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CD
Ms. Ann Cole mCommission Clerk • <mFlorida Public Service Commission .,., o2540 Shumard Oak Blvd. :x 
Tallahassee, FL 32399-0850 c..;).. 

c..;) 
\D 

RE: 	 Docket No.: 000121B-TP, Administrative filing to request revisions to CenturyLink's 
Florida Performance Measurements Plan (PMP) consistent with recent revisions to the 
CenturyLink Nevada Performance Measurements Plan 

Dear Ms. Cole: 

Embarq Florida, Inc., d/b/a Century Link ("CenturyLink") hereby gives notice under Order No. 
PSC-03-0067-PAA-TP that the Nevada Public Utilities Commission issued an Order in Docket 
No. 12-01033 approving revisions to CenturyLink's performance measurement standards 
(included as 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 amend its performance measures and standards. 

As adopted by the Nevada Commission, the proposed revisions to the PMP are to become 
effective no later than June 30, 2013. 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 the original and two (2) copies of a revised edition of CenturyLink's 
performance measures and standards reflecting the Nevada PMP changes (Attachment 2); a 
redlined version of the revised performance measures and standards (Attachment 3); and a 
summary of the changes (Attachment 4). An electronic copy of the attachments is also included 
on the enclosed disk. Due to the size of the attachments, CenturyLink is providing to parties a 
hard copy of this letter and a disk which includes a copy of the four attachments. 
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Ms. Cole 
February 1,2013 

A copy of this letter also is included. Please stamp it to indicate that the original was filed and 
return the copy to me. As described above, copies have been served to the parties shown on the 
attached Certificate of Service. 

Thank you for your attention to this matter. If you have any questions, please call me or Sandy 
Khazaree at 850-847-0173. 

Sincerely, 

5 ~r-y- s. "- 0-, 7~ 
Susan S. Masterton 

Enclosures 

cc: 	 Sandy Khazaree 
Adam Teitzman 
Greg Fogleman 
Jessica Miller 
Kiwanis Curry 
Mark Long 



CERTIFICATE OF SERVICE 

DOCKET NO. 000121B-TP 


I hereby certify that a true and correct copy of the foregoing has been served upon the 
following by electronic mail delivery and/or u.s. Mail this of February, 2013. 

Florida Public Service Commission AT&T 
Greg Fogleman Sonia Daniels 
Jessica Miller 1200 Peachtree Street, #400 
Kiwanis Curry Atlanta, GA 30309 
Mark Long soniadaniels@att.com 
Office of General Counsel 
2540 Shumard Oak Blvd. 
Tallahassee, FL 32399-0850 

AT&T Florida/TCG South Florida, Inc. Florida Cable Telecommunications 
E. Edenfield/T. Hatch Association, Inc. 
c/o Mr. Gregory Follensbee David A. Konuch 
150 South Monroe Street, Suite 400 246 E. 6th A venue, Suite 100 
Tallahassee, FL 32301-1561 Tallahassee, FL 32303 
greg.follensbee@att.com dkonuch@fcta.com 

MegaPath Corporation Pennington Law Firm 
Mr. Gregory T. Diamond Peter Dunbar 
7901 Lowry Blvd. P.O. Box 10095 
Denver, CO 80230-6906 Tallahassee, FL 32301 
gdiamond@covad.com 12ete@.12enning;!onlawfirm.com 

tw telecom of florida l.p. 
Ms. Carolyn Rieley 
2078 Quail Run Drive 
Bowling Green, KY 42104 
Carolvn.Ridlev@twtelecom.com 

5~ry- g. h-lC:I..;::.. 
Susan S. Masterton 
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Attachment 1 

BEJOUTBE PVBUC UTILITIIS COMMISSION OF NEVADA 

Petitioa ofCeatral Telephone Company dIbIa ) 
CaawyLiak for.mew aad approval of its 2012 ) 
~MeIsu1aDeats PJa ad ParfOJ1D8DCC ) Docket No. 12--01033 
laceatives Plan.. ) 

) 

At a paeral sessiOll of thePublic Utilities 
CommiIsioa of Nevada. beld at its oftices 
OIl DcM.-emNr S. 2012. 

PRESENT: Chainnan AlaiDa Burteasbaw 
Commissioner Rebecca D. Wagner 
Commiasioner David Noble 
Assistant Commission Secretary Breaane Pottc:I' 

ORDBll 

The PuhJic UtiIi1ita CommiMioo ofNOVIda ("CoDDissioD'") __ tbc following 

fiodiDp of fact _ coaclusiool of law: 

INTRODUCI1ON 

CeIltrai Telephone Company d/b/a ConluryUnt ("CenturyUDkft
) filed a Petition for 

teview and approval of its 2012 Perfo.rmaDce Meuwaneats Plan _ Performance 1nccntives 
PlID. 

II. SUMMARY 

The Commission appuyes the StipuJatioo. attached bcnto as AttacIuDait I, aad paats 
me Pccition as modified by the Stipulation. 

m. PROCEDURAL HISTORY 

• On Janwuy 31, 2012, CeaturyLi.nk filecl a Petition for review and approval of its 2012 
PerfCJl'lJllDCe Measuraacats PJan and Paformance IDccatives Plan. The filing-was desigl'latr:d as 
J'lac:kot No. 12-01033. 

• The Petition W8I filed panuaat II) the Nevada Revised StaIules (MNRS") and tbB Nevada 
Adlbinislnlive COde \MAC") Cb..,-s 703 and 704. incJudina. but DOt limited 10. HAC 
703.540 and HAC 704.6103 duoucb 704.68031S. 

• On February 8. 2012, the Commission issued a Notice ofPetition to Review PedormaDce 
Measurements aDd Ineeotives PlaD ofTeIecommunicatioos Company. 

,I 
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,.2Doctcet No. 12-01033 

• The Rep1atory Operations Stall' \Staff') of the Commission participates 18 amatterof riPt. 
pursuant to NRS 703.301. 

• On Februar)' 21, 2012, Cox Nevada Telcom, LLC \COx") rued a Noiicc of InteDt to 
Padicipatc • aconDII.... 

• 011 Fcbtuary19, 2012. U.S. TeIePecific Corp. (Nevada) aDd MPower ~ CoJp. 
(collectively, 'TelePacific") IIld lW teIecom ofNevada u..c \TWTC'j fiJc:d aPetitioD for 
Leave to Jateneae f'PJ...T1"). 

• On March 22. 2012. Cox filed aNodce of Association or local counsel. 

• On April 20. 2012, tho Commission issued a Notice ofPlebeariDg Coafercnce. 

• On May 2. 2012, Cent filed a PLTI. 

• On May 11,2012. the CommiuioD beId a~Coafereace. ~ wen: made by 
CeaturyLink, Cox., TeJ.ePacifio. TWTC, and Stiff (collectively. tbe ~"). and a pIOCCduraI 
scbeclule wu discussed. 

• On May 18. 2012, the PR:sidiq Officer issued III Order....1 the PLTIs of Cox., 
Te1ePacific, and TWTC. 

• On May 18,2012, the P'nRtibi Oflker issued aProcedural Order IIdoptiaaJ a pmceduraI 
schedule.. 

• On JLJDC 4, 2012, the Commission issued. Notice of Hearing. 

• 00 AUlUSt 22. 2012. the Commi&sioa issued aNotice of Hearl.scumg • DeW bearina daae. 

• On Aupst 22, 2012, the Pl'IIsld.iD& Officer issued Procedural Order No.2 adopting a revised 
procecIural scbodule. 

• On Occober IS, 2012. CemuryLiDk fi1ecl Prepared Dftct Testimony. 

• On NoftIIlbDr 1,2012, dae Pmies filed • StipuIatioa Repn:ting RaJuesI for ProcecIara1 
Modificacions. 

• On November 13. 2012,1be Parties fJled a S1ipuladon reprdiDg CenturyUu's Performance 
Measurement Plan IDd Perf'oImaDc:e Inc:eDtivc Plan. 

IV. STlPVLA110N 

http:Pl'IIsld.iD
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approval of its PerfOJ'lDlDCC IDceative Plan and PerformID.c;e Mcasuremeat Plan sbould be 

graaced III modified by cbe Parties' ~atioD and COI'l8IponcIina Exhibits. (StipulatioD at 2.) 

2. Tbe·Panies agree that CcnturyUak ahall implement chan.aes to its Performance 

Measurement PIaa 8Dd Performaace Inc:eatiYe PlIa. U outlined in Exbibita ~ B IIId C to the 

SIipDlatiOll. OIl or before 111111 30. 2013. (It/... 3.) 

3. The Partiea II8R'C that CeatoryLiak will proyUte IlOtice 10 the Padies of its 

imp1ementatioD of the chaDges 10 its Performance ~tPla ...PeafOl'lDlDCe InceDdvc 

Plaa withiD five days of the .-tierof lune 30. 2013. or the dale ~CeaturyUnlt completes 

implemeatation of the JftpOSed chanps to the Perf'ormInce IDceDtive PlIO IDd Performance 

MeaIu1emoat Plan. (/d.) 

4. The PInies 8Ift'C that nDuryLink is DOt requiJed to repoct the saIMDeaIurement 

idenlifiecl in Exhibit D UIItiJ it imp1emads tile cbaqes to its PafOJ1llmCe Incentive Plan aad 

5. 1'bc Patties agree tbat. witll respect to the sub-.measuremeats ideDtified in Exhibit 

D, CenturyUalt sbaIl pmvide oaaoiq mootbly inceDtivea to impaaed c:ompetitivc local 

udlange caniera ("CLBC") based 00 the averase of i.nccrtdws that the specific CLEC received 

over the 12-moatb period of October 2007 throup September 2008. (/tl. at 4.) The Panles 

..that CeaturyLiak will coatioue to mellUl'e 8Dd pvvido iDccDti.ftS ill aa:ordaDcc wilh Ibe 

__ag Performance McasutaDIat PIa ad Perfarmac:e lDceDtive PIaa, em:pt for the 

app]jcab.le sub-measuremeats ideDtified in Exba"it D. until it implemeots the revised 

Pcrformaace MOUwaneal Plan aDd PafQl'lD8DCC! Incentive Plan. (Id.) 

6. The Parties agI\'Ie tbat CenturyJ...ialt ad Cox willleSOl"ve their opeD directory 

limns issues III provided in paragraph 8 oltbe Stipulation. (/d.) 

http:app]jcab.le
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7. TIle PIIIi.es IpI'JC tb111be 1DSUmoa1 dales ill dlis docket sIaou1d be ya:ared IDd. 

Ibe lleaaber 10. 2012 bearias dale Ilkeo off ealcadar. (Ill. III 7.) 

8. n.Padies ......... is pod cause 10 appmw: Ihe Stipulllioa bef;ause it is ia 

the public ~ _ 801 CODIrm'y to statute. (Id.) 

9. 1be.Palties.. that this StipuJIlioA does not pm:Iude CentmyLiak or other 

Parties tiom raisinJ1IRY isnes.in fubB ruinp nlaIed to CeDturyLink's Perf'ormarlce 

Measurement Plan and PerfOl'lD.ce IncoatiYe PIaa. (Id. at 8.) 

Cfmrs' ._»IIeu.1oa aadl'bulap 

10. Tbe CommiuioD finds that the SdpaJIIioa is a consensus n:sol0ti0& of.this matter 

pursuant to the Parties' neaodatioDs aad is • JaIODable recommeadatiOD for COIlicIasion of tbis 

~i..., 1'IlerefoIe. tile CommiIlieJo finds_ II is iD dJc public intaest tc) IPJIIOYe tile 

Stipdmoa and pat1bc PedtioD • mocIified by die Stipulation. 

II. AU _ of tile patties raised in these pmceedinguaot eqassly adcheuad 

hereiD hne been cooaidead IDd citber rejecIed or fouDd 10 be non-essenlial for ful1be.r 

discussion .iD Ibis Order. 

THEREFORE. it is ORDERED that: 

1. TIle Stipulatioa filccrby Cellini Telephone Compaa, d/b/a CeoturyLiak, Cox 

NeY8da Telcom. LLC, U.S. TelePadtlc Corp. (Nevada). MPower CommunieatioDS,Corp.~ tw 

te1ccom of Ne'¥8da LLC, and the Regulatory OperadoDt StiIff~ attacbed bemtD Ii I\UIC.bmCDt ·1. 

is APPROVED. 

2. The Petition tiled by 0mttaI Telephoac Company dIbIa CcoturyLiDk. desipated 

as Docka No. 12--01033, is GRANTBD u proYided jn die Stipulation. 

http:PerfOl'lD.ce
http:isnes.in
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3. The Commission's appIOVal ofthis Stipulation does BOt constitute precedeDt 

.....,. lOy Jepl or factua) issue.. 

CeaIpIIan

4. Ceatral TcIepI1eae Company d/b/a CelllUryJ..iDk shall implement cban..·~ its 

PafonIlanc:e Measummeat Plan and PerfOl1DlDC8 Incendve P.IaD, as identified .iD Exhibits A. B 

ad C to the Stipulation. on or 'IJefoI8 JUDe 30, 2013. 

S. CeaaraI TeIepIaoae COIIIpIDy Wa CeaturyUnk shall provide nodce to Nevada 

TeIcom. u.c. U.s. TciePIcific Corp. (Ne'vada). MPower Comm1mications Carp., tw telecom of 

NcMda Uc. aacl tile Rcgulatory-Ope:ratious Stiffof the imp.lemcDtadon of the chin.,. to its 

Perfomumce Measurement Plan and Perfonnance Inc:enti.ve Plan within five days of the earlier 

of June 30, 2013. or tile date cbat Cemral Telephole Compmy dIbla CeaturyLink completes 

impJemr:aWion of... ptVpOSed ct.ps to the PerfOlllllllCelJK:eotive Plan aDd Pwi'0IJDIIICe 

MtuuIement Plan. 

III 

III 

III 

III 

III 

III 

III 

III 
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'6. '("be.o,mmission may COI'IICt erron that bave occuoed ill tbc drafting or issuance 

of tbis Order. 

By the Commission, 

ALAINA BtJR1'ENS8AW, Cbain.uD ucl 
P!esiding Officer 

~ 

DAVID NOBLE, Commissioner 

-~l~
BRBANNE POnER, 

Assjstaut Cnmmissiou Secn:tary 


DIted: Carsoa City, Nevada 

'~-I J-I~ 
(SBAL) 

http:Cbain.uD
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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. ".1 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.".l 

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. 
(Bell South), 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. 

1 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"), afi'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 F3d 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, InterLA TA 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 ofthe §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, BeIlSouth (Louisiana II) Opinion at ~87 
(citing Ameritech Opinion at 12 FCC Red at 20619). 
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On May 2, 2002, Sprint filed its initial response to Commission Staff's data request for proposed 
pennanent perfonnance measures in Florida in Docket No. 000I21B-TP (Sprint Track). On June 
30,2002, initial comments on Sprint's proposal were filed by interested parties. Taking into 
consideration the infonnation provided by Sprint and the comments provided by interested 
parties, Commission Staff developed an independent proposal for Sprint OSS pennanent 
perfonnance measurements and submitted it for comment on November 1,2002. Comments on 
Commission staffs 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 pennanent perfonnance measures for the Sprint 
Track, Docket Number 000 I2IB-TP. 

Sprint complied with Order No. PSC-03-0067-PAA-TP and implemented this Perfonnance 
Measurement Plan (PMP) on February 1,2003. This Perfonnance Measurement Plan includes: 

• service quality measures 
• business rules 
• reporting requirements 
• auditing 
• statistical methodology 

This Perfonnance Measurement Plan includes perfonnance 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 perfonnance in Florida. 

On February 12, 2007, the Florida Public Service Commission issued Order PSC-07-0I 23-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 perfonnance measures are not intended to create, modify, or otherwise affect parties' 
rights and obligations. The existence of any particular perfonnance 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. 

Florida Performance Measurement Plan 4 
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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: 

• 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 


RejectedlFailed Queries 
Facility Availability 

• 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. 

• 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 service installation has occurred. Measurements in this category 
evaluate the quality of service installations; the efficiency of the installation process and the 
timeliness of notifications to the CLEC that installation is completed or has been delayed. 

• 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 

Florida Performance Measurement Plan 5 
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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 and 
the timeliness of network upgrades (code openings) the ILEC completes on behalf of the 
CLEC. 

• 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 overall effectiveness of the ILEC billing processes 
associated with CLEC customers. 

• Database Updates 

Database updates for directory assistancellistings 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. 

• Collocation 

ILECs are required to provide to CLECs available space as required by law to allow the 
installation of CLEC equipment. Performance measures in this category assess the timeliness 
with which the ILEC handles the CLEC's request for collocation as well as how timely the 
collocation arrangement is provided. 

• Interfaces 

ILECs provide the CLECs with choices for access to OSS pre-ordering, ordering, 
maintenance and repair systems. Availability of the interfaces is fundamental to the CLEC 
being able to effectively do business with the ILEC. Additionally, in many instances, CLEC 
personnel must work with the service personnel of the ILEC. Measurements in this category 
assess the availability to the CLECs of systems and personnel at the ILEC work centers. 
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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: 

• 	 does not make any admission regarding the propriety or reasonableness of establishing 
performance incentives; 

• 	 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. 

• 	 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. 

• 	 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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II. 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 Average Jeopardy Notice Interval 
07 Average Completed Interval 
08 Percent Completed Within Standard Interval 

11 Percent of Due Dates Missed 
12 Percent Due Dates Missed Due to Lack of Facilities 
13 Delay Order Interval to Completion Date 

15 Provisioning Trouble Reports Prior to Service Order Completion 
17A Percentage Troubles in 5 Days for New Orders 
18 Average Completion Notice Interval 

Maintenance 
19 Customer Trouble Report Rate 
20 Percentage of Customer Trouble Not Resolved Within Estimated Time 
21 Average Time to Restore 
22 POTS Out of Service Less Than 24 Hours 
23 Frequency ofRepeat Troubles in 30-Day Period 

Network 
Performance 

24 Percent Blocking on Common Trunks 
25 Percent Blocking on Interconnection Trunks 
26 NXX Loaded by LERG Effective Date 

Billing 

30 Wholesale Bill Timeliness 
31 Usage Completeness 
32 Recurring Charge Completeness 
33 Non-Recurring Charge Completeness 
34 Bill Accuracy 

Database 
Updates 

38 Percent Database Accuracy 
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39 E911MS Database U date Interval 
Collocation 

40 Time to Res ond to a Collocation Re uest 
41 Time to Provide a Collocation Arran ement 

Interface 
42 . e Interface is Available 
44 onSlveness 
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Pre-Ordering Measure 1 


Tr lIt e: Avera~ e Response Ime t POd Q0 re- r er uenes 
Area Requirement Description 

Description The response interval for each pre-ordering query is detennined 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 BANRejectedlFailed Queries 

• Facility Availability 

• 
Method of All Electronic: 
Calculation Sum ((Query Response Date and Time) - (Query Submission Date and 

Time» / (Number of Queries Submitted in Reporting Period) 

All Manual: Facility Availability 
Sum [((Fax Date and Time Returned) - (Business Date and Time of 
receipt of valid fax service request» / (Number of Faxes Submitted in 
Reporting Period)] X 100 

Report Period Monthly 
Report Structure Individual CLECs, CLECs in the aggregate, and ILEC affiliate. 
Reported By By query type and by interface type, including fax 
Geographic Level Statewide 
Measurable 
Standards 

Disaggregation Level CLEC Comparison Standard 

All Electronic: Parity Bencbmark 

Address Verification Request for Address Diagnostic Only 
Verification 

Request for Telephone Number Request for Diagnostic Only 
Telephone Number 

Request for Customer Service Request for CSR  Diagnostic Only 
Record - Single Telephone Single Telephone 
Number Number 
Request for Customer Service Request for CSR  Diagnostic Only 
Record-BAN BAN 

Rejected / Failed Queries RejectedlFailed Diagnostic Only 
Queries 

All Manual: 
Facility Availability Request for Facility 

Availability 
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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. 

• Exclude transactions that occur during OSS outages. 
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Ordering Measure 2 


1':1It e: Averag e FOCN fo Ice I tnerva1 
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) 
ElectroniclManual Mix: 
Sum «FOC Date and Time) (Receipt Date and Time of receipt of 
error free order» / (Number of FOCs sent.) 

