/Measurement:

O-8.  Speed of Answer in Ordering Center

Definition:

Measures the average time a customer is in queue.

Exclusions:

None

Business Rules:

The clock starts when the appropriate option is selected (i.e., 1 for Resale Consumer, 2 for Resale Multiline, and 3 for UNE-LNP, etc.) and the call enters the queue for that particular group in the LCSC.  The clock stops when a BST service representative in the LCSC answers the call.  The speed of answer is determined by measuring and accumulating the elapsed time from the entry of a CLEC call into the BellSouth automatic call distributor (ACD) until the a service representative in BST’s Local Carrier Service Center (LCSC) answers the CLEC call.

Calculation:

(Total seconds in queue)) / (Total number of calls answered in the Reporting Period)

Report Structure:

Aggregate

· CLEC  Local Carrier Service Center

· BST

· Business Service Center

· Residence Service Center

Note:  Combination of Residence Service Center and Business Service Center data under development

Level of Disaggregation:

· Region

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

· Mechanized tracking through LCSC Automatic Call Dis tributor
· Mechanized tracking through BST Retail center support systems

Retail Analog/Benchmark:

Parity with Retail

ORDERING 

Report/Measurement:

O-9.  LNP-Percent Rejected Service Requests

Definition:

Percent Rejected Service Request is the percent of total Local Service Requests (LSRs) which are rejected  due to error or omis sion.  An LSR is considered valid when it is electronically submitted by the CLEC and passes LNP Gateway edit checks to insure the data received is correctly formatted and complete, i.e., fatal rejects are excluded.

Exclusions:

· Service Requests canceled by the CLEC

· Fatal Rejects

· Order Activities of BST or the CLEC associated with internal or administrative use of local services (Record Orders, Test Orders, etc.) where identifiable.

· Non Mechanized LSR’s

Business Rules:

An LSR is considered “rejected” when it is submitted electronically but does not pass edit checks in the ordering systems (EDI, TAG, LNP Gateway, LAUTO) and is returned to the CLEC without manual intervention.

Fully Mechanized:  There are two types of “Rejects” in the Fully Mechanized category:

· A Fatal Reject occurs when a CLEC attempts to electronically submit an LSR (via EDI or TAG) but required fields are not populated correctly and the request is returned to the CLEC.

Fatal rejects are reported in a separate column, and for informational purposes ONLY.  They are not considered in the calculation of the percent of total LSRs rejected or the total number of rejected LSRs.

· An Auto Clarification is a valid LSR which is electronically submitted (via EDI or TAG), but is rejected from LAUTO because it does not pass further edit checks for order accuracy.  Auto Clarifications are returned without manual inter vention.

Partially Mechanized:  A valid LSR which electronically submitted (via EDI or TAG), but cannot be processed electroni cally due to a CLEC error and “falls out” for manual handling.  It is then put into “clarification”, and sent back (rejected) to the CLEC.

Total Mechanized:  Combination of Fully Mechanized and Partially Mechanized rejects.



Calculation:

[(Number of Service Requests Rejected in the Reporting Period) / (Number of Service Requests Received in the Reporting Period)] x 100

Report Structure:

· Fully Mechanized, Partially Mechanized, Total Mechanized

· CLEC Specific

· CLEC Aggregate

· State and Region

Level of Disaggregation:

· Product Reporting Levels

· LNP

· UNE Loop with LNP



Retail Analog/Benchmark:

Diagnostic

ORDERING
Report/Measurement:

O-10.  LNP-Reject Interval Distribution & Average Reject Interval

Definition:

Reject Interval is the average reject time from receipt of an LSR to the distribution of a Reject.  An LSR is considered valid when it is electronically submitted by the CLEC and passes LNP Gateway edit checks to insure the data received is correctly formatted and complete, i.e., fatal rejects are excluded.

Exclusions:

· Service Requests canceled by the CLEC

· Fatal Rejects

· Order Activities of BST or the CLEC associated with internal or administrative use of local services (Record Orders, Test Orders, etc.) where identifiable.

· Non Mechanized LSR’s

Business Rules:

The Reject interval is determined for each rejected LSR processed during the reporting period.  The Reject interval is the elapsed time from when BST receives LSR until that LSR is rejected back to the CLEC.  Elapsed time for each LSR is accu mulated for each reporting dimension.  The accumulated time for each reporting dimension is then divided by the associated total number of rejected LSRs to produce the reject interval distribution.

An LSR is considered “rejected” when it is submitted electronically but does not pass edit checks in the ordering systems (EDI, TAG, LNP Gateway, LAUTO) and is returned to the CLEC without manual intervention.

