BellSouth OSS Testing

Florida Interim Performance Metrics


OPERATOR SERVICES AND DIRECTORY ASSISTANCE

Report/Measurement:

OS-1.  Speed to Answer Performance/Average Speed to Answer - Toll

Definition:

Measurement of the average time in seconds calls wait before answered by a toll operator.

Exclusions:

None

Business Rules:

The clock starts when the customer enters the queue and the clock stops when a BellSouth representative answers the call or the customer abandons the call.  The length of each call is determined by measuring, using a scanning technique, and accumulating the elapsed time from the entry of a customer call into the BellSouth call management system queue until the customer call is abandoned or transferred to BellSouth personnel assigned to handle calls for assistance.  The system makes no distinction between CLEC customers and BST customers.

Calculation:

Total queue time ÷ total calls answered

(Note:  Total queue time includes time that answered calls wait in queue as well as time abandoned calls wait in queue prior to abandonment.)

Report Structure:

· Reported for the aggregate of BST and CLECs

· State

Level of Disaggregation:

None

Data Retained (on Aggregate Basis):

· For the items below, BST’s Performance Measurement Analysis Platform (PMAP) receives a final computation; therefore, no raw data file is available in PMAP

· Month

· Call Type (Toll)

· Average Speed of Answer

Retail Analog/Benchmark:

Parity by Design

OPERATOR SERVICES AND DIRECTORY ASSISTANCE

Report/Measurement:

OS-2.  Speed to Answer Performance/Percent Answered with “X” Seconds – Toll

Definition:

Measurement of the percent of toll calls that are answered in less than “30” seconds.  The number of seconds represented by “X” is thirty, except where a different regulatory benchmark has been set against the Average Speed to Answer by a State Commission.

Exclusions:

Calls abandoned by customers are not reflected in the average speed to answer but are reflected in the conversion tables where the percent answered within “X” seconds is determined.

Business Rules:

The clock starts when the customer enters the queue and the clock stops when a BellSouth representative answers the call or the customer abandons the call.  The length of each call is determined by measuring, using a scanning technique, and accumulating the elapsed time from the entry of a customer call into the BellSouth call management system queue until the customer call is abandoned or transferred to BellSouth personnel assigned to handle calls for assistance.  The system makes no distinction between CLEC customers and BST customers.

Calculation:

The Percent Answered within “X” Seconds measurement for toll is derived by using the BellCore Statistical Answer Conversion Tables, to convert the Average Speed to Answer measure into a percent of calls answered within “X” seconds.  The BellCore Conversion Tables are specific to the defined parameters of work time, number of operators, max queue size and call abandonment rates.

Report Structure:

· Reported for the aggregate of BST and CLECs

· State

Level of Disaggregation:

None

Data Retained (on Aggregate Basis):

· For the items below, BST’s Performance Measurement Analysis Platform (PMAP) receives a final computation; therefore, no raw data file is available in PMAP

· Month

· Call Type (Toll)

· Average Speed of Answer

Retail Analog/Benchmark:

Parity by Design

OPERATOR SERVICES AND DIRECTORY ASSISTANCE
Report/Measurement:

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

Definition:

Measurement of the average time in seconds calls wait before answered by a DA operator.

Exclusions:

Calls abandoned by customers are not reflected in the average speed to answer but are reflected in the conversion tables where the percent answered within “X” seconds is determined.

Business Rules:

The clock starts when the customer enters the queue and the clock stops when a BellSouth representative answers the call or the customer abandons the call.  The length of each call is determined by measuring, using a scanning technique, and accumulating the elapsed time from the entry of a customer call into the BellSouth call management system queue until the customer call is abandoned or transferred to BellSouth personnel assigned to handle calls for assistance.  The system makes no distinction between CLEC customers and BST customers.

Calculation:

Total queue time ÷ total calls answered

(Note:  Total queue time includes time that answered calls wait in queue as well as time abandoned calls wait in queue prior to abandonment.)

Report Structure:

· Reported for the aggregate of BST and CLECs

· seq level0 \h \r0 

seq level1 \h \r0 

seq level2 \h \r0 

seq level3 \h \r0 

seq level4 \h \r0 

seq level5 \h \r0 

seq level6 \h \r0 

seq level7 \h \r0 State

Level of Disaggregation:

None

Data Retained (on Aggregate Basis)

· For the items below, BST’s Performance Measurement Analysis Platform (PMAP) receives a final computation; therefore, no raw data file is available in PMAP

· seq level0 \h \r0 

seq level1 \h \r0 

seq level2 \h \r0 

seq level3 \h \r0 

seq level4 \h \r0 

seq level5 \h \r0 

seq level6 \h \r0 

seq level7 \h \r0 Month

· Call Type (DA)

· Average Speed of Answer

Retail Analog/Benchmark

Parity by Design

OPERATOR SERVICES AND DIRECTORY ASSISTANCE
Report/Measurement:

DA-2.  Speed to Answer Performance/Percent Answered within “X” Seconds – Directory Assistance (DA)

Definition:

Measurement of the percent of DA calls that are answered in less than “20” seconds.  The number of seconds represented by “X” is twenty, except where a different regulatory benchmark has been set for the Average Speed to Answer by a State Commission.

Exclusions:

Calls abandoned by customers are not reflected in the average speed to answer but are reflected in the conversion tables where the percent answered within “X” seconds is determined.

Business Rules:

The clock starts when the customer enters the queue and the clock stops when a BellSouth representative answers the call or the customer abandons the call.  The length of each call is determined by measuring, using a scanning technique, and accumulating the elapsed time from the entry of a customer call into the BellSouth call management system queue until the customer call is abandoned or transferred to BellSouth personnel assigned to handle calls for assistance.  The system makes no distinction between CLEC customers and BST customers.

Calculation:

The Percent Answered within “X” Seconds measurement for DA is derived by using the BellCore Statistical Answer Conversion Tables, to convert the Average Speed to Answer measure into a percent of calls answered within “X" seconds.  The BellCore Conversion Tables are specific to the defined parameters of work time, number of operators, max queue size and call abandonment rates.

Report Structure:

· Reported for the aggregate of BST and CLECs

· seq level0 \h \r0 

seq level1 \h \r0 

seq level2 \h \r0 

seq level3 \h \r0 

seq level4 \h \r0 

seq level5 \h \r0 

seq level6 \h \r0 

seq level7 \h \r0 State

Level of Disaggregation:

None

Data Retained (on Aggregate Basis)

· For the items below, BST’s Performance Measurement Analysis Platform (PMAP) receives a final computation; therefore, no raw data file is available in PMAP.

· seq level0 \h \r0 

seq level1 \h \r0 

seq level2 \h \r0 

seq level3 \h \r0 

seq level4 \h \r0 

seq level5 \h \r0 

seq level6 \h \r0 

seq level7 \h \r0 Month

· Call Type (DA)

· Average Speed of Answer

Retail Analog/Benchmark

Parity by Design
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