Report Period Monthly 
Report Structure Individual CLECs, CLECs in the aggregate, by ILEC (if analog 

applies) and ILEC affiliates. 
Reported By • Electronically received/electronically handled 

• Electronically received and manually handled 

• By Service Group Type 
Geographic Level Statewide 
Measurable Disaggregation Level CLEC Retail Comparison Standard 

Standards 
RESALE 

Parity Benchmark 

Blind FOe 
Res POTS Res POTS 

All Electronic 20 mins 
12 hrs 

Bus POTS Bus POTS 
All Electronic 20mins 
ElectroniclManual Mix 12 hrs 

ISDN BRI ISDNBRI 
All Electronic Diagnostic Only 

12 hrs 
ElectroniclManuai Mix 

CENTREX CENTREX 
All Electronic Diagnostic Only 

24 hrs. 
ElectroniclManual Mix 

PBX PBX 
All Electronic Diagnostic Only 

24 hrs. 
ElectronicIManual Mix 

Intelligent FOe 
DDS DDS 

All Electronic 1'8D 
ElectronicIManual Mix 36 business hrs 

DSIIISDN PRI DS lIISDN PRJ 
All Electronic TBD 

36 business hrs 
DS3 DS) 

All Electronic 1'8D 
36 business hrs 

VGPLIDSO VGPLIDSO 
All Electronic TBD 
ElectroniclManual Mix 36 business hrs 

UNBUNDLED NETWORK 
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ELEMEl't'TS 

Blind FOe 
: UNE Loops Non-Designed UNELoops 

All Electronic Non-Designed 30mins 
ElectroniclManual Mix 12 hrs 

, UNE Loops xDSL Provisioned UNE Loops xDSL 
All Electronic Provisioned 30mins 
ElectroniclManuai Mix 12 hrs 

LNP LNP 
All Electronic 20 mins 
ElectroniclManual Mix 12 hrs 

. Intelligent FOe 

I UNE Loops Designed UNELoops 
: All Electronic Designed TBD 

ElectroniclManual Mix 36 business hrs 

EELS EELS 
All Electronic TBD 
ElectroniclManuai Mix 36 business hrs 

UNE Dedicated Transport 

UNE DS !lISDN PRI UNE DS IIISDN 
All Electronic PRI TBD 
ElectronicIManual Mix 36 business hrs 

UNEDS3 UNEDS3 
All Electronic TBD 
ElectroniclManuai Mix 36 business hrs 

Interconnection Trunks Interconnection 
All Electronic Trunks TBD 
ElectroniclManual Mix 7 business dayS 

PROJECTS: 
Projects Projects 

All Electronic Diagnostic Only 
ElectronicIManuai Mix 

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. 
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Ordering Measure 3 


e R'eJectN fItnervaTtl AveragIt e: o Ice 1 
Requirement Description 

Description 
Area 

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 
Sum«Business Date and Time ofILEC Transmission ofOrder 
Rejection) - (Business Date and Time of Order Receipt» I (# of 
Mechanized Orders Rejected) 

Calculation 

ElectronicIManual Mix 
Sum«Business Date and Time ofILEC transmission ofOrder 
Rejection) - (Business Date and Time of Order Receipt» I (# of 
ElectroniclManual Orders Rejected). 
MonthlyReport Period 
Individual CLEC, CLECs in the aggregate, and ILEC Affiliates Report Structure 

Reported By • Electronically received, electronically handled 

• 	 All interfaces 

• 	Resale orders and Facility based UNE orders 

• Electronically received, manually handled 

• 	All interfaces 

• 	Resale orders and Facility based UNE orders 
StatewideGeographic Level 

Measurable 
Standards 

Retail Comparison Standard 
Paritv Benchmllrk 

All Electronic 

Disaggregation Level CLEC 

Reiect Notice I IOmin 
ElectronicIManuai Mix Reject Notice I 12 hrs 

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 ofoperation for the ILEC ordering 
center 

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

• 	 Exclude Loop Pre-Qualification queries created as service orders. 
Notes • 	 None at this time. 
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Ordering Measure 4 

It e: p t fFIercen 0 ow-ThrougJhOdr ers 
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 
Calculation 

[(Number of valid electronically received orders that flow-through 
without manual intervention) / (Total valid electronically received 
service orders)] x 100 

Report Period Monthly 
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 

• By Service Group Types 
Geollraphic Level Statewide 
Measurable 
Standards 

Disaggregation Level 

Resale 

CLEC Retail Comparison Standard 
Parity Benchmark 

Res POTS Res POTS Diagnostic Only 
Bus POTS Bus POTS Diagnostic Only 
ISDNBRI ISDNBRI Diagnostic Only 
CENTREX CENTREX Diagnostic Only 
PBX PBX Diagnostic Only 
DDS DDS Diagnostic Only 
DS llISDN PRI DSI/ISDN PRI Diagnostic Only 
DS3 DS3 Diagnostic Only 
VGPLIDSO VGPLIDSO Diagnostic Only 

UNBUNDLED NETWORK 
ELEMENTS 
UNELoops 
UNE Loops Non-Designed UNE Loops - Non-Designed Diagnostic Only 

UNE Loops Designed ONE loops Designed Diagnostic Only 
UNE Loops xDSL Provisioned UNE Loops xDSL Provisioned Diagnostic Only 

EELS EELS Diagnostic Only 

UNE Dedicated Transport 
UNE DS IIISDN 
PRI 

UNE DSI/ISDN PRI Diagnostic Only 

UNEDS3 UNEDS3 Diagnostic Only 

LNP LNP Diall;nostic Only 

Business Rules • Excludes Loop Pre-Qualification queries. 

Notes • None at this time. 
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Provisioning Measure 5 

~Ol percen age 0 fOrd dOIt e: t ers Jeopar lze d 
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 
Calculation 

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

Report Period Monthly 
Report Structure Individual CLEC, CLECs in the aggregate, ILEC and ILEC Affiliates 
ReporledBy By service group type 
Geof(raphic Level Statewide 
Measurable 
Standards 

CenturyLink is required to provide a retail analog for this measurement. 

Disaggregation Level 

Resale 

CLEC Retail Comparison Standard 
Parity Benchmark 

Res POTS Res POTS Res POTS 
Bus POTS Bus POTS Bus POTS 
ISDNBRI ISDNBRI ISDN BRI 
CENTREX CENTREX CENTREX 
PBX PBX PBX 
DDS DDS DDS 
DSIIISDN PRI DSIIISDN PRI DSIIISDN PRI 
DS3 DS3 DS3 
VGPLIDSO VGPLIDSO VGPLIDSO 

UNBUNDLED NETWORK 
ELEMENTS 
UNELoops 

UNE Loops Non-Designed UNELoops 
Non-Designed 

Bus. POTS 
Dispatched 

UNE Loops Designed UNELoops 
Designed 

DDS, VGPLIDSO 

UNE Loops - xDSL 
Provisioned 

UNE Loops - xDSL 
Provisioned 

Retail xDSL 

EELS EELS DS3, DSIIISDN 
PRJ, VGPLI DSO 

UNE Dedicated Transport 

UNE DS llISDN PRI UNE DS IIISDN 
PRI 

DSllISDN PRI 

UNEDS3 UNEDS3 DS3 

Business Rules • Excludes delays for customer reasons. 

• Excludes Loop Pre-Qualification queries. 
Notes • None at this time. 
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Provisioning Measure 6 


TtlIt e: Avera~ e J d N feopar Ly o Ice I tnerva1 
Area Requirement Description 

Description Measures the remaining time between the pre-existing committed order 
completion date (communicated via the FOC) and the date the ILEC 
issues a notice to the CLEC indicating an order is in jeopardy of 
missing the due date (or the due date has been missed). 

Method of 
Calculation 

Jeopardy Notice: 
Sum((Date of Committed Due Date for the Order) - (Date of Jeopardy 
Notice) / (Number of Orders Jeopardized» 

Notification of Missed Commitments: 
Sum(Due Date of Missed Commit Notice) --( Due Date of Order) / 
(Number of Missed Commit Notices) 

Report Period Monthly 
Report Structure Individual CLECs, CLECs in the aggregate, and ILEC Affiliates 
Reported By • By service group type 

• 
Geollraphic Level Statewide 
Measurable CenturyLink is required to provide a retail analog for this measurement. 
Standards 

Disaggregation Level CLEC Retail Comparison Standard 
Parity Bentbmark 

Resale 
Res POTS Res POTS Res POTS 

Diagnostic Only 
Bus POTS Bus POTS Bus POTS 

Diagnostic Only 
ISDNBRI ISDNBRI ISDNBRI 

Diagnostic Only 
CENTREX CENTREX CENTREX 

Diagnostic Only 
PBX PBX PBX 

Diagnostic Only 
DDS DDS DDS 

Diagnostic Onlv 
DNPRI DS llISDN PRI DS 1 lIS DN PRI 

Diagnostic Onlv 
DS3 DS3 

Diagnostic Onl 
VGPUDSO VGPUDSO 

Diagnostic 

UNBUNDLED NETWORK 
ELEMENTS 
UNELoops 

UNE Loops Non-Designed UNELoops Bus. POTS 
Non-Designed Dispatched 

Diagnostic Only 
UNE Loops Designed UNELoops DDS VGPUDSO 
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Designed Diagnostic Only 
UNE Loops" xDSL 

Provisioned 
UNE Loops" xDSL 
Provisioned 

Retail xDSL 
Diagnostic Only 

EELS I EELS DSlfISDN PRI, 
DS3, VGPlJDSO 
Diagnostic Only 

UNE Dedicated Transport 

UNE DS lIrSDN PRl UNE DSIIISDN 
PRI 

DSlfISDN PRJ 
Diagnostic Only 

UNEDS3 UNEDS3 DS3 
Diagnostic Only 

Projects Projects 
Diagnostic Only 

Projects 
Diagnostic Only 

Business Rules • Excludes customers requested due dates beyond interval offered, 
and orders delayed for customers reasons. 

• Excludes Loop Pre-Qualification queries. 
Notes • If the ILEC policy changes regarding jeopardy notices to their 

Retail customers, this measure should be evaluated for analog. 

• Interval is reported in business days. 
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Provisioning Measure 7 


Tt l It e: Average comple e nervaI
ltd I t 
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 Structure Individual CLEC, CLECs in the aggregate, by ILEC, and ILEC 

Affiliates 
Reported By By service group type and field worklno field work where applicable. 
Geographic Level • Statewide 
Measurable CenturyLink is required to provide a retail analog for this measurement. 
Standards 

Disaggregation Level CLEC Retail Comparison Standard 
Parity Benchmark 

Resale 
Res POTS Res POTS Res POTS 
Bus POTS Bus POTS Bus POTS 
ISDN BRI ISDNBRI ISDNBRI 
CENTREX CENTREX CENTREX 
PBX PBX PBX 
DDS DDS DDS 
DSIIISDN PRI DS llISDN PRI DS 1 lIS DN PRI 
DS3 DS3 DS3 
VGPLIDSO VGPLIDSO VGPLIDSO 

UNBUNDLED NETWORK 
ELEMENTS 
UNELoops 

UNE Loops Non-Designed UNELoops Bus. POTS 
Non-Designed Dispatched 

UNE Loops Designed - Field UNELoops DDS,VGPLIDSO 
Work Designed Field 

Work 
UNE Loops Designed  No Field UNELoops 6 Days 
Work Designed - No 

Field Work 
UNE Loops - xDSL UNE Loops - xDSL 3.5 Days 

Provisioned - No Field Work Provisioned - No 
Field Work 

UNE Loops - xDSL UNE Loops - xDSL RetailxDSL 
Provisioned FieldWork Provisioned - Field 

Work 

• EELS EELS DSIIISDNPRI, 
DS3, VGPLIDSO 

• UNE Dedicated Transport 

I 

UNE DS llISDN PRl UNE DSIIISDN DSl/ISDN PRI 
PRI 

UNEDS3 UNEDS3 DS3 
Interconnection Trunks Interconnection ILEC Dedicated 

Trunks Trunks 
Projects Projects Diagnostic Projects 
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I Only I Diagnostic Only I 
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 Measure 8 

Title: Percent Completed Within Standard Interval 
Area Requirement Description 

Description Measures orders completed within the standard interval of receipt of 
valid, error-free service request. 

Method of 
Calculation 

[(Total New, Move and Change Orders Completed Within the Standard 
interval of Receipt of Valid, Error-free Service Request) / (Total New, 
Move and Change Orders)] x 100 

Report Period Monthly 
Report Structure Individual CLEC, CLECs in the aggregate, by ILEC, and ILEC 

Affiliates 
ReportedBv By service group type excluding services with flexible due dates. 
Geographic Level Statewide 
Measurable 
Standards 

CenturyLink is required to provide a retail analog for this measurement 

Disaggregation Level 

Resale 

CLEC Retail Comparison Standard 
Parity Benchmark 

Res POTS Res POTS Res POTS 
Diagnostic Only 

Bus POTS Bus POTS Bus POTS 
Diagnostic Only 

ISDN BRI ISDNBRI ISDNBRI 
Diagnostic Only 

CENTREX CENTREX CENTREX 
Diagnostic Onlv 

PBX PBX PBX 
Diagnostic Onlv 

DDS DDS DDS 
Diagnostic Only 

DS llISDN PRI DS llISDN PRI DSIIISDN PRI 
Diagnostic Only 

DS3 DS3 DS3 
Diagnostic Only 

VGPLIDSO VGPLIDSO VGPLIDSO 
Diall;nostic Only 

UNBUNDLED NETWORK 
ELEMENTS 
UNELoops 

UNE Loops Non-Designed UNELoops 
Non-Designed 

Bus. POTS 
Dispatched 
Diagnostic Only 

UNE Loops Designed UNELoops 
Designed 

DDS, VGPLIDSO 
Diagnostic Only 

UNE Loops - xDSL 
Provisioned 

UNE Loops - xDSL 
Provisioned 

Retail xDSL 
Dia!!nostic Onlv 

EELS EELS DSIIISDN PRI, 
DS3, VGPLIDSO 
Diagnostic Onlv 

UNE Dedicated Transport 
UNE DS llISDN PRI UNE DS IIISDN 

PRI 
DSIIISDN PRI 
Diagnostic Only 

UNEDS3 UNEDS3 DS3 

Florida Performance Measurement Plan 21 
February 1,2013 



CenturyLink Performance Measurement Plan 


Diagnostic Only 
Interconnection Trunks Interconnection 

Trunks 
ILEC Dedicated 
Trunks 
Diagnostic Onlv 

Projects Projects Diagnostic 
Only 

Projects 
Diagnostic Only 

Business Rules • Excludes customer requested due dates greater than the standard 
interval, and orders delayed for customer reasons. 

• Excludes services with flexible due dates. 

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

• Excludes Loop Pre-Qualification queries. 
Notes • None at this time. 
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Provisioning Measure 11 

Title: Percent ofDue 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 
Calculation 

[(Total Number of Missed Due Dates Due to ILEC Reasons for New, 
Move and Change Orders) I (Total Number ofCompleted New, Move 
and Change Orders)] x 100 

Report Period Monthly 
Report Structure Individual CLEC, CLECs in the aggregate, by ILEC, and ILEC 

Affiliates 
Reported .8v By service group type and Field WorkINo Field Work as appropriate 
Geographic Level Statewide 
Measurable 
Standards 

CenturyLink is required to provide a retail analog for this measurement. 

Disaggregation Level 

Resale 

CLEC Retail Comparison Standard 

Parity Bencbmark 

Res POTS Res POTS Res POTS 
Bus POTS Bus POTS Bus POTS 
ISDNBRI ISDNBRI ISDNBRI 
CENTREX CENTREX CENTREX 
PBX PBX PBX 
DDS DDS DDS 
DSllISDN PRJ DS llISDN PRJ DSllISDN PRJ 
DS3 DS3 DS3 
VGPLfDSO VGPLfDSO VGPLfDSO 

UNBUNDLED NETWORK 
ELEMENTS 
UNELoops 

UNE Loops Non-Designed UNELoops 
Non-Designed 

Bus. POTS 
Dispatched 

UNE Loops Designed - No 
FieldWork 

UNELoops 
Designed - No 
Field Work 

10% 

UNE Loops Designed Field 
Work 

UNELoops 
Designed - Field 
Work 

DDS and 
VGPLfDSO 

UNE Loops· xDSL 
Provisioned 

UNE Loops - xDSL 
Provisioned 

Retail xDSL 

EELS EELS DS IIISDN PRI, 
DS3, VGPLfDSO 

UNE Dedicated Transport 
UNE DSIIISDN PRI UNE DS l/ISDN 

PRI 
DSIIISDNPRI 

UNEDS3 UNEDS3 DS3 
Interconnection Trunks Interconnection 

Trunks 
!LEC 
Trunks 

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

• Excludes canceled 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 12 

Title: Percent of Due Dates Missed Due to Lack of Facilities 
Area Requirement Description 

Description Measures the percent of new. move and change orders missed due to 
lack of facilities. 

Note: Results also included in Measure "Percent Missed Due Dates" 
Methodo! [«Total New, Move and Change Orders Missed Due Dates Due to 
Calculation Lack of Facilities) / (Total Number ofNew, Move and Change 

Orders»] x 100 
Report Period Monthly 
Report Structure Individual CLEC, CLECs in the aggregate, by ILEC, and ILEC 

Affiliates 
Reported By By service group type 
Geographic Level Statewide 
Measurable CenturyLink is required to provide a retail analog for this measurement. 
Standards 

tion Level CLEC Retail Comparison Standard 

Resale Parity Ben(hmark 
Res POTS Res POTS Res POTS 
Bus POTS Bus POTS Bus POTS 

Diagnostic Only 
ISDNBRJ ISDNBRJ ISDNBRJ 

DiaiiUlostic Only 
CENTREX CENTREX CENTREX 

DiaiiUlostic Only 
PBX PBX PBX 

Diagnostic Only 

I DDS DDS DDS 
DiaiiUlostic Only 

DSI/ISDN PRI DS IIISDN PRI DS I!ISDN PRI 
Diagnostic Only 

DS3 DS3 DS3 
Diagnostic Only 

VGPLIDSO VGPLIDSO VGPLIDSO 
Diagnostic Only 

UNBUNDLED NETWORK 
ELEMENTS 
UNELoODS 

UNE Loops Non-Designed UNELoops Bus. POTS 
Non-Designed Dispatched 

Diagnostic Only 
I UNE Loops Designed UNELoops DDS, VGPLIDSO 

DesiiiUled DiaiiUlostic Only 
UNE Loops - xDSL UNELoops xDSL Retail xDSL 

Provisioned Provisioned DiaiiUlostic Only 

EELS EELS DSIIISDN PRI, 
DS3, VGPLIDSO 
Diagnostic Only 

I UNE Dedi(ated Transport 
UNE DSIIISDN PRI UNE DSI/ISDN DSllISDN PRI 

PRJ Diagnostic Only 
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UNEDS3 DS3 

Interconnection Trunks 

Business Rules • 	 All available due dates are reported, except those missed due to 
customer reasons. 