Fully Mechanized:  There are two types of “Rejects” in the Fully Mechanized category:

· A Fatal Reject occurs when a CLEC attempts to electronically submit an LSR but required fields are not populated cor rectly and the request is returned to the CLEC.

Fatal rejects are reported in a separate column, and for informational purposes ONLY.  They are not considered in the calculation of the percent of total LSRs rejected or the total number of rejected LSRs.

· An Auto Clarification is a valid LSR which is electronically submitted (via EDI or TAG), but is rejected from LAUTO because it does not pass further edit checks for order accuracy.  Auto Clarifications are returned without manual inter vention.

Partially Mechanized:  A valid LSR which electronically submitted (via EDI or TAG), but cannot be processed electroni cally due to a CLEC error and “falls out” for manual handling.  It is then put into “clarification”, and sent back to the CLEC.

Total Mechanized:  Combination of Fully Mechanized and Partially Mechanized rejects.



Calculation:

Average Reject Interval:
[(Date & Time of Service Request Rejection) - (Date & Time of Service Request Receipt)] / (Total Number of Service Requests Rejected in Reporting Period)

Reject Interval Distribution:
[(Service Requests Rejected in “X” minutes/hours) /  (Total Number of Service Requests Rejected in Reporting Period)] X 100

Report Structure:

· Fully Mechanized, Partially Mechanized, Total Mechanized

· CLEC Specific

· CLEC Aggregate

· State, Region

· Reported in intervals:

      0-4 minutes

>    4-8 minutes

>  8-12 minutes

>12-60 minutes

       0-1hours

>     1-8 hours

>   8-24 hours

>      24 hours

Average Interval in Days

Level of Disaggregation:

· Product Reporting Levels

· LNP

· UNE Loop with LNP



Retail Analog/Benchmark:

Benchmark: Mechanized - 97%   ( 1 Hour

Partially Mechanized and Non-Mechanized  85% < 24 hours

ORDERING 

Report/Measurement:

O-11.  LNP-Firm Order Confirmation Timeliness Interval Distribution & Firm Order Confirmation 

Average Interval

Definition:

Interval for Return of a Firm Order Confirmation (FOC Interval) is the average response time from receipt of a valid LSR to distribution of a firm order confirmation.

Exclusions:

· Rejected LSRs (Clarifications or Fatal Rejects)

· Order Activities of BST or the CLEC associated with interval or administrative use of local services (Record Orders, Test Orders, etc.) where identifiable.

Business Rules:

The Firm Order Confirmation interval is determined for each FOC’d LSR processed during the reporting period.  The Firm Order Confirmation interval is the elapsed time from when BST receives an LSR until that LSR is confirmed back to the CLEC.  Elapsed time for each LSR is accumulated for each reporting dimensions.  The accumulated time for each reporting dimension is then divided by the associated total number of orders completed to produce the Firm Order Confirmation time liness interval distribution.

· Mechanized:  The elapsed time from receipt of a valid LSR until the LSR is processed and appropriate service orders are generated in SOCS without manual intervention.

· Partially Mechanized:  The elapsed time from receipt of an electronically submitted LSR which falls for manual han dling by the LCSC personnel until appropriate service orders are issued by a BST service representative via Direct Order Entry (DOE) or Service Order Negotiation Generation system (SONGS).

· Total Mechanized:  Combination of Fully Mechanized and Partially Mechanized FOCs.

Calculation:

Average Reject Interval:
[(Date & Time of Firm Order Confirmation) - (Date & Time of Service Request Receipt)] / (Total Number of Service Requests Confirmed in Reporting Period)

FOC Interval Distribution:
[(Service Requests Confirmed in “X” minutes/hours in the Reporting Period) /  (Total Service Requests Confirmed in the Reporting Period)] X 100

Report Structure:

· Fully Mechanized, Partially Mechanized, Total Mechanized

· CLEC Specific

· CLEC Aggregate

· State and Region

· Reported in intervals 

        0-15 minutes

>    15-30 minutes

>    30-45 minutes

>    45-60 minutes

>    60-90 minutes

>  90-120 minutes

>120-240 minutes

>        4-8 hours

>      8-12 hours

>    12-16 hours

>    16-20 hours

>    20-24 hours

>    24-48 hours

  >         48 hours



Level of Disaggregation:

· Product Reporting Levels

· LNP

· UNE Loop with LNP



Retail Analog/Benchmark:

Benchmark:  Mechanized - 95%  ( 3 Hours

Partially Mechanized or Non-Mechanized  85%< 36 hours   
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