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

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

• 	 Excludes Loo Pre-Qualification ueries. 
Notes • 	 None at this time. 
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Provisioning Measure 13 

Ttl DIe ay order nerva1t0 C 1 f aeIt e: I t ompJe Ion D t 

Area Requirement Description 
Description Measures the average calendar days from due date to completion date 

on company missed orders. 
Method of Sum ((Completion Date for orders missed) - (Committed Order Due 
Calculation Date for orders missed)) / (Number of Orders Missed in the Reporting 

Period) 
Report Period Monthly 
Report Structure Individual CLEC, CLECs in the aggregate, by ILEC, and ILEC 

Affiliates 
Reported By • By service group type 

• 
Geographic Level Statewide 
Measurable CenturyLink is required to provide a retail analog for this measurement. 
Standards 

Disaggregation Level CLEC Retail Comparison Standard 
Resale 

Parity Benchmark 

Res POTS Res POTS Res POTS 
Bus POTS Bus POTS Bus POTS 
ISDN BRI ISDNBRI ISDN BRI 
CENTREX CENTREX CENTREX 
PBX PBX PBX 
DDS DDS DDS 

I DSIIISDN PRI DSIIISDN PRI DS llISDN PRI 
DS3 DS3 DS3 
VGPLIDSO VGPLIDSO VGPLIDSO 

UNBUNDLED 
NETWORK ELEMENTS 
UNELoops 

UNE Loops Non- UNE Loops - Non- Bus. POTS Dispatched 
Designed Designed 

UNE Loops Designed UNE Loops Designed DDS and VGPLIDSO 
. UNE Loops - xDSL UNE Loops - xDSL Retail xDSL 
i Provisioned Provisioned 

EELS EELS DS IIISDN PRI, DS3, 
VGPLIDSO 

UNE Dedicated Transport 

UNE DS llISDN UNE DSllISDN PRJ DSIIISDN PRI 
PRI 
UNEDS3 UNEDS3 DS3 

Interconnection Trunks Interconnection Trunks ILEC Dedicated Trunks 

Lack of Facilities Lack of Facilities Diagnostic Only 

Business Rules • Excludes Loop Pre-Qualification queries. 
Notes • Lack of Facilities represents a subset of all delayed orders reported 

by service group type. 
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Provisioning Measure 15 

Title: Provisioning Trouble Reports Prior to Service Order 
ompe Ionelf 

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 
Calculation 

[(Total number of trouble reports that occur from the time of service 
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 Structure Individual CLEC, CLECs in the aggregate, ILEC, and ILEC Affiliates 
Reported By • By Resale, UNE Loop Non-Designed, and LNP 

• By Affecting Service and Out of Service 
Geographic Level Statewide 
Measurable 
Standards 

CenturyLink is required to provide a retail analog for this measurement. 

Disaggregation Level 

Resale 

CLEC Retail Comparison Standard 

Parity Benchmark 
ResPOTS, Bus POTS 

UNBUNDLED NETWORK 
ELEMENTS 

Res POTS, Bus 
POTS 

Res POTS, Bus 
POTS 
Diagnostic Only 

UNELoops 
UNE Loops Non·Designed UNE Loops 

Non-Designed 
Bl Dispatch Non-
Designed 
Diagnostic Only 

LNP LNP LNP 
Diagnostic Only 

Business Rules • Excludes CPE and IECIIXC/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 

Tt l It e: p t or N rercen age TroubIes In 5Days £ ew Oders 
Area Requirement Description 

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

Methodo! [(Total Number of Customer Trouble reports received within 5 calendar 
Calculation days of service order completion) I (Total Number of new, move and 

change completed orders)] x 100 
Report Period Monthly 
Report Structure Individual CLEC, CLECs in the aggregate, ILEC, and ILEC Affiliates 
Reported By By service group type 
Geo1!raphic Level Statewide 
Measurable • CenturyLink is required to provide a retail analog for this measurement. 
Standards 

I Disaggregation Level CLEC Retail Comparison Standard 

Resale Parity Bencbmark 
Res POTS Res POTS Res POTS 
Bus POTS Bus POTS Bus POTS 
ISDNBRI !SDNBRI !SDNBRI 
CENTREX CENTREX CENTREX 
PBX PBX PBX 
DDS DDS DDS 
DSIIISDN PRI DS llISDN PRI DS llISDN PRI 
DS3 DS3 DS3 
VGPLIDSO VGPLIDSO VGPLIDSO 

UNBUNDLED NETWORK 
ELEMEl'HS 
UNELoops 

UNE Loops Non-Designed UNELoops Res and Bus. POTS 
Non-Designed 

UNE Loops Designed UNELoops DDS and VGPLIDSO 
Designed 

UNELoops xDSL UNE Loops - xDSL Retail xDSL 
i Provisioned Provisioned 

I EELS EELS DSIIISDN PRI, DS3, 
VGPLIDSO 

UNE Dedicated Transport 
UNE DSIIISDN PRI UNE DSIIISDN DS [IISDN PRI 

PRI 
UNEDS3 UNEDS3 DS3 

LNP LNP LNP 

Business Rules • Excludes CPE and IECIIXC/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. 
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• 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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Provisioning Measure 18 

'l A verage comp e Ion Nflnervat 1Tlte: 1 f o Ice 
Area ~ Requirement Description 

Description sures the average time per order to issue notification to CLEC of a 
leted order. 

Method of 
Calculation 

All Electronic: 
Sum( (Date and Time of Electronic Completion Notification to CLEC) 
(Date and Time of Work Completion)) / (Number of Orders Completed 
Electronically) 

ElectroniclManual Mix: 
«Date and Time of Electronic Completion Notification to CLEC for 

Orders Completed that Required Manual Intervention)- (Date and Time 
of Work Completion)/ (Number of Orders Completed That Required 
Manual Intervention) 

Report Period Monthly 
Report Structure Individual CLEC, CLECs in the aggregate, and by ILEC Affiliates 
Reported By d ElectroniclManual Mix Interface 
Geographic Level Statewide 
Measurable 
Standards 

Disaggregation Level CLEC Retail Comparison Standard 

Parity Benchmark 
All Electronic Completion Notice 

Diagnostic Only 
ElectronicIManual Mix Completion Notice 

Diagnostic Only 

Business Rules • 24-hour clock is used to measure interval for electronic/manual 
process. 

• For fully electronic completions that occur after llpm (Eastern), 
the interval will start at 8am (Eastern) the next business day. 

• Excludes weekends and ILEC published holidays. 

• Excludes Loop Pre-Qualification queries. 
Notes • CenturyLink will track fall out rate. 
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Maintenance Measure 19 

Tt l It e: Cus orner T rou bi eportRtaet e R 
Area Requirement Description 

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

Method of [(Total Number of Customer initial and repeat network trouble reports) 
Calculation I (Number of access lines/circuitslUNEs in service at the end of the 

reporting period)] x 100 
Report Period Monthly 
Report Structure Individual CLEC, CLECs in the aggregate, ILEC, and ILEC Affiliates 
Reported By By service group type 
Geof(raphic Level Statewide 
Measurable CenturyLink is required to provide a retail analog for this measurement. 
Standards 

Disaggregation Level CLEC Retail Comparison Standard 

Resale Parity Benchmark 
Res POTS Res POTS Res POTS 

Diagnostic Only 
Bus POTS Bus POTS Bus POTS 

Diagnostic Only 
ISDN BRI ISDNBRI ISDNBRI 

Diagnostic Only 
CENTREX CENTREX CENTREX 

Diagnostic Only 
PBX PBX PBX 

Diagnostic Only 
DDS DDS DDS 

Diagnostic Only 
DSIIISDN PRI DS I/ISDN PRI DSIIISDN PRI 

Diagnostic Only 
DS3 DS3 DS3 

Diagnostic Only 
VGPLIDSO VGPLIDSO VGPUDSO 

Diagnostic Only 
UNBUNDLED NETWORK 
ELEMENTS 
UNELoops 

UNE Loops Non- UNELoops Res and Bus. POTS 
Designed Non-Designed Diagnostic Only 

UNE Loops Designed UNE Loops DDS and VGPUDSO 
Designed Diagnostic Only 

UNE Loops - xDSL UNE Loops - xDSL Retail xDSL 
Provisioned Provisioned Diagnostic Only 

EELS EELS DSIIISDN PRI, DS3, 
VGPUDSO 
Diagnostic Only 

UNE Dedicated Transport 
UNE DS IIISDN PRI UNE DSIIISDN PRI DSIIISDN PRI 

Diagnostic Only 
UNEDS3 UNEDS3 DS3 

Diagnostic Only 
Interconnection Trunks Interconnection ILEC Dedicated Trunks 

Trunks Diagnostic Only 
LNP LNP LNP 

Diagnostic Only 
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Business Rules • Excludes CPE and IECIIXC/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 

Area Requirement Description 
Description Measures the percent of trouble reports not cleared by the commitment 

time. 
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 Structure Individual CLEC, CLECs in the aggregate, ILEC, and ILEC Affiliates 
Reported By • By service group type 

• By dispatch and no dispatch 
Geof(raphic Level Statewide 
Measurable 
Standards 

CenturyLink is required to provide a retail analog for this measurement. 

Disaggregation Level 

Resale 

CLEC Retail Comparison Standard 

Parity Benchmark 
Res POTS Res POTS Res POTS 

Diagnostic Only 
Bus POTS Bus POTS Bus POTS 

Diagnostic Only 
ISDNBRI ISDNBRI ISDN BRI 

Diagnostic Only 
CENTREX CENTREX CENTREX 

Diagnostic Only 
PBX PBX PBX 

Diagnostic Only 
DDS DDS DDS 

Diagnostic Only 
DSl/ISDN PRI DSIIISDN PRI DSIIISDN PRI 

Diagnostic Only 
DS3 DS3 DS3 

Diagnostic Only 
VGPLIDSO VGPLIDSO VGPLIDSO 

Diagnostic Only 
UNBUNDLED NETWORK 
ELEMENTS 
UNE Loops 
UNE Loops Non-Designed UNELoops 

Non-Designed 
Res and Bus. POTS 
Diagnostic Only 

UNE Loops Designed UNELoops 
Designed 

DDS and 
VGPLIDSO 
Diagnostic Only 

UNE Loops - xDSL Provisioned UNE Loops - xDSL 
Provisioned 

Retail xDSL 
Diagnostic Only 

EELS EELS DSIIISDN PRI, 
DS3, VGPL IDSO 
Diagnostic Only 

UNE Dedicated Transport 
UNE DSIIISDN PRI UNE DS llISDN 

PRI 
DS IIISDN PRI 
Diagnostic Only 

UNEDS3 UNEDS3 DS3 
Diagnostic Only 
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Interconnection Trunks Interconnection 
Trunks 

ILEC Dedicated 
Trunks 
Diagnostic Only 

LNP LNP LNP 
Diagnostic Only 

Business Rules • Excludes CPE and IECIIXC/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 

es ore Ttl AveraE e tme t0 R tIt e: 

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 
Calculation 

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

Report Period Monthly 
R~ort~tructure Individual CLEC~ CLECs in the aggregate~ ILEC~ and ILEC Affiliates 
Reported By r:-BY service group type 

By dispatch and no dispatch 
Geographic Level Statewide 
Measurable 
~tandards 

CenturyLink is required to provide a retail analog for this measurement. 

Disaggregation Level 

Resale 

CLEC Retail Comparison Standard 

Parity Benchmark 
Res POTS Res POTS Res POTS 
Bus POTS Bus POTS Bus POTS 
ISDNBRJ ISDNBRJ ISDNBRI 
CENTREX CENTREX CENTREX 
PBX PBX PBX 
DDS DDS DDS 
DSIIISDN PRJ DS llISDN PRJ DSIIISDN PRJ 
DS3 DS3 DS3 
VGPLIDSO VGPLIDSO VGPLIDSO 

~ETWORK 

UNELoops 
UNE Loops Non-Designed UNELoops 

Non-Designed 
Res and Bus. POTS 

UNE Loops Designed UNELoops 
Designed 

DDS and VGPUDSO 

UNE Loops - XDSL 
Provisioned 

UNE Loops - xDSL 
Provisioned 

Retail xDSL 

EELS EELS DSIIISDN PRJ, DS3, 
VGPL/DSO 

UNE Dedicated Transport 
UNE DSIIISDN PRJ UNE DSIIISDN 

PRJ 
DSllISDN PRJ 

UNEDS3 UNEDS3 DS3 
Interconnection Trunks Interconnection 

Trunks 
ILEC Dedicated 
Trunks 

LNP LNP LNP 
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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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Maintenance Measure 22 

Title: POTS Out of Service Less Than 24 Hours 
Area Requirement Description 

Description Measures the percent of POTS out-of-service trouble reports cleared in 
less than 24 hours. 

Method of 
Calculation 

[(Total number of out of service network troubles cleared in less than 
24 hours) / (Total number of out of service network troubles reported)] 
x 100 

Note: For non-designed services only 
Report Period Monthly 
Report Structure Individual CLEC, CLECs in the aggregate, ILEC, and ILEC Affiliates 
Reported By By POTS Residence and Business (Resale), 
Geographic Level Statewide 
Measurable 
Standards 

CenturyLink is required to provide a retail analog for this measurement. 

Disaggregation Level 

Resale 

CLEC Retail Comparison Standard 

Parity Benchmark 
Res. POTS, Bus POTS Res POTS, Bus 

POTS 
Res POTS, Bus 
POTS 
Diagnostic Only 

Business Rules • Residential and Business POTS only. 

• Excludes no access. 

• Interval for tickets received Saturday, Sunday or ILEC published 
holiday begins no later than Monday morning. 

• Excludes CPE and IECIIXC/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. 

• Excludes out of service tickets when the customer requests a 
commitment more than 24 hours from the time the trouble is 
reported. 

Notes • 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 0 fRepeat T rou bieSln 30Day Penod 

Area Requirement Description 
Description Measures 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 Structure Individual CLEC, CLECs in the aggregate, ILEC, and ILEC Affiliates 
ReportedBv By service group type 
Geographic Level Statewide 
Measurable 
Standards 

CenturyLink is required to provide a retail analog for this measurement. 

Disaggregation Level 

Resale 

CLEC Retail Comparison Standard 

Parity Benchmark 
Res POTS Res POTS Res POTS 
Bus POTS Bus POTS Bus POTS 
ISDNBRI ISDN BRI ISDNBRI 
CENTREX CENTREX CENTREX 
PBX PBX PBX 
DDS DDS DDS 
DSIIISDN PRI DSIIISDN PRI DSIIISDN PRI 
DS3 DS3 DS3 
VGPlJDSO VGPLIDSO VGPLIDSO 

UNBUNDLED NETWORK 
ELEMENTS 
UNELoops 

UNE Loops Non-Designed UNELoops 
Non-Designed 

Res and Bus. POTS 

UNE Loops Designed UNELoops 
Designed 

DDS and VGPlJDSO 

UNE Loops - xDSL 
Provisioned 

UNE Loops - xDSL 
Provisioned 

Retail xDSL 

EELS EELS DSIIISDN PRI, DS3, 
VGPlJDSO 

UNE Dedicated Transport 
UNE DS 1IISDN PRI UNE DS IIISDN 

PRI 
DSIIISDN PRI 

UNEDS3 UNEDS3 DS3 
Interconnection Trunks Interconnection 

Trunks 
ILEC Dedicated 
Trunks 

LNP LNP LNP 

Business Rules • Excludes CPE and IECIIXC/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 
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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 24 

Tt.t[,e: percentBlock'lng on common Trunks 
Area Requirement Description 

Description Measures the total percentage of blockage across all common and shared 
transport trunk groups exceeding 1 % blockage. 

Note: Includes list of trunks exceeding 1 % benchmark 
Methodo! 
Calculation 

[(Total blocked calls across all common and shared transport trunk 
groups)/(Total call attempts count across all common and shared transport 
trunk groups)] x 100 

Report Period Monthly 
Report Structure Reported by common/shared transport trunk group 
Reported .8.)' State 
Geographic Level Statewide 
Measurable 
Standards 

Disaggregation Level CLEC Retail Comparison Standard 
Parity Benchmark 

State Common Tnmk Group 
I Diagnostic Only 

Business Rules • Exclude 911 trunks except where ILEC has augmentation control. 

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

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

• Measured by: 
- Total trunk groups 
- Percent Blocking 

Notes • Common trunk groups provide service to all customers, therefore, there 
is one result for both CLEC and ILEC. 
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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 exceeding 1 % blockage. 

Method of 
Calculation 

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

Report Period Monthly 
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 I Diagnostic Only 

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 Performance Measure 26 

Title: NXX Loaded by LERG Effective Date 
Area Requirement Description 

Description Measures the number ofNXXs loaded and tested by the LERG 
effective date. 

Methodo! [((Number ofNXXs loaded and tested by LERG effective date) / 
Calculation (Number ofNXXs scheduled to be loaded and tested by LERG 

effective date»] x 100 
Report Period Monthly 
Report Structure Individual CLEC, CLECs in the aggregate, by ILEC (if analog applies) 

and by ILEC Affiliates 
Reported By Reported for all NXX codes scheduled to be loaded in reporting period 
Geol!raphic Level Statewide 
Measurable CenturyLink is required to provide a retail analog for this measurement. 
Standards 

Disaggregation Level CLEC Retail Comparison Standard 

Parity Benchmark 
CLLI CLEC NXXs loaded ILEC NXXs loaded IDiagnostic Only 

Business Rules • Excludes any NXX codes with requested loading interval of less 
than the industry standard (currently 45 calendar days). 

• Excludes any NXX code facilities that cannot be completely tested 
because the CLEC has not provided an accurate test number or 
because CLEC facilities have not been installed. 

Notes NXX loading procedures include central office/tandem translations, 
verification of translations, call through testing, and AMA testing. 
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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 
Calculation 

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

Report Period Monthly 
Report Structure Individual CLEC, CLECs in the aggregate, and by ILEC Affiliates 
Reported By • Resale 

• UNE 

• F acilitieslInterconnection 
Geollraphic Level Statewide 
Measurable 
Standards 

Disaggregation Level CLEC Retail Comparison Standard 

Paritv Bentbmark 
Resale CLEC Invoices 99% within 10 

calendar days 
UNE CLEC Invoices 99% within 10 

calendar days 
FacilitieslInterconnection CLEC Invoices 99% within 10 

calendar 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. 

Florida Performance Measurement Plan 46 
February 1,2013 



CenturyLink Performance Measurement Plan 

Billing Measure 31 

Tt l usage compe1 tenessIt e: 

Area Requirement Description 
Description Measures the percentage of usage charges appearing on the correct bill. 

*Correct bill = next available bill 
Method of 
Calculation 

[(Count of usage charges on the bill that were recorded within last 30 
billing days) / (Total count of usage charges on the bill)] x 100 

Report Period Monthly 
Report Structure Individual CLEC, CLECs in the aggregate, by ILEC (if analog applies) 

and by ILEC Affiliates 
ReporledBy • Resale 

• UNE 

• Facilities/Interconnection 
Geof(raphic Level Statewide 
Measurable 
Standards 

CenturyLink is required to provide a retail analog for certain levels of 
disaggregation for this measurement. 
Disaggregation Level CLEC Retail Comparison Standard 

Parity Benchmark 
Resale IntraLATA toll 

messages sent-paid 
CenturyLink 
IntraLATA toll 
messages sent-paid 

UNE Minutes of use 95% complete 
FacilitieslInterconnection Minutes of use 95% complete 

Business Rules • Excludes summarized charges. 

• Billing dataset will be defined as charges occurring in past monthly 
period and processed within 3 calendar days of the end of the 
billing month. 

• Long duration calls are excluded because the message date does not 
accurately reflect the date on which the message was recorded. 
Long duration calls are defined as calls that remain connected 
through two successive midnights. 

• Excludes usage recorded by other (non-CenturyLink affiliate) 
companies and sent to CenturyLink. 

Notes • None at this time. 
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Billing Measure 32 

Tt I It e: Recurnng Charge C 1 tompJe eness 
Area Requirement Description 

Description Measures the percentage of fractional recurring charges appearing on 
the correct bill. 
* Correct bill next available bill 

Method of 
Calculation 

[(Count of fractional recurring charges that are on the correct bill *) / 
(Total count of fractional recurring charges that are on the bill)] x 100 

Report Period Monthly 
Report Structure Individual CLEC, CLECs in the aggregate, by ILEC (if analog applies) 

and by ILEC Affiliates 
Reported By • Resale 

• UNE 
• Facilities/Interconnection 

Geographic Level Statewide 
Measurable 
Standards 

CenturyLink is required to provide a retail analog for certain levels of 
disaggregation for this measurement. 
Disaggregation Level CLEC Retail Comparison Standard 

Parity Benchmark 
Resale Number of 

fractional OCCs 
Number of 
fractional acCs 

UNE % charges on 
correct bill 

90% Complete 

FacilitieslInterconnection % charges on 
correct bill 

90% Complete 

Business Rules • Billing dataset will be defined as charges occurring in past monthly 
period and processed within 3 calendar days of the end of the 
billing month. 

• Excludes zero dollar billing charges. 
• Excludes late charges resulting from mandated billing changes if 

CenturyLink makes its changes on time. 
Notes • None at this time. 
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Billing Measure 33 

Title: Non-Recurnng Charge C 1ompj eteness 
Requirement Description Area 

Measures the percentage of non-recurring charges appearing on the 
correct bill. 

Description 

* Correct bill =next available bill 
[(Count of non-recurring charges that are on the correct bill) I (TotalMethod of 
count of non-recurring charges that are on the bill)] x 100 Calculation 
MonthlyReport Period 
Individual CLEC, CLECs in the aggregate, by ILEC (if analog applies) 
and by ILEC Affiliates 

Report Structure 

Reported By • 	 Resale 

• 	UNE 

• 	F ac ilitiesiInterconnection 
StatewideGeographic Level 
CenturyLink is required to provide a retail analog for certain levels ofMeasurable 
disaggregation for this measurement. Standards 
Disaggregation Level CLEC Retail Comparison Standard 

Parity Benchmark 
, Resale number of Total number of 

ecurring OCCs non-recurring 
OCCs 

I UNE 	 charges on 90% complete 
bill 

nterconnection I % ofcharges on 90";(, complete 
correct bill 

Business Rules • 	 Billing dataset will be defined as charges occurring in past monthly 
period and processed within 3 calendar days of the end of the 
billing month. 

• 	 Excludes zero dollar billing charges. 

• 	 Excludes late charges resulting from mandated billing changes if 
CenturyLink makes its changes on time. 

Notes • 	None at this time. 
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Billing Measure 34 

ITite: B'llA1 ccuracy 
Area Requirement Description 

Description Measures the percentage of the total bill amount that is not adjusted by 
correcting service orders or adiustments on a rolling six month average. 

Method of 
Calculation 

(Total monies billed without corrections on a rolling six month 
average) / (Total monies billed on a rolling six month average) x 100 

Report Period Monthly 
Report Structure Individual CLEC, CLECs in the aggregate, by ILEC (if analog applies) 

and by ILEC Affiliates 
Reported By • Resale 

- Usage 
- Recurring Charges 
- Non-Recurring Charges 

• UNE 
- Usage 
- Recurring Charges 
- Non-Recurring Charges 

• Facilities/Interconnection 
- Usage 
- Recurring Charges 
- Non-Recurring Charges 

Geographic Level Statewide 
Measurable 
Standards 

CenturyLink is required to provide a retail analog for certain levels of 
disaggregation for this measurement. 
Disaggregation Level 

Resale 

CLEC Retail Comparison Standard 

Parity Benchmark 

Usage Total Dollars billed 
and adjustments for 
usage 

Total Dollars 
billed and 
adj ustments for 
usage - Diagnostic 
Only 

Recurring Charge Total Dollars billed 
and adjustments for 
recurring charges 

Total Dollars 
billed and 
adjustments for 
recurring charges 
- Diagnostic Only 

Non-recurring Charges Total Dollars billed 
and adjustments for 
non-recurring 
charges 

Total Dollars 
billed and 
adjustments for 
non-recurring 
charges 
Diagnostic Only 

UNE 
Usage Total Dollars billed 

and adjustments for 
usage 

Diagnostic Only 

Recurring Charge Total Dollars billed 
and adjustments for 
recurring 

Diagnostic Only 
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Non-recurring Charges Total Dollars billed 
and adjustments for 
nonrecurring 

Diagnostic Only 

FacilitieslInterconnection 
Usage Total Dollars billed 

and adjustments for 
usage 

Diagnostic Only 

Recurring Charges Total Dollars billed 
and adjustments for 
recurring 

Diagnostic Only 

Non-recurring Charges Total Dollars billed 
and adjustments for 
nonrecurring 

Diagnostic Only 

Business Rules • Excludes Uncollectable status accounts, restoration charges, non
recurring charges billed in installments, non-regulated charges, 
refunds of deposits, transfer of payments or balances, returned 
check charges, taxes, and surcharges. 

• Excludes adjustments issued for reasons not related to bill accuracy. 
Notes • None at this time. 
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Database Updates Measure 38 

TtlIt e: percentDa a t b ase 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. 

• E911 Databases 
Method of 
Calculation 

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

Report Period Monthly 
Reportjltructure 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 
Geol!raphic Level Statewide 
Measurable 
jltandards 

CenturyLink is required to provide a retail analog for this measurement. 

Disaggregation Level CLEC Retail Comparison Standard 

Parity Benchmark 
E911 

Service Order Number Updates Number Updates 
Diagnostic Only 

Direct Gateway 
Diagnostic Only 

Business Rules • Excludes CLEC caused errors 
Notes • CLECs reserve the right to request additional databases be included in 

this measure. 

• 
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Database Updates Measure 39 

Title: E911 MS D tab ase Uda Ip~ ate 
Area Requirement Description 

Description Measures the percentage ofE911 database updates completed within 24 
hours. 

Method of (Number of records updated within 24 hours) I (Total number of 
Calculation records updated) x 100 
Report Period Monthly 
Report Structure Individual CLECs, CLECs in the aggregate, by ILEC (if analog 

applies) and by ILEC Affiliates 
Reported By Update types 
Geoflraphic Level Statewide 
Measurable CenturyLink is required to provide a retail analog for certain levels of 
Standards disaggregation for this measurement. 

Disaggregation Level CLEC Retail Comparison Standard 

Parity Benchmark 
i Service Order Update 911 Updates 911 Updates 

Diagnostic Only 
Direct Gateway Update % Updates within 

24 hours Diagnostic Only 

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 • For this measurement, CenturyLink will provide a retail analog for 

retail to resale customers and a benchmark for those facility based 
CLEC carriers who use CenturyLink to load their ALI records to 
the PSAPs via file transfer methods. 
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Collocation Measure 40 

It e: 0 Respondtoa C0 11ocalon RequestTt I Ime t f 
Area Requirement Description 

Description Measures the percentage of time the ILEC responds to a CLEC 
complete collocation request, within the allotted time. 

Method of Space Availability: 
Calculation [(Count of Complete Requests due and returned within 15 calendar 

days) / (Count of requests returned for Space Availability)] x 100 

Price and Schedule Quote: 
[(Count of Complete Requests due and returned within 15 calendar 
days) / (Count of requests returned for Price and Schedule Quote)] x 
100 

Right Of Way Required: 
[(Count of complete Space Availability requests requiring ROW 
permits returned within 15 calendar days )/( Count of Space Availability 
requests returned that required ROW permits)] x 100 

ICB (Individual Case Basis) Quote: 
[(Count of complete ICB Price and Schedule Quote requests due and 
returned within 15 calendar days)/(Count of ICB Price and Schedule 
Quote requests due)] x 100 

Report Period Monthly 
Report Structure Individual CLECs, CLECs in the aggregate and by ILEC Affiliates 
ReportedBy • All Collocation Types: Caged, Cageless, Virtual, and Other 

• Space Availability 

• Price and Schedule Quote 

• Space Availability Requests Requiring ROW Permits 

• Price and Schedule Quotes for non-Commission Approved Price 
List requests with Individual Case Basis (ICB) requirements 

Geographic Level Statewide 
Measurable 
Standards 

Disaggregation Level CLEC I ::::Comparison Smndard 

. Benchmark 

Space Availability: 
Physical Caged Space Availability 

Requests Diagnostic Only 
Physical Cageless Space Ava 

Diagnostic Only 
Virtual S 

Requests Diagnostic Only 
I Other Space Availability 

Requests Diagnostic Only 
ROW Space Availability 

Requests Diagnostic Only 
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Price and Schedule Quote 

Physical Caged Price and Schedule 
Quotes Diagnostic Only 

Physical Cageless Price and Schedule 
Quotes Diagnostic Only 

Virtual Price and Schedule 
Quotes Diagnostic Only 

Other Price and Schedule 
Quotes Diagnostic Only 

ICB Requests ICB Price and 
Schedule Quotes Diagnostic Only 

Business Rules • Excludes orders canceled by CLEC. 

• Excludes requests/applications that are incomplete and must be 
returned to CLEC for completion. The new completed version 
counts as a new request. 

• If an CLEC submits ten or more applications within ten calendar 
days the initial 15 day response period will increase by 10 days for 
every additional 10 applications. 

• CenturyLink will provide a tracking log for ROW requests that 
provide the following component: Name of agency contacted, date 
ROW request submitted to the agency, and date ROW received 
from agency. 

Notes • A collocation application is complete when both the application and 
applicable application fee are received by CenturyLink. 
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Collocation Measure 41 

Ttl,t e: T'lme to prOVl'dea C0 11ocatlon A rrangement 
Area Requirement Description 

Description Measures the percentage of time the ILEC responds to the CLEC 
approved* collocation request, within the allotted time, 

* Approved means ILEC approves the application and has received, 
from CLEC, financial payment or bond. 

Method of New Arrangement (Physical Caged, Physical Cageless, Other): 
Calculation [(Count of Collocation Arrangements due and completed within 90 

calendar days) / (Count of Collocation Arrangements Due)] x 100 

New Arrangement (Virtual): 
[(Count ofCollocation Arrangements due and completed within 60 
calendar days) / (Count of Collocation Arrangements Due)] x 100 

Augment Arrangement: 
[(Count of Collocation Arrangements due and completed within 4S 
calendar days) / (Count of Collocation Arrangements Due)] x 100 

Report Period Monthly 
Report Structure Individual CLECs, CLECs in the aggregate and by ILEC Affiliates 
Reported By • All Collocation Types: Caged, Cage less, Virtual, and Other 

• New 

• Augment 
Geographic Level Statewide 
Measurable Standard Disaggregation Level CLEC Retail Comparison Standard 

Parity Benchmark 
New Arrangement 
Physical Caged Collocation 

Arrangements Diagnostic Only 
Physical Cageless Collocation 

Arranll:ements Diall:llostic Only 
Virtual Collocation 

Arrangements Di8ll:llostic Only 
Other Collocation 

Arrangements Di8ll:llostic Only 
Augment Arrangement 

Physical Caged Collocation 

• 
Arrangements Diagnostic Only 

i Physical Cage less Collocation 
Arrangements Di8ll:llostic Only 

Virtual Collocation 
Arrangements Diagnostic Only 

Other Collocation 
Arrangements Diagnostic Only 

Business Rules • Excludes orders canceled by CLEC. 

• Excludes requests/applications that are incomplete and must be 
returned to CLEC for completion. 

Notes • None at this time. 
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Interfaces Measure 42 

Title: Percenta e of Time Interface is Available 
Area Re uirement Descri tion 
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Description Measures percent of time OSS interface is available compared to 
scheduled availability. 

Method of 
Calculation 

[((Number of Scheduled Interface Available Hours) - (Number of 
Unscheduled Interface Unavailable Hours» / (Scheduled Interface 
Available Hours)] x 100 

Report Period Monthly 
Re,port~tructure CLECs in the aggregate 
Reported By By interface type accessed by CLECs 
Geographic Level Statewide 
Measurable 
~tandards 

Disaggregation Level CLEC Retail Comparison Standard 

Parity Benchmark 
Ordering EASE Availability I 98.5% of 

scheduled hours 

Business Rules • Outage hours are obtained from outage reports. 

• Any change requests for extended availability during the reporting 
period are added to the scheduled hours. 

• Scheduled interface availability hours: 

• 8AM - 8PM Eastern (Monday-Friday), 

• Excludes non-business days and ILEC published holidays. 

• CLECs are notified via e-mail in advance of changes to the 
published availability schedule. 

Notes • CenturyLink has one interface for pre-ordering and ordering; 
therefore, both of these functions are reported under ordering. 

• Any outage in a source system that inhibits the system from 
performing pre-ordering or ordering functions is considered an 
outage. 
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Interfaces Measure 44 

~·l C t ResponslvenessIt e: en er 
Area Requirement Description 

Description Measures the average time it takes the ILEC's work center to answer a 
call. 

Methodo! 
Calculation 

Order Center: 
[(Number of Orders where «Date and Time of Call answer)-(Date and 
Time of Call Receipt) < 20 seconds))/(Total calls answered by center)] x 
100 

Repair Center: 
(Date and Time of Call answer - (Date and Time of Call Receipt)/ (Total 
calls answered by center)) 

Report Period Monthly 
Report Structure CLECs in the aggregate, and by ILEC (if analog applies) 
Reported By • ILEC Ordering Center 

• ILEC Repair Center 
Geographic Level Statewide 
Measurable 
Standards 

Disaggregation Level CLEC Retail Comparison Standard 

Parity Benchmark 
Ordering Center ACDIncCalls I 80% within 20 Sec 
RepairCe 
Repair Center (Non-Designed) 

ACD Inc Calls 
ACD Inc Calls 

Parity by design I 
I 20 Sec 

Business Rules • Does not include abandoned calls. 

• Measured by individual queue, ifapplicable, in each ILEC center. 
Notes • None at this time. 
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REPORTING PROCESS 


Performance reports will be provided by the twentieth calendar day of the month succeeding the 
reporting period, unless otherwise approved by the Commission. The reporting period is the 
calendar month, unless otherwise noted. Positive reporting will be done for all measures, even 
those reported on an exception 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, 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 

For those measures where results appear to be statistically less than parity or not meeting the 
benchmark level, CenturyLink will perform analysis of the data upon CLEC request. This 
analysis will detail the underlying causes contributing to the reported performance results. 
Within 90 days of the web-site publication of monthly results, a report recipient may request an 
analysis of a measurement that is less than parity or not meeting the benchmark. CenturyLink 
will provide the analysis within 45 days of the request. 

Authorized users will have access to monthly reports 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. 

In addition to the performance measure results themselves, upon request CenturyLink will 
provide data which comprise the results and which are readily available from the systems that 
provides the 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 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. 

If revisions to the reports are required after the reporting due date, CenturyLink will repost 
results (if accurate data can be reconstructed) and publish a notification of the repost, along with 
the reason for reposting on the web site. CenturyLink will archive the repost notifications and 
make them available on the reporting web site for 12 calendar months and in archive an 
additional 12 months. 
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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 CLEC's 
• 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. 

Ifparties 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 ifparties are willing. 

Ifparties 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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III. SERVICE GROUP TYPES 

Service Group Type CenturyLink CLEC 
RESALE 
Residential POTS Residential POTS Residential POTS 

Business POTS Business POTS Business POTS 

ISDNBRI ISDNBRI ISDNBRI 

Centrex Centrex Centrex 

PBX PBX PBX 

DDS DDS DDS 

DS llISDN PRI DS IIISDN PRI DS llISDN PRI 

DS3 DS3 DS3 

VGPLIDSO VGPLIDSO VGPLIDSO 

UNBUNDLED NETWORK 
ELEMENTS 
UNE Loops Designed 
5.5 dB 2 or 4 wire analog assured 
2 wire Digital ISDN Capable 

DDS, VGPLIDSO UNE Loops Designed 

UNE Loops xDSL Provisioned Retail xDSL UNE Loops xDSL Provisioned 

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 DS llISDN PRI DS llISDN PRI UNE DSI/ISDN PRI 

UNEDS3 DS3 UNEDS3 

EELS DSIIISDN PRI, DS3, VGPLIDSO EELS 

Interconnection Trunks ILEC Dedicated Trunks Interconnection Trunks 

LNP LNP LNP 

Projects Projects as defined below. Projects as defined below. 

INTERCONNECTION TRUNKS will be included in measures: 2, 7, 8,11,12,13,19,20,21,23,25,30,31,32, 

33, and 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. 


PROJECTS are defined as follows: 

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

Century Link and any other party engaged in the provisioning process. To allow for successful turn-up offacilities 
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or conversion offacilities, each party must negotiate, in good faith, the timelines that allow required activities to be 
met, equipment ordered, placed and tested to meet the overall objectives ofthe project. The timeline must meet the 
rule of reasonable and prudent business practices. lfthe activity is not agreed to be a project, the transaction will be 
reported in the appropriate service group type." 

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 Century Link. The 
major service categories for this purpose are: 

• Pre-Ordering 
• Ordering 
• Provisioning 
• Maintenance 
• Network Performance 

• Billing 
• Database Updates 
• Collocation 
• Interfaces 

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

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 

!Automatic Location Identifier 
ALI) 

rrhe feature ofE911 that displays at the Public Safety Answering Point (PSAP) the 
street address ofthe calling telephone number. This feature requires a data storage 
~nd retrieval system for translating telephone numbers to the associated address. 
iALI may include Emergency Service Number (ESN), street address, room or floor, 
~nd names ofthe enforcement, fire and medical agencies with jurisdictional 
esponsibility for the address. The Management System (E911) database is used to 
~pdate the Automatic E911 Location Identifier databases. 

!Affiliate 

iAn entity that (directly or indirectly) owns or controls, is owned or controlled by, 
~r is under common ownership or control with another entity. The 
~elecommunications Act defines "Own" as owning an equity interest (or 
~quivalent thereof) of more than 10 percent, or as defined by state commissions." 

iBenchmark Measurable 
Standards 

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

~all Blocking 

iA condition on a telecommunications network where, due to a maintenance 
problem or an over capacity situation in a part ofthe network, some or all 
~riginating or terminating calls cannot reach their final destinations. Depending on 
he condition and the part ofthe 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 
~ttempt. 

~entralized Data Collection 
~entralized Data Collection system collects hourly operational measurement data 
!from switches/trunks groups for the LTD, and provides a direct feed to CIRAS. 
[fhe information is used for traffic forecasting by trunk capacity planners. 

~ode Opening 

Process by which new NP AlNXXs (area code/prefix) are defined, through software 
~anslations to network databases and switches, in telephone networks. Code 
ppenings allow for new groups oftelephone numbers (usually in blocks of 10,000 
~r 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. 

~ommon Channel Signaling 
System 7 (CCSS7) 

iA 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. 

~ommon Transport 
[frunk 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. 

~ompletion 
rrhe time in the order process when the service has been provisioned and service 
Ihas been deployed. 

~ompletion Notice 
iA notice the ILEC provides to the CLEC to inform the CLEC that the requested 
service order activity is complete. 

~oordinated Hot Cut 
~oordinated Customer Conversion ofOrders that have a due date negotiated 
[between the ILEC, the CLEC, and the customer so that work activities can be 
performed on a coordinated basis under the direction ofthe receiving carrier. 

~ustomer Requested Due Date 
iA specific due date requested by the customer which is either shorter or longer 
han the standard interval or the interval offered by the ILEC. 

~ustomer Trouble Reports 
iA report that the carrier providing the underlying service opens when notified that 
~ customer has a problem with their service. Once resolved, the status ofthe 
rouble is changed to closed. 

!Dedicated Transport 
!A network facility reserved to the exclusive use of a single customer, carrier or pair 
of carriers used to exchange switched or special, local exchange, or exchange 
~ccess traffic. 
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TERM DEFINITION 
Delayed Order An 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 
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 
ioperator-assisted directory assistance. Including 411, 555-1212, NPA-555-1212. 

Directory Listings 
Subscriber information used for DA and/or telephone directory publishing, 
including name and telephone number, and optionally, the customer's address. 

DS-O 
iDigital Service Level o. Service provided at a digital signal speed commonly at 64 
Ikbps, but occasionally at 56 kbps. 

DS-l iDigital Service Levell. Service provided at a digital signal speed of 1.544 Mbps. 

DS-3 iDigital Service Level 3. Service provided at a digital signal speed of 44.736 Mbps. 

Due Date 
rrhe date provided on the FOC the ILEC sends the CLEC identifying the planned 
~ompletion date for the order. 

End Office Switch 
iA switch from which an end users' exchange services are directly connected and 
~ffered. 

Firm Order Confirmation 
FOC) 

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

Flow-Through 

rrhe 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. 
fLSRs that do not flow through require manual intervention for the service order to 
[be created in the ILEC legacy system. 

Held Order 
iAn order for which the ILEC has issued a FOC, but whose due date has passed 
twithout it being completed. 

nstallation rrhe installation activity required to activate a service request. 

nstallation Troubles 
iA trouble, which is identified after service order activity and installation have been 
~ompleted, on a customer's line. It is likely attributable to the service activity 
within a defined time period). 

nside Wiring 
rrhe telecommunications wiring located at a customer's premises that extends 
[beyond the demarcation point. 

nterconnection Trunks 
iA network facility that is used to interconnect two switches generally of different 
ocal exchange carriers 

nterface Outage 
iA planned or unplanned failure resulting in the unavailability or access degradation 
~fasystem. 

~eopardy 
iA 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 

~eopardy Notice 
Irhe actual notice that the ILEC sends to the CLEC when a jeopardy condition has 
[been identified. 

fLack of Facilities 

A shortage of cable facilities identified after a due date has been committed to a 
customer, including the CLEC. The facilities shortage may be identified during the 
·nventory assignment process, or during the service installation process. Ifno 
facilities are available, the ILEC will issue a jeopardy. 
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TERM DEFINITION 

l.Jocal Exchange Routing Guide 
LERG) 

ATelcordia master file that is used by the telecom industry to identifY NPA-NXX 
outing and homing information, as well as network element and equipment 
~esignations. The file also includes scheduled network changes associated with 
~ctivity within the North American Numbering Plan (NANP). 

!Local Exchange Traffic 
Ifraffic originated on the network of a LEC in a local calling area that terminates to 
another 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 
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 OBF term for a FOC 

lMechanized Bill A bill that is delivered via electronic transmission. 

iMeet Point Billing 

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 
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. 

lMissed Commitment 
iNotification 

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 
pffice Code 

The three digit switch entity indicator that is defined by the "0", "E", and "F" digits 
ofa lO-digit telephone number within the NANP. Each NXX Code contains 10,000 
station numbers. 

prdering and Billing Forum 
OBF) 

ndustry 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 
ndicates 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 
echnology 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". 
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TERM DEFINITION 
!Physical Collocation Shall have the meaning set forth in 47 C.F.R. Section 51.5. 

IPlain Old Telephone Service 
POTS) 

~efers to basic 2 wire analog residential and business services. Can include feature 
apabilities (e.g., CLASS features). 

IProjects 

Project is a planned event where terms and conditions in which work is performed 
. s 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 time line must meet the 
overall objectives of the project. The time line 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 
ompletion. Provisioning troubles that are associated with a CLECs customers 

·nclude troubles that occur and are reported during the conversion ofan ILEC 
ustomer to a CLEC. 

Ruery Types 
Pre-ordering information that is available to a CLEC that is categorized according 
o standards issued by OBF, the FCC and/or the Florida PSc. 

~ecurring Charge 
~ rate charged for a product or service that is assessed each successive billing 
period. 

lReject 

~ 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 
ijata is provided in a field. A rejected service request must be corrected and re
submitted before provisioning can begin. 

~epeat Report 

k\ny trouble report that is a second (or greater) report on the same telephone 
r.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 

(Iisposition 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 
·n response to a complete, valid service request. 

Service Order Type 
The designation used to identify the major types of provisioning activities 
~sociated with a service rt:quest 

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

~tandard Interval 

The interval that the ILEC quotes to its customers with respect to how long it will 
ptke 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 
brdering 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 
k\ trouble report that is taken on a previously reported trouble prior to the date and 
ime the initial report has a status of "cleared". 

~ummarized 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. 
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TERM DEFINITION 

~andem Switch 
Switch used to connect and switch trunk circuits between and among Central Office 
switches. 

~ime to Restore 
rrhe 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. 

~ransport 
~ carrier facility medium in which transmission takes place. Transport carries 
~oice and data from point A to point B, usually between two offices. Transport 
~edium includes copper wire, fiber optics, microwave and satellite. 

~rouble Cause Code ~ code identifying the known or suspected cause of a trouble condition. 

~rouble Disposition 
~ code identifying the end result of diagnostic and/or repair activities on a customer 
~ouble report. 

!Usage Data 
pata 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 

IVirtuai Collocation Shall have the meaning set forth in 47 C.F .R. Section 51.5. 
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VI. GLOSSARY OF ACRONYMS 
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VII. Performance MeaSllrement Plan 

Attachments 
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A. MISSED APPOINTMENT REASON CODES 

CenturyLink Due Date - Specials 
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Description 

ffice facility shortage 
uling/work load 
mer not ready 

No loop available 
End user not ready 

1 F NSP missed appointment 
1G No access to end user premises 
1 H Central office freeze 
1J Special construction 
1K Natural disaster (flood, etc.) 
1 L Frame due time can not be met 
1 M Requested DO is less than published interval 
1 N DO and frame due time can not be met 
1P Other 
1Q Assignment problem 
1 R Customer could not be reached at the reach number 
18 Building not ready, customer will advise 
1T Pole at trailer site not set 
1W Entrance facilities required 
1X Not technically feasible 
1 Y No central office equipment available 
1Z Loop requires installation of additional equipment 

orrect or missing information 
der pending, no Bona Fide Request (BFR) required 

Facilities incorrect/busy 
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 
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3H No trunks available 
31 Busy cable 10 and channel pair 

4A Field visit determined address invalid - send supplement 
48 Verify address, or provide nearby TN - send supplement 
4C New access required - send supplement 
40 Access refused - send supplement 
4E CFAlPOI defective/busy - send supplement 
4F Invalid/duplicate circuit 10 send supplement 

• 

4G Need to revise TN - send supplement 
4H Invalid featurelfeature detail - send supplement 
41 Provide driving Instructions - send supplement 
5A Notification of new due date only 
58 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 Century Link's control, including customer
caused reasons. 
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B. MISSED APPOINTMENT REASON CODES 

Century.L-Ink - R t ..
e al 

Code Customer Reasons - Description 

AD 
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 rIlle port was not activated by the CLEC on the due date 

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

SA 
Plant employee attempted to complete order on appointed date but 
could not gain access to the customer's premise. 

SO 
The installation was delayed because customer requested an 
. nstrument that is not normally offered and it had to be special 
ordered. 

SR 

The customer indicated he was not ready for completion of the 
request 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 

C t L- k R t -I
en uryJ In - e al 

Code Company Reasons - Description 

PL [Unanticipated plant workload precluded the completion of the order 
~n the original due date. 

SE iRequest was delayed because there was a temporary lack of standard 
station equipment. 

PF lLack of plant facilities delayed the completion of the order. 

PB !Bad cable pair or cable plant exists. 

IW ~clement 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 Century Link's control, including customer
caused reasons. 
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C. DISPOSITION CODES 

C t L· k 
en ury. In 

Code Description 

CAN Cancellation of ticket at customer request 

CC Came Clear 

CO 
Central Office The trouble was found in central office equipment. This 
includes concentrators, remotes, OPMs. 

CPE 
Customer Provided Equipment - Trouble found in the end user's 
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 Ificket created for informational purposes only 

HSD tHigh Speed Data 
OTH Other CenturyLink Network 

ND Natural Disaster - Hurricane, Earthquake, Tornado, Volcano, Typhoon 

STN 
Station - Network Interface Devices (NIDs), loop back devices, jacks, up 
o the demarc 

TOK Test Okay/No Trouble Found Could not identify the problem the 
~ustomer reported either through remote or field testing. 

TRN 
Ifransport - Troubles isolated to an outage caused by a transport issue in 
he CenturyLink network. These outages are generally isolated to DS3 or 
~igher service types. 

XCC ~C/CLEC/CLEC 

CCO ~onnecting Company The problem was identified in connecting 
¢ompany network or equipment, referrals to connecting company. 

TT Translations Trouble 
UN!( ~nknown 
PRV (provisioning Trouble 

Note: Bolded codes are exclUSIOn reasons outSide ofCenturyLmk's control, mcludmg customer
caused reasons. 

Florida Performance Measurement Plan 80 
February 1, 2013 



CenturyLink Performance Measurement Plan 


VIII. Performance Measurement Plan 

Compliance Methodology 
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Overview 

The Telecommunications Act of 1996 ("the Act"), and the FCC's associated rules, require 
incumbent local exchange carriers ("ILECs") to provide competitive local exchange carriers 
("CLECs") with nondiscriminatory access to operations support systems ("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 Regional Bell Operating Company's 
("RBOC's") §271 application, and clarified that for those OSS sub-functions with retail 
analogs, a RBOC "must provide access to competing carriers that is equal to the level of 
access that the RBOC 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." 

This document describes the method used to determine parity and benchmark compliance for 
measures in the CenturyLink Performance Measurement Plan (PMP). Also described are the 
associated provisions that are necessary counterparts to the parity methodology (e.g., 
forgiveness and materiality) and benchmark methodology (e.g., small sample adjustments), 
and provisions that are associated with determination of compliance. This methodology is 
appropriate for CenturyLink and yields actionable compliance information regarding 
CenturyLink's service to CLEC customers. 
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1. General Principles 

1.1 The Compliance Methodology described herein is to be associated with the Commission 
approved CenturyLink Performance Measurement Plan (the "PMP"). 

1.2 The Compliance Methodology describes the method for determining compliance for 
parity measures (those measurements where the level of service that CenturyLink 
provides to CLECs can be compared to the level of service CenturyLink provides to its 
retail customers), and for benchmark measures (those measurements for which there is no 
comparable level of service between the service CenturyLink provides to CLECs and the 
service CenturyLink provides to its retail customers). 

1.3 CenturyLink will calculate compliance on a submeasure basis under the provisions of this 
methodology. A submeasure is the individual, disaggregated reported result for each 
measurement defined in CenturyLink's PMP. 

1.4 For parity measurements, CenturyLink will use statistical testing to determine whether 
any submeasure differences between CenturyLink's retail results and CenturyLink's 
results for the individual CLEC, are statistically significant. Various statistical testing 
methodologies will be used for measures reported as means (averages), proportions 
(percentages) and rates. 

1.4.1 	 For parity measurements, where a submeasurement difference between 
CenturyLink's retail results and the results for the individual CLEC is found to be 
statistically significant, a measure of severity (see Attachment B) will be 
calculated. 

1.5 For benchmark measurements, CenturyLink's performance results for each CLEC will be 
compared to the benchmark defined in the PMP, without the use of statistical testing for 
significance. If CenturyLink' s performance results for the CLEC are observed to be at a 
level of service that does not meet the benchmark, the result will be considered 
noncompliant. 

1.5.1 	 For benchmark measurements, if the result is found to be noncompliant, a 

measure of severity (see Attachment B) will be calculated. 


1.6 The determination of compliance is further subject to certain Compliance Accuracy 
Provisions as described in this document. 

1.7 Compliance will not be calculated for specific (sub)measurements per the PMP: 

1.7.1 	 F or any measurement or submeasurement classified in the PMP as "Diagnostic 
Only", "Parity by Design" or with benchmark level "TBD". 

1.7.2 	 For any result that contains 4 or fewer CenturyLink or CLEC transactions. These 
results will be reported but no compliance will be assessed. 
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2. Compliance Methodology for Benchmark Measurements 

2.1 CenturyLink service performance levels that do not achieve the benchmarks will be 
considered noncompliant. No statistical evaluation is performed for benchmark 
submeasures to determine compliance. 

2.2 A measure of severity, DB (called "D sub B", see Attachment B), will be calculated for 
each noncompliant benchmark submeasure, based upon the difference between the 
service performance levels CenturyLink provides to each individual CLEC, and the 
benchmark standard. 

2.2.1 	 The following table sets forth the severity level for benchmark proportion 
measures, per affected CLEC per submeasure, when service does not meet the 
benchmark: 

BENCHMARK PROPORTION MEASURES 
Performance Level Severity Level 

o<DB < 5 Minor 
5 <= DB < 15 Moderate 
DB >= 15 Severe 

2.2.2 	 A different performance level is appropriate for benchmark mean measures. The 
following table sets forth the severity level for benchmark mean measures, per 
affected CLEC per submeasure, when service does not meet the benchmark: 

BENCHMARK MEAN MEASURES 
Performance Level Severity Level 

o<DB <25 Minor 
25 <= DB < 50 Moderate 
DB>= 50 Severe 

3. Statistical Testing Methodology for Parity Measurements 

3.1 Statistical testing will be conducted when the CLEC result is "worse" than the 
CenturyLink result and there are at least 5 transactions each for CenturyLink retail and 
individual CLEC. Results for 4 or fewer transactions will be reported for diagnostic 
purposes. 

3.2 The general statistical testing methodology is to conduct a hypothesis test with 
Ho: CLEC performance is "better than or equal to" CenturyLink performance. 
HI : CLEC performance is "worse than" CenturyLink performance. 
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3.2.1 	 Calculations are made under the assumption that larger performance measurement 
values indicate worse service. For measures where this assumption does not hold 
true (i.e. larger values indicate better service), the calculation of a test statistic will 
be reversed. In other words, a difference between CenturyLink and CLEC service 
will always be shown as a numerically negative difference when CLEC service is 
worse. 

3.3 Any statistical test yielding a p-value will be converted to a z-score for purposes of 
reporting consistency, and to enable calculation of the severity value. 

3.4 A significance level, or Type I error rate, of 10% will be used for testing purposes. 

3.4.1 	 This results in a critical value of -1.2817 for z-scores. Any z-score less than or 
equal to -1.2817 will result in a rejection ofHQ• 

3.4.2 	 Modifications are made to the traditional t-statistic typically used for testing the 
difference between two means (due to sensitivity to testing assumptions). The 
"adjusted, asymmetric two-sample t-test" is designed to test the difference 
between means, without sensitivity to a larger CLEC variance, while adjusting for 
bias caused by population skewness. Instead of pooling the variances from both 
CenturyLink retail and CLEC observations, only using CenturyLink variance 
increases the ability of the test statistic to identify a difference in means should 
the CLEC have a greater variation. A modified z-score is calculated at the cell 
level by converting the adjusted, asymmetric t-test statistic via the respective 
probability density function. 

3.5 All statistical tests will be performed at the submeasure level, per CLEC. 

3.5.1 	 Statistical comparisons made at the cell-level, when applicable, will be aggregated 
into a single test statistic at the submeasure level. 

3.5.2 	 Attachment A outlines all statistical techniques utilized for any cell-level 

comparisons, as well as all test statistics. 


3.6 When approved by the Commission on a measurementisubmeasurement basis, 
CenturyLink's retail data and CLEC data will be compared at levels that provide the most 
accurate parity comparisons (Le., wire center, etc ...). 

3.6.1 	 For statistical validity, the parity comparison between CLEC and CenturyLink 
retail data will be made with data generated from similar processes and 
conditions. Since the performance data are collected from daily operations, they 
are "observed" results. These observed results, or observational data, may not be 
produced under similar procedures and conditions. 

3.6.1.1 This level of comparison is to ensure a "like-to-Iike" comparison, and is 
referred to as the "cell level". The like-to-like comparison is a necessary 
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condition for achieving correct statistical testing results for both CenturyLink 
retail and CLEC data. 

3.6.1.1.1 	 For example, suppose a new CLEC starts operations around a single 
wire center. For some period of time, a large percentage of the 
CLEC's service orders are 'N' (New) orders. When compared to 
CenturyLink's retail service orders that included 'N', 'C' and 'T' (New, 
Change, and Transfer) orders, CenturyLink may be called out of parity 
erroneously because 'N' orders typically take longer than 'C' or 'T' 
orders. By comparing only the CenturyLink 'N' orders to CLEC 'N' 
orders, a true result can be obtained. 

3.6.1.1.2 	 Cell-level comparisons are for statistical accuracy, and do not 
necessitate additional detail in the reported submeasure level as 
defined in the PMP. 

3.6.2 	 Cell level comparisons will be proposed by CenturyLink and submitted for 
approval by the Commission on a per-submeasure or per-measure basis. 

3.6.2.1 Measurementlsubmeasurements with Commission-approved cell-level 

comparisons are listed in Attachment C. 


3.6.2.2 When like-to-like comparisons are approved for a specific measure or 
submeasure, results will be calculated using various statistical techniques 
appropriate for cell level comparisons (see Attachment A for detailed 
methodology). 

3.6.2.3 When there is more than one cell for a submeasure, the z-scores at the cell 
level will be aggregated into one overall test statistic, called the "truncated z
score" (see Attachment A), which is used to determine whether a statistically 
significant difference exists at the submeasure level. A submeasure with a 
single cell will not be aggregated into the truncated z-score, but will simply 
use the z-score as calculated for the cell. 

3.6.2.4 If entries in comparison cells are exactly proportional over a covariate, the 
aggregated index should be very nearly the same as if comparisons on the 
covariate had not been done. In other words, if relative performance between 
CenturyLink retail and CLEC service at the cell level is equivalent (for all 
cells) to relative performance at the reporting level, then the aggregated z
score should be roughly the same as a modified z-score applied at the 
reporting level. 

3.6.2.5 The contribution of each comparison cell should depend on the number of 
observations in the cell. 
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3.6.2.6 Cancellation between comparison cells will be limited. In other words, 
positive outcomes should not be allowed to cancel negative ones. 

3.7 A measure of severity, Op (called "D sub P", see Attachment B) will be associated with a 
difference between the service performance levels CenturyLink provides to each 
individual CLEC and the service performance levels CenturyLink provides to its retail 
customers when service is determined to be out of parity. 

3.7.1 	 The following table sets forth the parity severity levels, per affected CLEC per 
submeasure, when the result is found to be noncompliant: 

PARITY MEASUREMENTS 

Measure of severity Severity Level 

0< IDpl <.5 Minor 
.5 <= IDpl <2 Moderate 
IDpl >=2 Severe 

4. Compliance Accuracy Provisions 

4.1 The use of statistical testing for parity measures helps to mitigate the risk of noncompliance 
due simply to random variation in processes. However, due to the nature of the statistical 
tests, the expectation is that noncompliance will periodically be assessed even when a state 
of consistent parity exists (called a Type I error). To compensate for the impact of Type I 
errors, CenturyLink will utilize the following forgiveness plan to improve the accuracy of 
compliance assessment. This forgiveness plan is applied separately for each submeasure 
and each CLEC as follows: 

4.2 CenturyLink's noncompliance will be forgiven on a submeasure basis only when certain 
criteria are met. These criteria are: 

4.2.1 	 For every submeasure, per CLEC, the first accrued forgiveness will occur upon 
the first month of activity, and again every six (6) months of activity thereafter. 

4.2.2 	 Each forgiveness must be used within six (6) months upon accrual. In other 
words, an accrued forgiveness is lost if not used within six (6) months. 

4.2.3 	 If there is no activity for a particular submeasure, per CLEC, for twenty-four (24) 
consecutive months, the process of accruing forgivenesses will begin again upon 
the next month of activity. In other words, Century Link will not track inactivity 
beyond twenty-four (24) months for the purpose of accruing forgivenesses. 

4.2.4 	 A forgiveness can only be used to offset noncompliance for the same submeasure, 
and CLEC, for which the forgiveness was originally accrued. 
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4.2.5 	 Ifa forgiveness is available to be used, it must be used at the first opportunity, 
with the following exception: 

4.2.6 	 A forgiveness may never be used, for a particular submeasure and CLEC, in 
consecutive months. 

4.2.7 	 Available forgivenesses may not offset a severe non-compliance. 

4.3 CenturyLink will implement materiality thresholds: 

4.3.1 	 Materiality thresholds mitigate situations where benchmark results or parity 
comparisons misidentify differences as significant This is due to the fact that 
small-sample benchmark results, or parity statistical significance, is not 
necessarily synonymous with business significance. Situations that produce 
misidentification of differences as significant include but are not limited to the 
following: 

4.3.1.1 Small samples for parity measures. 	For measures typically associated with 
small samples, the measure itself can be highly sensitive to small differences 
in service. Similar to the small sample adjustment used for benchmark 
proportion measures, small samples for parity measures (especially proportion 
and rate measures) can result in the need for perfect or near-perfect service in 
order to be deemed compliant For example, the measure Trouble Report Rate 
is defined as the number of trouble tickets per month divided by the number of 
access lines the customer has. Due to small CLEC transaction sizes, a single 
trouble report for a CLEC with few access lines can produce non-compliance. 
Since one trouble report for a month does not have a significant impact on the 
CLEC's ability to compete, this is a statistically significant difference that is 
not synonymous with business significance. 

Measurement 19 
The following adjustment table applies to all submeasures in Measurement 19, and 
will be applied when a statistically significant difference is identified: 

N umber of CLEC Access Lines 
(CLEC Denominator) 

Permitted Troubles 

1 to 4 n/a (no compliance assessment) 
5 to 24 1 

25 to 74 2 
75 or more 3 

For example: For a CLEC with 100 access lines and 1 trouble, accompanied by a 
statistically significant difference, this table indicates that more than 3 troubles 
would be required before a significant business impact would occur. As a note for 
how not to use this table, consider a CLEC with 4 troubles and better than parity 
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service (i.e. the CLEC is receiving better service than the retail results). This table 
does not indicate that no more than 3 troubles are ever allowable. It is used only 
when there is a statistically significant difference identified. 

4.3.1.2 Large samples for parity measures. 	Submeasures with a high volume of 
CLEC transactions produce statistical comparisons that are overly sensitive to 
small differences between CenturyLink and CLEC results. This can produce 
non-compliance when the actual difference in CenturyLink and CLEC results 
is very smalL For example, if a CLEC has thousands of submeasure 
transactions in a month, there may be a statistically significant difference, but 
only a slight difference in results (Le., a difference of 0.4% on Usage 
Completeness). Since this type of difference does not significantly impact the 
CLEC's ability to compete, this is a statistically significant difference that is 
not synonymous with business significance. 

4.4 	 For benchmark proportion measures, small samples can result in the need for 
service beyond the benchmark in order to achieve compliance. For instance, the 
only way to achieve a 95% benchmark with 19 orders would be to fail on none. 
One failure would result in performance of 94.7%. The small sample adjustments 
to benchmark proportion measures would, for example, allow for 1 failure in the 
19 orders to achieve compliant performance. 

4.4.1 	 CenturyLink will implement the following table for Small Sample 

Adjustments to all Benchmark Proportion Measures: 


Small Sam >Ie Adjustments to Benchmark Proportion Measures 
90% Benchmark 95% Benchmark 98% Benchmark I 99% Benchmark 

Sample Size Size Maximum 
(CLEC CLEC Permitted 

Denominator) ominator) Misses 

Samp\eSize 
(CLEC 

Denominator) 

Maximum 
Permitted 

Misses 

Sample Size 
(CLEC 

Denominator) 

Maximum 
Permitted 

Misses 
I t04 nla 1 t04 nla lto4 ~ lto4 ~ 

5 to 9 I 5 to 19 I 5 t049 1 5 to 97 1 
10 to 20 2 20 to 40 2 50 to 99 2 98 to 202 2 
21 to 31 3 41 to 63 3 100 to 149 3 20310319 3 
32 to 44 4 64 to 88 4 150 to 199 4 320 to 445 4 
45 to 50 5 89 to \00 5 200 to 250 5 446 to 500 5 

4.5 	 CenturyLink may perform a limited root-cause analysis process within 45 days of 
the issuance of the monthly performance reports to provide a reasonable 
opportunity to explain exceptional conditions. When a root-cause analysis is 
invoked, CenturyLink will have the burden of proving that but for the occurrence 
of an "exceptional condition" CenturyLink would have succeeded on the 
submeasure. 

4.5.1 	 Examples of these exceptional conditions include, but are not limited to the 
following: 

4.5.1.1 Significant activity by a third party external to and not controlled by 
CenturyLink (e.g., damaged facilities, third party systems, bomb threats) 
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4.5.1.2 Failure ofa CLEC process or system (e.g., CLEC switch failure, CLEC 
backlog of orders) 

4.5.1.3 Environmental events not considered force majeure (e.g., fire or other 
hazardous condition) 

4.5.1.4 Force majeure events 

4.5.2 	 CenturyLink will not be required to utilize a forgiveness if it is determined 
that noncompliance is not warranted due to an exceptional condition under 
this section. 

4.5.3 	 If CenturyLink finds that an exceptional condition had a significant impact on 
CenturyLink's ability to provide compliant service, CenturyLink will exclude 
the affected data from results and publish a notification and full justification 
on the reporting website. 

4.5.3.1 	If the exceptional condition was identified after the affected results were 
reported, CenturyLink will exclude the affected data from results, publish 
a notification and full justification on the reporting website, and repost the 
results in accordance with the Reporting Obligations section of this 
Methodology. 

4.5.4 	 Commission Staff or a CLEC may initiate a request for a review of 
differences associated with the assessment of exceptional conditions. If 
modification of reports is found to be appropriate, CenturyLink will repost the 
results in accordance with the Reporting Obligations section of this 
Methodology. 

4.5.4.1 If the review process does not yield a mutually acceptable outcome, 
Commission Staff or a CLEC may initiate a request for an expedited 
hearing process in accordance with the Commission's rules to resolve 
differences. If modification of reports is requested by the Commission, 
CenturyLink will repost the recommended results in accordance with the 
Reporting Obligations section of this Methodology. 

5. Reporting Obligations 

5.1 	 The due date for reporting performance measurements will be no later than the 20th 

calendar day of the month, unless otherwise approved by the Commission. 

5.2 CenturyLink must publish results for all "reportable" CLECs. Reportable CLECs meet 
one or more of the following criteria: 
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5.2.1 	 The CLEC must have placed one (1) or more CLEC product orders in the 
reporting month. 

5.2.2 	 The CLEC must have one (1) or more CLEC access lines. 

5.2.3 	 The CLEC must utilize an electronic ordering interface to submit orders. 

5.3 	If stated in the Performance Measurement Plan, additional reporting obligations will 
apply. 

6. Uniform Business Rules 

6.1 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. 

6.1.1 	 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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Attachment A 

Statistical Calculations for Parity Submeasurements 

Statistical methods: 

SAMPLE 
SIZE 

TYPE OF 
MEASURE 

STATISTICAL METHOD 
(WITHOUT CELL LEVEL 

COMPARISONS) 

STATISTICAL METHOD (WITH 
CELL LEVEL COMPARISIONS) 

mean Pennutation Testing Pennutation Testing (p-value 
converted to a z-score) 

"small" 
proportion Fisher's Exact Test (Le. 

Hypergeometric) 
Standard Z, with finite popUlation 
correction 

rate Binomial Test Standard Z, with finite population 
correction 

mean Modified Z, with skewness 
correction (CenturyLink variance 
used, rather than pooled variance) 

Modified Z, with skewness 
correction (CenturyLink variance 
used, rather than pooled variance) 

"large" proportion Standard Z, with finite population 
correction 

Standard Z, with finite population 
correction 

rate Standard Z, with finite population 
correction 

Standard Z, with finite population 
correction 

Statistical functions definitions: 

<I)-I (x) 

pt(t,df) 

Inverse cumulative standard nonnal distribution function. 

Cumulative distribution function of a t-statistic with df degrees of freedom. 

BN(x,n,p) Binomial distribution density function. The probability of observing x of n 
successes with a probability p of success. 

CBN(x,n,p) Cumulative binomial distribution function. 
O(x < 0) 

x 

CBN(x, n, p) =P(B ~ x) = IBN(k)(O~ x ~ n) 
,(-=0 

l(x> n) 

HG(q,m,n,k) 	 Hypergeometric distribution density function where q represents the number of 
red balls out of a sample of size k drawn from an urn containing m red balls and 
n black ones. 
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CHG(q,m,n,k) Cumulative hypergeometric distribution. 

O(q < max(O,k-m)) 

t HG(h)(max(O,k-m):::; q:::; min(k,m))CHG(q,m,n,k) == P(H:::; q) == 
h=max(O,k-m) 

l(q > min(k,m)) 

rank(x) Ranks the input variables. In case of ties, the average rank is calculated. 

choose(n,k) Calculates the binomial coefficients. 

Global variable definitions: 

L The total number of occupied cells. I 
j An index counter indicating cell number. 

= 	 The number of CenturyLink transactions in 

cellj. 

The number ofCLEC transactions in cellj. 


nj 	 The total number of transactions in cellj. 

X	 Individual CenturyLink transactions in cell j.
1fk 

X 
2jk 	

Individual CLEC transactions in cell j. 

<1>-1 	 Inverse cumulative standard normal 
distribution function. 

Mean Performance Measures2 

At this time, the following calculations will apply to parity submeasures contained in measures 6, 
7, 13,21, and 44. Any subsequent change to measure classification (mean, proportion, rate) to a 
measure or submeasure in the PMP will take precedence over this list. 

Variable definitions: 

STATISTIC 	 DEFINITION EXPLANATION 
CenturyLink sample mean of Add observations and 
cell j. divide by the number of 

observations. 

1 Ifcomparisons are performed at the submeasure level, L = 1 and only one cell (the submeasure) exists. If 
comparisons are performed at the cell level, L may exceed 1 and more than one cell may exist (see Attachment C for 
the list of (sub)measurements approved for comparison at the cell level). 
2 Only perform STEP 4 and STEP 5 ifL > 1 (e.g., if this is a cell-level comparison, and there is more than one cell 
with CLEC activity, then perform STEP 4 and STEP 5). 
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rlj = [ n,.j k=l ]3/2
1 nlj - 2 

-L:(Xljk-Xlj)
n,.j k=l 

XYj 

STEP 1: Calculate Cell Weights 

W ~ In,jn,j 

} n. 

} 

CLEC sample mean of cell j. 

CenturyLink sample variance in 
cellj. May be NA for very 
small sample sizes. 

CLEC sample variance in cell j. 
May be NA for very small 
sample sizes. 

The CenturyLink sample 
skewness in cell j. May be NA 
for very small sample sizes. 

The CLEC sample skewness in 
cell j. May be NA for very 
small sample sizes. 

Combined CenturyLink and 
CLEC samples. 

Add observations and 
divide by the number of 
observations. 
Subtract each observation 
by its mean, square the 
difference, add them all up, 
and divide by the number of 
observations minus 1. 
Subtract each observation 
by its mean, square the 
difference, add them all up, 
and divide by the number of 
observations minus 1. 
Subtract each observation 
by its mean, cube the 
difference, add them all up, 
and divide by the number of 
observations. Then divide 
that number by the cubed 
square root of the 
population variance. 
Subtract each observation 
by its mean, cube the 
difference, add them all up, 
and divide by the number of 
observations. Then divide 
that number by the cubed 
square root of the 
population variance. 
Concatenate the 
CenturyLink and CLEC 
samples into a single 
variable. 

For each cell, multiply the CenturyLink sample size and the CLEC sample size, divide by 
their sum, and take a square root. 

If all CenturyLink and CLEC transactions within a cell have identical performance 
measures (e.g. service durations), set ~. =o. 

STEP 2: Calculate a Z-statistic for each cell 
a. If Wj =0, then set Zj =o. 
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T=
J 

otherwise 

where 

and g is the median value of all values of Ylj over all cells within the submeasure 

(reporting level) such that 

i) Ylj> 0 

ii) nJj > 6, and 

iii) nlj > n3q , where n3q is the 3 quartile of all nJj.in cells where (i) and (ii) are 

true. 

If no cells within a submeasure exist that satisfy conditions (i) - (iii), then set g = o. 

Calculate the p-value from the ~ statistic with nlJ 1 degrees of freedom using 

=pt(~ ,nlj -1).PJ 

Calculate the z-score Zj from this p-value3 as Zj (I>-l(Pj ). 

c. 	 If [min(nlj , n2j ) ~ 6 OR S;j = 0] AND Wj > 0 (from part 1): 

1) 	 Calculate the number of possible permutations 

Nperms choose(nj,nl ) 


3 Set the z-score to Tj ifthe p-value is 0 or 1. 
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0.6744898 Xlj > X 2j 

2) If nlj nZj 1, then Zj = 0 X lj =X 2j

{


-0.6744898 X lj < X 2j 

3) If only nJl =1 then let Ro equal the rank of the CenturyLink observation in the 

combined sample xr,. Calculate Z j ; <1>" [ Ro ~jO.s]

4) If only nZj =1 then let Ro equal the rank ofthe CLEC observation in the combined 

sample XYj" Calculate Z I ; -<1>" [ 11, ~0 .5 ] 

5) If min(nlj,n2j ) ~ 2 and Nperms ~ 1000 then 

i) Generate all possible permutations of sizes nIj and n2j from the combined 

sample ~. 

ii) For each permuted sample, calculate the sum of sample of size nlj • 

iii) Let Ro equal the rank of the observed sum within all of the permuted sums. 

Calculate Zj =<1>-1 (Ro - O.5J. 
Nperms 

6) If min(nlj' n2j ) ~ 2 and Nperms > 1000 then 

i) Generate 1,000 random permutations of sizes nlj and n2j from the combined 

sample XYj • 

ii) For each permuted sample, calculate the sum of the sample of size nlj • 

iii) Let Ro equal the rank of the observed sum within the 1000 permuted sums 

and calculate Z j =<1> -I (Ro -0.5) . 

1001 


STEP 3: Truncate Z-statistic for each cell 

z L=l 
For each cell, Z: = J 

J 	 {min(O,Z) otherwise 

Note that there is no truncation step if there is only one cell in the submeasure 
calculation. 

STEP 4: Calculate the theoretical mean and variance of the truncated statistic under parity. 

1. 	 If for cell}, ~. =0, set ExpectedMeanf'ily ,ExpectedVariancef'ily, and 


ExpectedSkewf';1y all equal to O. 


2. 	 If min(nlj,nZj ) > 6 and S;j> 0 
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1 
a. ExpeetedMeanrrity = 

1 1
h. ExpeetedVarianeerrity 

2 271 

c. ExpeetedSkewparity -( ~+~J 
] 2v21t (21t) 2 

3. If min(n1j ,n2j )::;; 6 OR S~j 0 

a. Let N j =min(Nperms,IOOO) 

b. For i = 1, ... ,Nj;zfi = min{ O,<I>-f ~.5J}. 
1 

c. 0 .. =
jl N. 

] 

NJ 

d. ExpeetedMeanrrity L 0 pZ ji 

i=l 

Nj 

t dTT' parity "'" Q 2 (Ex d'l,r parity)2e. Expee e I' arzanee j £.... 'C' P Z ji - peete Mean j 
i=l 

ExpectedSkewf'ity = 
f. 

"'" 0z3. 3ExpeetedMeanparity x ExpeetedVarianeeparity - [ExpeetedMeanparity J3
£""J1Jl ] ] ] 

i 

STEP 5: Calculate the initial aggregate test statistic. 

L=1 

L Wj (Z; - ExpectedMeanrrily) 
j otherwiseLWf x ExpectedVariancer'ily 

j 

STEP 6: Calculate the final aggregate test statistic. 

1. If L = 1, we use the ce II modified Z statistic. ZT = ZoT = Zl. 

2. If L > 1, do the following. 
a. Calculate the aggregate skewness coefficient. 
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gagg = 3 


6 x [ ~wi x ExpectedVariancej'"r 


c. Otherwise 
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Proportion Performance Measures4 

The following calculations will apply to parity submeasures contained in measures 5, 8, 11, 12, 
15, 17a, 20, 22, 23, 26, 31, 32, 33, 34, 38, and 39. Any subsequent change to measure 
classification (mean, proportion, rate) to a measure or submeasure in the PMP will take 
precedence over this list. 

Variable definitions: 

Number of CenturyLink cases possessing 

an attribute of interest in cell j. 

Number of CLEC cases possessing an 

attribute of interest in cell j. 

Number of cases possessing an attribute 

of interest in cell j. 


**NOTE: All measurements made using the number of misses (or negative measurement 
value).** 

STEP 1: Calculate Cell Weights. 

nlw. = _J_J_J __Jn2 · a ( I aJ 
J n n j n

J J 

For each cell, multiply the CenturyLink sample size and the CLEC sample size, the 
proportion of affected transactions and the proportion of non-affected transactions, divide 
by the total number of transactions, and take a square root. 

STEP 25
: Calculate a Z-statistic for each cell. 

If Wj =0 then set Zj =0. 


njalj - nljaj

Else, calculate the Z-statistic as Zj =---;=============== 


nljn2ja/nj -aj) 


n-l
} 

STEP 3: Truncate Z-statistic for each cell. 

Z. L=l 

For each cell, Z; = J


{ min(O,Z) otherwise 

4 Only perform STEP 4 ifL > 1 (e.g., ifthis is a cell-level comparison, and there is more than one cell with CLEC 

activity, then perform STEP 4). 

5 IfL 1 and Wj 0, then skip STEP 5, STEP 6 and STEP 7 and ZT = o. ZT = 0 in the following cases: (1) 

PCenturyLink PCLEC 100% (when high values are "better"); (2) PCenturyLink = PCLEC = 0% (when low values are 

"better"). 
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Note that there is no truncation step if there is only one cell in the submeasure 
calculation. 

STEP 4: Calculate the theoretical mean and variance of the truncated statistic under parity. 

1. If for cellj, Wi =0, set ExpectedMeanrrtty, ExpectedVariancerrity, and 


ExpectedSkewrrtty all equal to O. 


2. Ifm+,{l-::},{l-::;J}> 9. 
1 

a. ExpectedMeanrrity = 

.
b. ExpectedVariancernty 

21r 

c. ExpectedSkewrrity = - ( ~ +~J 
2,,2n (2n)1 

3. Else, ifmi+J(I- ::},{l ::: J}59. 
a. Let i =max(O, ai - n2} ), ••• , min(ai' n l ) • 

for each value of i.b. Calculate Z jt =min 

1 
=

2 

ni nljaJ0,-;::.========= 
) 

n.-l 
J 

c. For each value of i, calculate e}, HG(i,nIJ ,n2},aj ). 

Nj 

t d'~ I parity - "\' Qd. Expec e lY.lean} - £...i v::J }IZ}I • 

1=1 

Nj 

e. ExpectedVariancefr,ty =Ie jiZ~1 -(ExpectedMeanrrity)2 . 
1=1 

ExpectedSkewr'ity = 
f. I ejiZ~i - 3ExpectedMeanr"ty x ExpectedVariancerrity [ ExpectedMeanfrity J 

STEP 5: Calculate the initial aggregate test statistic. 

1. IfL-l and mm 1- n
2 

:::;9,- . {{alj [1- a~j
lj J [ ,a2j a } J}

2j 
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L=1 

L Wj (Z; - ExpectedMeanjnly) 
ZOT= T }'

Z =-E~=============== otherwiseLWf x ExpectedVariance~Qnly 
j 

STEP 6: Calculate the final aggregate test statistic. 

1. IfL I, we use the cell modified Z statistic. ZT =ZOT. 

2. If L > I, do the following. 
a. Calculate the aggregate skewness coefficient. 

3L Wj x ExpectedSkewjrily 
j 

gagg = 	 3 

6x ( ~Wf x ExpectedVariance:m"r 
b. 	 If Z~ > 

1+ 
or _10-6 < gagg < 0 then ZT = ZoT. 

4gagg 

c. Otherwise 
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Rate Performance Measures6 

The following calculations will apply to parity submeasures contained in measure 19. Any 
subsequent change to measure classification (mean, proportion, rate) to a measure or submeasure 
in the PMP will take precedence over this list. 

Variable definitions: 

= 	 Number of CenturyLink base elements in 

cell j. 

Number of CLEC base elements in cell j. 

Total number of base elements cell j. 

CenturyLink sample rate of cell j. 

CLEC sample rate of call j. 

Relative proportion of CenturyLink 
elements for cell j. 

STEP 1: Calculate Cell Weights. 

b1 b2 · n
W = _1_1_1 

1 b b 
j j 

For each cell, multiply the number of CenturyLink base elements, the number of CLEC 
base elements and the number of transactions, divide by the total number of base 
elements squared, and take a square root. 

STEP 27
: Calculate a Z-statistic for each cell. 

If Wj =0 then set Zj =O. 

n1-nq
Else, calculate the Z-statistic as Z j = 1 1 1 

~njqj(1- qj) 

STEP 3: Truncate Z-statistic for each cell. 
z L=1 

For each cell, Z; = J{min(O,Z) otherwise 

6 Only perform STEP 4 ifL > 1 (e.g., if this is a cell-level comparison, and there is more than one cell with CLEC 

activity, then perform STEP 4). 

7 IfL = 1 and Wj = 0, then skip STEP 5, STEP 6 and STEP 7 and ZT = o. ZT = 0 in the following cases: (1) 

PCenturyLink = PCLEC = 100% (when high values are "better"); (2) PCenturyLink = PCLEC = 0% (when low values are 

"better"). 
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Note that there is no truncation step ifthere is only one cell in the submeasure 

calculation. 


STEP 4: Calculate the theoretical mean and variance of the truncated statistic under parity. 

1. If for cell}, Wj =0, set ExpectedMeanrrity, ExpectedVariancerrity, and 

ExpectedSkewrrity all equal to 0. 

2. 	 If min(n1j ,n2J> 15 and njqj(1- q) > 9 


. 1 

a. ExpectedMean panty = -	 ~. 

J ",27r 

b. 	 ExpectedVariancerrity =~ __1_ 

2 27r 


c. ExpectedSkewrrity =-( 	~+~I 
2",2n 	 (2n)2) 

3. If min(nlj,n2J~ 15 or njqj(1-qj) ~ 9 

a. 	 Let i =O, ... ,n j • 


i-nq }
b. Calculate Z ji =min 	0, J J for each value of i.
{ ~njqj(1-q) 

c. For each value ofi, calculate eji =BN(i,nj,q). 

d
Nj 


'l f parity - "'" Q
d. Expecte IV.lean j -	 L..J '0 ji Zji • 

i=1 

N 

e. ExpectedVariancerrity =IejiZ~i -(ExpectedMeanrrity)2 . 
i=1 

f. 
ExpectedSkewrrity = 

"'" e .. Z3. - 3ExnectedMeanparity X ExnectedVarianceparity - [ExnectedMeanparity J3L..J J1 	 J1 r J r J r J 
i 

STEP 5: Calculate the initial aggregate test statistic. 

1. 	 IfL= 1 and(min(~j,n2j)~15 or njqj(1-qj)~9), 


Z~ =<1>-1 (a) 


where a = CBN(nlj, nj, CJ.j). 
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Z1 L=1 

LWj(Z; - ExpectedMeanrrilY) 
ZoT= T j

Z =-7============= otherwiseL Wf x ExpectedVariancerrily 
j 

STEP 6: Calculate the final aggregate test statistic. 

1. IfL = I, we use the cell modified Z statistic. ZT ZOT. 

2. IfL> 1, do the following. 
a. Calculate the aggregate skewness coefficient. 

L WI x ExpectedSkewfGrily 

gagg = 3 

6x ( ~Wi x ExpectedVariancej';' r 
1+4g2

b. If Z! > agg or -10-6 <g <0 thenZT=ZOT. 
4gagg agg 

c. Otherwise 

T -1 +~1+4g~ +4gaggZ!
Z =--~----~---=--

2gagg 

Florida Perfonnance Measurement Plan 104 
February 1,2013 



CenturyLink Performance Measurement Plan 


Attachment B 


Measures of Severity (parity and benchmark) 


Benchmark Measurements: 

Definition: 
I-B 

DB =--xIOO% 
B 

where I is CenturyLink performance (mean, proportion, or rate) in service to a CLEC, and B is 
the benchmark set as the performance tolerance limit. This calculation assumes that the larger 
the value of J, the worse the service. For measures where this assumption does not hold true, the 
subtraction in the numerator is reversed. In other words, the numerator should be positive when 
the service to the CLEC is worse than the benchmark. 

Rationale: 
Upon determining that CenturyLink performance (in service to a CLEC) is not meeting 

the benchmark, the measure of severity will be calculated to represent the percentage difference 
from the benchmark. For example, if the benchmark is 4 hours and CenturyLink performance is 

5 hours, then DB =5.0 - 4.0 x 100%, or DB =25%. For a benchmark mean measure, this result 
4.0 

would be considered a "moderate" deviation from the benchmark. Such a measure for 
compliance is only valid if the benchmark is set appropriately; set as a tolerance limit as opposed 
to a target. 

Parity Measurements: 

Definition: 

Given ZT (as calculated in STEP 6, Attachment A, for mean, proportion, and rate measures), 

define the measure of severity Dp as: 


/1 1 T
Dp= .. j-+-Z

VNl N2 
where NJ and N2 are the number of CenturyLink and CLEC transactions combined from all cells 
in a submeasure with rtf> 0 (where rtf is the cell weight for cell}, as defined in Attachment A). 
As described in section 9 of this document, ZT is negative when the CLEC is receiving non
compliant service. 

Rationale: 
Upon determining that an out-of-parity situation exists for a particular submeasure, for a 

particular CLEC, a measure of severity will be calculated to reflect the magnitude of the 
performance difference between CenturyLink's retail and CenturyLink's CLEC service. The 
statistical tests performed to determine whether service is in parity, provide the "yes" or "no" 
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answer to the question of parity service. Further, the z-score itself provides a measure for the 
degree of certainty as to whether parity service exists. However, this degree of certainty does not 
indicate the severity of non-compliance, mainly due to the fact that the z-score is highly 
dependent on the sample size. If the submeasure has a considerably large sample size, yet a 
small difference between CenturyLink's retail and CenturyLink's CLEC service, the large 
sample size could cause the z-score to indicate a high confidence in lack of parity. This high 
confidence told by the z-score indicates that there is a statistically significant difference in 
service for the CLEC, but it does not indicate that there is a significant difference in service from 
a business impact point of view. 

A reasonable measure of severity will provide an indication for how different the 
CenturyLink's CLEC service is from that of Century Link's service to its retail customers. 
Because parity service is defined as the CLEC receiving equivalent service to that provided to 
CenturyLink's retail customers, the measure of severity should indicate the difference between 
CenturyLink's retail and CenturyLink's CLEC service. In practice, there are important 
considerations for appropriately calculating such a measure of severity. First, the measure 
should be consistent with the results of the z-score, accounting for the differences in calculations 
that result from small samples, truncating, weighting of cells, and adjustments for skewness. 
Second, the measure of severity should be applicable to all types of measurements (mean, 
proportion, and rate). These considerations can be taken into account by utilizing the aggregate, 
truncated z-score, ZT; simply adjusting the z-score so as to not include the sensitivity to sample 
size. 

To visualize how this measure of severity works, consider the example of a mean 
submeasure having a single cell. In this case, it can be shown that Dp is simply the difference in 
mean performance between the CenturyLink's retail and CenturyLink's CLEC service, measured 
relative to the dispersion (or standard deviation) of CenturyLink' s retail service. As an equation, 
this yields: 

Dp = Xl- X2 , where Xl is the mean CenturyLink retail service, X2 is the mean CenturyLink 
Sl 

service to CLECs, and Sl is the standard deviation of CenturyLink' s retail service. Under this 
example, consider the following graphs depicting a scenario in which a CLEC receives out-of
parity service on two different submeasurements ("Submeasurement A" and "Submeasurement 
B"): 

Submeasurement A 

ILEC CLEC 

4 5 10 
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If the service provided on submeasurement A to CenturyLink's retail customers has a standard 
deviation of 1.2 hours, then 

4.0-5.0 D 083Dp= ,or p=- •• 
1.2 

So, for submeasurement A, the CLEC receives out-of-parity service that is a "moderate" 
severity. 

Submeasurement B 

ILEC 

CLEC 

hours 4 5 10 

If the service provided to CenturyLink's retail customers on submeasurement B has a standard 
deviation of 0.4 hours, then 

4.0-5.0 D - 250Dp= or p-- •. 
0.4 ' 

So, for submeasurement B, the CLEC receives out-of-parity service that is a "severe" severity. 

Notice that the difference in the mean service is the same for both submeasurements. However, 
because CenturyLink's service to its retail customers on submeasurement B has a lower 
dispersion (or standard deviation) than CenturyLink's service on submeasurement A, the severity 
of the mean difference is higher for submeasurement B. 
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Attachment C 


Parity Measures and Submeasures with Cell-level Comparisons 


Cell-level comparisons (using the statistical methodology described in Attachment A) will be 
I' d to teoh £ IIowmg measuremen ' ts:appJle 

Measurement Cell Level (i.e., wire center, etc ... ) 
Number I Description 

5 - Percentage of Orders Jeopardized Wire Center, O~eratinKCompany Number 
6 - Average Jeopardy Notice Interval Wire Center, O~eratinACompany Number 

ge Completed Interval CLL! Code, Wire Center, Operating Company 
Number 

8 - Percent Completed Within Standard CLL! Code, Wire Center, Operating Company 
Interval Number 
11 - Percent of Due Dates Missed CLL! Code, Wire Center, Operating Company 

Number 
12 - Percent Due Dates Missed Due to Lack CLL! Code, Wire Center, Operating Company 
of Facilities Number 
13 - Delay Order Interval to Completion CLL! Code, Wire Center, Operating Company 
Date Number 

15 - Provisioning Trouble Reports Prior to Operating Company Number 
Service Order Completion 
17a - Percentage Troubles in 5 Days for CLL! Code, Wire Center, Operating Company 
New Orders umber 
19 - Customer Trouble Report Rate ire Center, Operating Company Number 
20 - Percentage of Customer Trouble Not CLL! Code, Wire Center, Operating Company 
Resolved Within Estimated Time Number 
21 - Average Time to Restore CLL! Code, Wire Center, Operating Company 

Number 
22 - POTS Out of Service Less Than 24 Wire Center, Operating Company Number 
Hours 
23  Frequency of Repeat Troubles in 30 CLL! Code, Wire Center, Operating Company 
Day Period Number 

31 - Usage Completeness Operating Company Number 
32 - Recurring Charge Completeness Operating Company Number 
33 - Non-Recurring Charge Completeness Operating Com~anyNumber 
34 - Bill Accuracy Operating Company Number 

38 - Percent Database Accuracy Operating Company Number 
39 - E911MS Database Update Interval Operating Company Number 
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Definitions: 

Operating Company Number CenturyLink has two operating companies in FL. Therefore we 
calculate results at the company level to establish parity before aggregating the results into one 
FL result. 

Wire Center - A building housing one or more end office and/or tandem switches. 

CLL! Code - (Common Language Location Identifier) An II-digit code that CenturyLink 
assigns to a Carrier's location to designate the central office or area served by a central office. 
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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.J. 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.".1 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.".l 

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. 000 121B-TP 
(EmeertjCenturyLink Track) and Docket No. 000121C-TP (Verizon Track) to establish 
performance metrics and a performance monitoring and evaluation program for the other Florida 
ILECs. 

1 See, Implementation of the Local Competition Provisions in the Telecommunications Act of 1996, CC Docket No. 

96-98, First Report and Order, II FCC Rcd 15499, 15763-64 [~5I8J (1996) ("Local Competition First Report and 

Order"), affd 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 F3d 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 Red 20543, 20618-19 [~\391 (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 aI., 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 25 I (cX3) and the duty to provide resale 

services under section 251 (c X 4) include the duty to provide nondiscriminatory access to OSS functions, an 

examination ofa BOC's OSS performance is necessary to evaluate compliance with section 271(cX2XBXii) and 

(xiv)."3 See, Ameritech Opinion at 12 FCC Rcd at 20619 [~1411; See also, BeIlSouth (Louisiana II) 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 Staffs data request for proposed 
permanent performance measures in Florida in Docket No. 000I2IB-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
P AA-TP. Order No. PSC-03-0067 -P AA-TP addressed the proposed establishment and 
implementation of operations support systems permanent performance measures for the Sprint 
Track, Docket Number 000I2IB-TP. 

Sprint complied with Order No. PSC-03-0067-P AA-TP and implemented this Performance 
Measurement Plan (PMP) on February 1, 2003. This Performance Measurement Plan includes: 

• 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 Embarg's Performance Measurement Plan in order to enable 
simultaneous implementation of changes with Embarg'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: 

• 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 VerificationlDispa£ea R~E}I:IiFea 


Request for Telephone Number 

Request for Customer Service Record 

Sefviee Ap!"oifltmeHt 8eaeEltiliHg (atle aate) 

RejectediFailed Queries 

Facility Availability 

Loop Pre Ql:lalifieatioH 


• 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. 

• 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 service installation has occurred. Measurements in this category 
evaluate the quality of service installations; the efficiency of the installation process and the 
timeliness of notifications to the CLEC that installation is completed or has been delayed. 

• Maintenance 

Maintenance involves the repair and restoral of customer service. Maintenance functions 
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include the exchange of infonnation 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 perfonnance is evaluated on the quality of interconnection and 
the timeliness of network upgrades (code openings) the ILEC completes on behalf of the 
CLEC. 

• Billing 

Billing involves the exchange of infonnation 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 overall effectiveness of the ILEC billing processes 
associated with CLEC customers. 

• Database Updates 

Database updates for directory assistance/listings 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 infonnation, as submitted to these databases, 
are completed by the ILEC. 

• CoUocation 

ILECs are required to provide to CLECs available space as required by law to allow the 
installation of CLEC equipment. Perfonnance measures in this category assess the timeliness 
with which the ILEC handles the CLEC's request for collocation as well as how timely the 
collocation arrangement is provided. 

• Interfaces 

ILECs provide the CLECs with choices for access to OSS pre-ordering, ordering, 
maintenance and repair systems. Availability of the interfaces is fundamental to the CLEC 
being able to effectively do business with the ILEC. Additionally, in many instances, CLEC 
personnel must work with the service personnel of the ILEC. Measurements in this category 
assess the availability to the CLECs of systems and personnel at the ILEC work centers. 
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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. 

EmbftFgCenturyLink 

By implementing these performance measurements, ~: 

• 	 does not make any admission regarding the propriety or reasonableness of establishing 
performance peae:ltiesincentives; 

• 	 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. 

• 	 CLECs reserve the right to contend that BmBtlf€!CenturyLink's compliance with the 
performance measures and standards in the Florida Plan does not conclusively 
demonstrate hmeaFqCenturvLink compliance with the Telecommunications Act of 1996. 

• 	 CLECs reserve the right to contend that BmsaF€!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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II. 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 

I 04 Percent of Flow-Through Orders 
Provisioning 

05 Percentage of Orders Jeopardized 
06 Average Jeopardy Notice Interval 
07 Average Completed Interval 
08 Percent Completed Within Standard Interval 
Q9 r r r r 'T: 

11 Percent of Due Dates Missed 
12 Percent Due Dates Missed Due to Lack of Facilities 
13 Delay Order Interval to Completion Date €Fef bael. ef Faeili~ie91 
+4 Hela QFEleF IR~e",,'al 
15 Provisioning Trouble Reports Prior to Service Order Completion 

17A Percentage Troubles in 5 Days for New Orders 
18 Average Completion Notice Interval 

Maintenance 
19 Customer Trouble Report Rate 
20 Percentage of Customer Trouble Not Resolved Within Estimated Time 
21 Average Time to Restore 
22 POTS Out of Service Less Than 24 Hours 
23 Frequency ofRepeat Troubles in 30-Day Period 

Network 
Performance 

24 Percent Blocking on Common Trunks 
25 Percent Blocking on Interconnection Trunks 
26 NXX Loaded by LERG Effective Date 

Billing 
U f 'T: 

30 Wholesale Bill Timeliness 
31 Usage Completeness 
32 Recurring Charge Completeness 
33 Non-Recurring Charge Completeness 
34 Bill Accuracy 

Database 
Updates 

38 Percent Database Accuracy 
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39 E911MS Database Update Interval 
Collocation 

40 Time to Respond to a Collocation Request 
41 Time to Provide a Collocation Arrangement 

Interface 
42 Percentage of Time Interface is Available 
44 Center Responsiveness 
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Pre-Ordering Measure 1 


I 

I 

I 

I 

Title: A vera~ e R esponse Ttme t POd Q0 re- r er uenes 
..~:~m~ l:':;'ti;':j:!~i;.t~·B:' .. ~. .~".', ....." , ..... •.'.'.: ;'." "'-.' ..' '., . '~:..,,~n. 

Description The response interval for each pre-ordering query is detennined 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 VerificationlDisj9atsfi Reqliired 

• Request for Telephone Number (TN) 

• Request for Customer Service Record 
~ Single Telel2hone Number 
bSffij9lelt BAN 

• Sep,'iee Aj9j9siHtffieHt SefiedliliHg (dlie date) 

• RejectedlFailed Queries 

• Facility Availability 

• T D. :+.. 

Method of All Electronic: 
Calculation Sum «Query Response Date and Time) - (Query Submission Date and 

Time)) / (Number of Queries Submitted in Reporting Period) 

All Manual: Loop PFe ljulllifielltioR IlRd Facility Availability 
Sum [«Fax Date and Time Returned) - (Business Date and Time of 
receipt of valid fax service request)) / (Number ofFaxes Submitted in 
Reporting Period)] X 100 

Report Period Monthly 
Report Structure Individual CLECs, CLECs in the aggregate, and ILEC affiliate. 
Reported By By query type and by interface type, including fax 
Geographic Level Statewide 
Measurable 
Standards 

Disaggregation Level CLEC Comparison Standard 

All Electronic: Parity Benchmark 

Address Verificationllfflpeteft Request for Address Di!!gnostic Only 

~ Verification ~ 

Request for Telephone Number Request for Di!;!gnostic Only 
Telephone Number ~ 

Request for Customer Service Request for 8itttj>Ie Di~nostic Only 
Record -~ Single CSR - Single W-seeeH<Is 
Telenhone Number TeJeDhone Number 
Request for Customer Service Request for ~ Di!!,gnostic Only 
Record-~IlAN CSR-BAN ~ 

~ 

Rejected I Failed Queries RejectedlFailed Diagnostic Only 
Queries 

~ fRiR\::I:~eS, ~Q 

--i Formatted: Bullets and Numbering 

I 


I 
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I 

I 


I 


All Manual: Pfe QI::tB:lifieMisR see....e. 

Facility Availability Request for Facility 
Availability 

9.Q" Id'llA 3 

€JHSlfteSS B~ s 

Di"""ostic Onlv 
bee" Pfe QualifieatisfI: R:eEl:Hesf: fef beSf' 9.% ithiA 3 

Business Rules • Elapsed time is measured in seconds for electronic pre-order 
requests. 

• R:est:llts fef GbBGs with § Sf fewef tfaasaetisas will ee eSffiflafee 
with a eeaeaffiark sftwiee the aflfllieaele eleeffilaie St:leffieaSt:lre ts 
eeteFffiiae eSffiflliaaee. 

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

• Exclude transactions that occur during OSS outages. 
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Ordering Measure 2 


Measurable 
Standards 

Method 0/ 
Calculation 

Mea."t~lre~ the average time from 
Firm Order 

All Electronic: 
Sum «Date and Time ofFOC) - (Business Date and Time ofReceipt of 
Valid Service Request» I (Number ofFOCs Sent in Reporting Period) 
ElectronicIManual Mix: 
Sum «FOC Date and Time) (Receipt Date and Time of receipt of 
error free order» I (Number ofFOCs sent.) 

in the aggregate, analog 
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ELEMENTS 

Blind FOe 
UNE Loops Non-Designed UNELoops 

I All Electromc Non-Designed #-MLmins 
ElectronicIManual Mix 1>-12 hrs 

UNE Loops xDSL Provisioned UNE Loops xDSL 
All Electronic Provisioned #-30 mins 
ElectromcIManual Mix &-12 hrs 

~IS S••leeps 
'<'alee Gfade ~ 

DtagH6stie Gnl) 
SI..lfeHi.,cM....oll\!i" -. 
;;, ~a; S••leep. 

Bo!ii ~ 

D'.gr.a,,;. Oal)' 
Elee*ft'mie ~~6ftt!ej Mtn +3--!tf. 

'0.' b~T PeR' No. 
~ ~ 

9;_e,I•• 0.1) 
81••• e.'eIM.".olHi.. -. 

LNP LNP 

I All Electronic #-20 mins 
ElectronicIManual Mix I>-U-hrs 

Intelligent FOe 

UNE Loops Designed UNELoops 
All Electronic Designed TBD 
EleetronicIManual Mix 36 business hrs 

I 
:'7' ~ 

~ 'HW 
I;lee~efll~IMQAttel Milt 36 eHsifiess hI'S 

EELS EELS 
All Electronic TBD 
ElectronicIManual Mix 36 business hrs 

UNE Dedicated Transport 

UNE DSI/ISDN PRJ lJNE DS 1/ISDN 
All Eleetron,c PRJ TSD 
ElectronicIManual Mix 36 business hrs 

UNEDS3 UNEDS3 
All Electronic TBD 
ElectronicIManual Mix 36 business hr, 

Interconnection Trunks Interconnection 
All Electronic Trunks TBD 

7 business days 
PROJECTS: 
Projects Projects 

I All Electronic 'HW 
ElectronicIManual Mix -Diagnostic Only 

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

Description 
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Ordering Measure 3 

TtlIt e: Avera e R' o Ice nerva1eJectN fIt 

Method of 
Calculation 

All Electronic 
Sum«Business Date and Time of ILEC Transmission ofOrder 
Rejection) - (Business Date and Time of Order Receipt» / (# of 
Mechanized Orders Rejected) 

ElectronicIManual Mix 
Sum«Business Date and Time of ILEC transmission of Order 
Rejection) (Business Date and Time of Order Receipt» / (# of 
Electronic!Manual Orders Rejected). 
MonthlyReoort Period 
Individual CLEC, CLECs in the aggregate, and ILEC Affiliates Report Structure 

Reported By 

I 

I 

• 	 Electronically received, electronically handled 

• 	All interfaces 

• 	 8~'I'I~EUt (eeit el'lgil'lej Ime eeal:eal: el'f8fS Eethef eeitsj 

• Resale orders and Facility based UNE orders 

• 	Electronically received, manually handled 

• 	All interfaces 

• 	 8yl'lttH< (eeit eagiaej afle eeah"al: efffiFS Eethel' eeitsj 

• 	 Resale orders and Facility based UNE orders 
StatewideI GeoRraphic Level 

Measurable 

Standards 


DUBlLgregation Level CLEC 

I 
Retail COlllparison Standard 
Parity Bel'u:hmark 

ReectNotice :j:gg 10 mm 
Re'ect Notice ElectronicIManual Mix 6-ll.hrs 

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. 

Florida Ceekeeel, Performance Measurement Plan 15 
Jely 31. 2(;)(;)6 February 1 2013 



En'l8Cll'fj CenturyLink Performance Measurement Plan 

Ordering Measure 4 

Title: Percent of Flow-Through Orders 

I 
I 

~t;Z,;:,!i:~l~J,~~ .:,;,::,.ft'~' .';'i"~';;;'"i' ~'ti;,:'; ~";"w";'Jf·;1, 

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 Monthlv 
Report .fO!trllrtllPo Individual CLECs, CLECs in the a~!;l~~aL~, and ILEC Affiliates 
Reported By • Orders that flow through as a percentage of 

1) All eleetFeRieally Feeeivee oFeeFs flFOgFammee to flov,' 
tiTFottgft 
~.!ill.e1ectronically received orders 

• By Service Group Types 
", 'Level c, 

u~,~· '''.~ 

Measurable +ke flFoeess to e..'all:late fleFffiFmaRee OR tkis meaSI:lFe is I:IReeF 
Standards ee·.'eloflmeRt. Issl:les, ifaR~', aFe ROt yet HRall~' eeHRee. l'iRal Fesoll:ltiOR 

eefleRes OR eomflletee ee ..'elopffieRt of aR agFeee to I'lo'v{ +kF8l:1gk 
PltHr. 
Disaggregation Level CLEC Retail Comparison Standard 

Parity Benchmark 
Resale 

ResPC rs Res PC rs DilUtllostic On 
Bus PC rs Bus PC rs Diagnostic On 
ISDNBR ISDNBR! Diagnostic On 
:ENI'REX :ENTREX Diagnostic On 
PBX PBX Diagnostic Only
DDS DDS Diagnostic Only
DS lIlSDN PRI DS lIlSDN PRI Diagnostic Only
DS3 DS3 Diagnostic Only
VGPUDSO VGPLIDSO DilUtllostic Only 

ELEMENTS '1'''1 rvI<1\. 

UNELoops
UNELoops: UNELoops· Diagnostic Only 
UNE Loops Designed UNE Loops Designed Diagnostic Only
ONE ~oops xDSI ,Provisioned ONE "oops xDSL Provisioned Diagnostic Only 

YN&I'effi YN&I'effi 
EELS EELS Diagnostic Only 
UNE Dedicated rransport 

~EDSIIISDN UNE DS llISDN PRI Diagnostic Only 

JNEDS3 ONEDS3 Diagnostic Only 

LNP LNP Diagnostic Only 
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Business Rules • Excludes Loop Pre-Qualification queries. 
Notes • None at this time. 
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Provisioning Measure 5 

Title: Pta-' l11~t of Orders It::upi:1fdized 
_,:":,;,::,,, ",n..::",", '.... !;ll',-,<,~,!I'G ".':"'.'o-',H,, , '. ti~~;: ',_1''-':'''!'

:;;C:";,;~

Description 
4i,;1:,., , ,~'l~;-l1?!'>c"; " , 

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 
Calculation 

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

Report Period " 
Report n • Ihdi'lidual CLEC, CLECs in the a~~,,;;~a.~, ILEC and ILEC Affiliates 

By 
'LeveL 

Measurable 
Standards 

By service group type 
<" 
'''4'~VV lU~ 

~ is required to provide a retail analog for this 
measurement. 
Disaggregation Level 

Resale 

CLEC Retan I Standard 
Parity Benchmark 

Res PC rs Res PC rs Res PC rs 
Bus PC rs Bus POTS Bus POTS 
ISDN BRI ISDNBRI lSDNBRI 
CENTREX CENTREX CENTREX 
PBX PBX PBX 
DDS DDS DDS 
DSIIlSDNPRl DSIIlSDNPRl DSIIlSDNPRl 
DS3 DS3 DS3 
VGPLIDSO 

,,. ""'''NT'' 'niH rv",," 

VGPLIDSO VGPLIDSO 

UNE _ODDS 

UNELoops' ..~ UNE~ops ~~:~:~~~ 
UNE Loops Designed ::'7g::~PS DDS, VGPLIDSO 

Provisi~ Loops, xDSL :;;;;~~~~1' ,xDSL 
Retail xDSL 

I 
",' ". = Yl'1I; S.elee~, Data I 
Bft!ft 

Retail,<DSb 

1.JNIH1ef! ~ 

EELS EELS ~~'~~!~~g~ 
UNE Dedicated Transport 

UNE DSIIlSDN PRI ~DSIIlSDN DSIIlSDNPRI 

UNEDS3 UNEDS3 DS3 

Business Rules • Excludes delays for customer reasons. 

• Excludes Loop Pre-On,,]'" . queries. 
Notes • None at this time. 
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Provisioning Measure 6 

Method oJ 
Calculation 

Reported By 

Jeopardy Notice: 
Sum( (Date ana Time of Committed Due Date for the Order) - (Date 
ana Time of Jeopardy Notice) / (Number of Orders Jeopardized» 

IBstallati6H: Iesj3&raies idefltified dHfifig iHstaliatisfl j3fiOf te 
aHe time 

SHm «Date ana Time sf Csmmitted DHe Date foF Iile Order) (Date 
and Time of JeOflf:m:iy }/otiaa) I (}oJ!:Imber of IflstallatiOH Jesj3aray 
Wstiees) 

• By service group type 

• 

Measurable 
Standards 

Efl:tbarttCenturyLink is required to provide a retail analog for this 
measurement. 

Florida Ceeltl~eel( Perfonnance Measurement Plan 19 
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Business Rules 

Notes 

UNE Loops Designed 

UNE Loops - xDSL 
Provisioned 

lJ=N'B Sl:tltlleaps "alee Gmae 

EELS 

UNE Dedicated Trallllporl 

UNE DSlllSDN PRl 

UNEDS3 

Projects 

UNELoops 
Non-Designed 

illl!': B."I.ops 
Data 
~ 

EELS 

UNE DSIIlSDN 
PRl 
UNEOS3 

Projects 
Diagnostic Only 

Diagnostic Only 

D811l8D~1 PR! 
PRJ, 

DS3, VGPUDSO 
Di i Onl 

OS3 
Oi n i ni 
Projects 
Diagnostic Only 

• Excludes customers requested due dates beyond interval offered, 
and orders delayed for customers teftsefl:sreasons. 

• Excludes Loo Pre ualification ueries. 
• If the ILEe policy changes regarding jeopardy notices to their 

Retail customers, this measure should be evaluated for analog. 
• Interval is re rted in business da s. 
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Provisioning Measure 7 

TtlIt e: Avera! 
:))jli,;:C~ [:~'Jj 
Description 

c 1 t d I te omp e e n erva 
~);;:~:;~:/~f',F':,~,;r'- , ;~'~.. :' ',.: ~'''1' ~t" ' 

" 
" ;,;;i} ,;:,,;' 

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 
Calculation 

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

Report Period Monthly 
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 

I Measurable 
Standards 

embarqCenturyLink is required to provide a retail analog for this 
measurement. 
Disaggregation Level 

Resale 

CLEC Retail Comparison Standard 
Parity Benchmark 

Res POTS Res POTS Res POTS 
Bus POTS Bus POTS Bus POTS 
ISDN BRJ ISDNBRJ JSDNBRJ 
CENTREX CENTREX CENTREX 
PBX PBX PBX 
DDS DDS DDS 
OS1IISDN PRJ DSllISDNPRJ DSllISDNPRJ 
DS3 DS3 DS3 
VGPLIDSO VGPLIDSO VGPLIDSO 

UNBUNDLED NETWORK 
ELEMENTS 
UNELooDs 

UNE Loops Non-Designed UNELoops 
Non-Designed 

Bus. POTS 
Dispatched 

UNE Loops Designed - Field 
Work 

UNELoops 
Designed - Field 
Work 

DDS,VGPLIDSO 

UNE Loogs Designed No Field 
Work 

UNELoops 
Designed - No 
FIeld Work 

6 Days 

UNE Loops - xDSL 
Provisioned - No Field Work 

UNE Loops xDSL 
Provisioned - No 
Field Work 

3.5 Days 

UNE Loops - xDSL 
Provisioned - Field Work 

UNE Loops - xDSL 
Provisioned - Field 

~ 

Retail xDSL 

~11o: S"'l••~, 1 'alee GraEfe ~11o: S"'l••~, 
~~eiee CraSe 

~ 

~ 

~11o: S"'I••~, Date ~11o: S"'I••~, 
Bate 

lletail,t!=)Sb 

~ 

EELS 
~ 

EELS 
DSI qSD?1 PRI 
DSllISDN PRJ, 
DS3 VGPLIDSO 

UNE Dedicated Transoort 
UNEDSllISDN PRJ UNEDSllISDN 

PRJ 
DS 1IISDN PRJ 

UNEDS3 UNEDS3 DS3 
Interconnection Trunks Interconnection ILEC Dedicated 
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Trunks Trunks 
Projects I Projects Diagnostic I Projects 

IOnly Diagnostic Only 

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 Measure 8 

Measurable EmBafElCenturyLink is required to provide a retail analog for this 

Standards 


Florida CeelEeeelE Performance Measurement Plan 23 
11:11) 31,2006 February I 2013 



En'lb6tf'fj CenturyLink Performance Measurement Plan 

UNE Dedicated Transport 
UNE DS llISDN PRI UNEDSllISDN 

PRI 
DSllISDNPRI 
Diagnostic Only 

UNEDS3 UNEDS3 DS3 
Diagnostic Only 

Interconnection Trunks Interconnection 
Trunks 

ILEC Dedicated 
Trunks 
Diagnostic Only_ 

Projects Projects Diagnostic 
Only 

Projects 
Diagnostic Only 

Business Rules • Excludes customer requested due dates greater than the standard 
interval, and orders delayed for customer reasons. 

• Excludes services with flexible due dates. 

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

• Excludes Loop Pre-Qualification queries. 
Notes • None at this time. 
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J.leaSHFe 9 

AleflSHl'flhie 
SHlntiMds 

MeaSl:IFeS tAe fleFeeHtage of eeer-cliHates el:lt e'ieFS CHC started 
Of!: tiffie .".tAere CLEC Aas FetjHestes tiffies eool'siaatiof!:. 

* Wote: "On fime" ffiOtHlS !!fJfleietffieHt aFFival time flltls OF ffiiHl:IS 1 
AOHF. OFseFs started befere aflfloiHtffieHt arris.tal tiffie aFe eOHsideres OH . . 

Pam, BeHehlftftrlt 

IBB:;fI;!ili;;·n;;e§;;Ii;;:Bifl;;[,~e!i;---I..;;:::iE;:;;·};;;;.e:;:il~l:Is;;ie;:s;::C~LJ;E~C:;:;ea~l:I;s;;e~s::;ffi;;::;is;se;:s~.----'-------'--":::.:..:::=:..---:t - --{ Formatlled: Bullets and Numbering 

• BltelHdes Loef' Pre Ql:Ialifieatiof!: qlleries. 

l.t!~~______..L~~~!:!~~!!:.___________________...:I - - -( Formatlled: Bullets and Numbering 
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Provisioning Measure 11 

Title: Percent of Due Dates Missed 

Resale 

Business Rules 

Benchmark 

Florida CeelElleelE Performance Measurement Plan 26 
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I 


I 


• 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 • Emaar-qCenturyLink will provide disaggregation by Missed 
Appointment Reason codes as diagnostic data upon raw data 
request. 

- -1Formatted: Bullets and Numbering 
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Provisioning Measure 12 

Measures the percent ofnew, move and change orders missed due to 
lack of facilities. 

Note: Results also included in Measure "Percent Missed Due Dates" 

Description 

[«Total New, Move and Change Orders Missed Due Dates Due to Method of 
Lack of Facilities) I (Total Number ofNew, Move and Change 

x 100 
Calculation 
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UNE DSllISDN PRJ UNEDSlllSDN 

I 
DSllISDNPRI 

PRJ 
UNEDS3 UNEDS3 DS3 

DIa""ostic Onlv 
Interconnection Trunks Interconnection 

I 
!LEe Dedicated 

Trunks Trunks 

Business Rules • 	All available due dates are reported, except those missed due to 
customer reasons. 

• 	 Excludes customer requested due dates beyond the 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. 
Notes • 	None at this time. 
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Provisioning Measure 13 


Title: Delay Order Interval to Completion Date (For Laek of 
1:', .:1:· • ,\ 
~ 

_~),:i~;;:~.;\j:V'L!"'V~!; '", ",",' ':/.:sc(J' '!'f~~ 
Description Measures the average ' days from due date to completion date 

on missed orders~ ,j:'TT TV' C_ I:. 

Metiodof Sum «Completion Date for orders missed SHe te lack sf lLEC 
Calculation facilities) - (Committed Order Due Date for orders missed due te lack 

sfILtlC facilities» / (Number of Orders Missed SHe te lack sfILtlC 
Facilities in the R\;;~H11ll", Period) 

Report Period Monthlv 
Report Structure Individual CLEC, CLECs in the aggregate, by ILEC, and ILEC 

Affiliates 
ReportedBy • By service group type 

• Disaggregated 13;' 1 30 ealeHSe:r sa;'s, 31 90 ealeHdar days aHS >90 
~. 

" ,Level Statewide 
Measurable tlfflearaCenturvLink is required to provide ,retail analog for this 
Standards measurement. 

Disaggregation Level CLEC Retail Comparison Standard 
Resale 

Parity Ben.bmark 

tes pm Res PO'liS R.. POTS 
3us PC Bus POTS Bus POTS 
,SDNBR ISDN BRJ ISDNBRJ 
~ENTRE :m.'TREX CTh,REX I 

'BX PBX PBX 
DDS DDS DDS 
D: llISDNPRl DSIIISDNPRI DSIIlSDNPRI 

DS3 DS3 
V' }PUDSO VGPUDSO VGPUDSO 

IlNRf1N1 lLED 
r"",""NTO 

UNElAloDO 

Design:;TE Loops Noo ~~~ps-NOO- Bus, POTS Dispatched 

UNE Loops Desismed UNE Coops Desismed DDS and VGPUDSO 
UNE Loops - xDSL :!;::.xDSL Retail xDSL 

~. Gm6e 

~ ~ 

EELS EELS e~~~~OpRI, DS3, 

UNE Dedioated Transport 

~DSlIISDN UNE DS IIISDN PRI DS IIISDN PRI 

L'NEDS3 UNEDS3 DS3 
•Trunks Trunks ILEC Dedicated Trunks 

..ack of Facilities Lack of Facilities Dia.nostle Only 
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I 

Business Rules • Excludes Loop Pre-Qualification queries. 
Notes • ~Iefle f:tt tRis ~il'fle.Lack of Facilities reQresents a subset of all 

delayed orders reDorted by service croUD tYDe. 
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D •• • 
J.d HJl'ISI8H:1:1lg Meas'iFe 14 

HUe: Hele Gfeef Imef¥al 

~ P';ti'" '.$,,~.;;'ftc,:»·~ •. .•",.,'''"'-< ':"';.".;,,:.,:j:, 
·A,&i~lf1llfHf :. 'J .:. A • ,11 TT r:J0 I:. ." " ••:1: 

A#elk(Jti (Jf 0, -'I'1. T'\, .\ fr<. n. 
'" '0 -, \' 

CaieNieti(J1I Date)) / (Ntlmaer sfOrael'S Peaaiflg Ma Pest tee Csmmittea Dtle Date) 

"L D, A. -':. • L .:. 
D. n. ,A. 

&e[HH'f SHwetH?e TT TO" 
-ee' -e' 'J 

c.c: 

n -'D. 0 

,I.:. T C'. 

Ale65-Itfflbl:e Emaarq is reqtlirea to proviae a retail aaalog fer tbis meastlremeet 
Sl8l1tlllFtlS 

Gi.oggl.goti.n b., .1 ~ Reteil c."'..., .... Stonda,d 

-ReHIe 
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~,,--------- ~ '!P.f 
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&_-----------
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I 
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Provisioning Measure 15 


Title: Provisioning Trouble Reports Prior to Service Order 


Method of 
Calculation 

Measurable 
Standards 

Business Rules 

• By Resale, UNE Loop Non-Designed, illl'E SI:IBlee):}s Veiee 
Gffide,and LNP 

~ is required to provide a retail analog for this 
measurement. 

Non-Designed UNELoops 
Non-Designed 

LNP 

• Excludes CPE and IECIIXCICLEC caused troubles 
• Excludes Subsequent reports. 
• Excludes Message Reports (circuit reports for which ILEC has no 

records). 
• Excludes ILEC 

I Jl:lly 31,2996 February 1. 2013 
34 




En'i8Clf"fj CenturyLink Performance Measurement Plan 

Provisioning Measure 17a 

Title: percentage Trou bi esm 5Days £ ew Odersor N r 
t:~~~~:.X~;~k_~It~Jt~~~~ 
Description 

~i~j,~~> "f~:<, :.·E·"~(:.~~r::ii'~~:~'- ''''', ~.\ '",.. 1.;', ,._.~ .••':~~ .,. ". . . , 

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

Method of 
Calculation 

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

Report Period Monthly 
Report Structure Individual CLEC, CLECs in the aggregate, ILEC, and ILEC Affiliates 
ReportedBv By service group type 
Geographic Level 

I 
Statewide 

Measurable 
Standards 

effiearEJ:CenturyLink is required to provide a retail analog for this 
measurement. 
DisaggregatioD Level 

Resale 

CLEC Retan Comparison Standard 

Parilv BeDchmark 
Res POTS Res POTS Res POTS 
Bus POTS Bus POTS Bus POTS 
ISDNBRI ISDNBRI ISDNBRI 
CENTREX CENTREX CENTREX 
PBX PBX PBX 
DDS DDS DDS 
DSIIISDNPRI DSIIISDNPRI DSllISDNPRI 
DS3 DS3 DS3 
VGPUDSO VGPLIDSO VGPUDSO 

UNBUNDLED NETWORK 
ELEMENTS 
UNELooos 

UNE Loops Non-Designed UNELoops 
Non-DesilO1ed 

Res and Bus. POTS 

UNE Loops Designed UNELoops 
Desil!l1ed 

DDS and VGPUDSO 

UNE Loops - xDSL 
Provisioned 

UNE Loops - xDSL 
Provisioned 

Retail xDSL 

UNB Subloops J 'eiee Gt=a~e U~IB Sub loops 
Heiee Gfeee 

~ es OR. Bus POTS 

UN" Subloops 901ft ~1" Sublssps 
901ft 

~etoil ,09Sb 

~ 

EELS 
~ 

EELS 
9S1 q89~1 P&I 
DSllISDN PRI, DS3, 
VGPUDSO 

UNE Dedicated Transport 
UNE DSllISDN PRI UNEDSllISDN 

PRI 
DS IIISDN PRI 

UNEDS3 UNEDS3 DS3 
LNP LNP LNP 

Business Rules • Excludes CPE and IEC/IXCICLEC caused troubles. 

• Excludes troubles associated with inside wire. 

• Excludes Trouble Reports Received on the Due Date ( ...t'I~ieR iHsteae 
are repartee iH MeaSl:IreffieHt \5). 

• Excludes canceled tickets. 

• Excludes Subsequent reports. 

• Excludes Message Reports (circuit reports for which ILEC has no 

--i Formatted: Bullets and Numbering 
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records). 

• Excludes ILEC employee generated reports. 

• Excludes Loop Pre-Qualification queries. 

• lncludes trouble tickets that were received during the rel20rting ___ • 
l1.eriod. 

Notes 
I 
I • Bm9afttCenturyLink will provide disaggregation by Maintenance 

Disposition codes as diagnostic data upon a request for raw data. 

.><. - Formatted: English (United States) 

Formatted: Bullets and Numbering 
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Provisioning Measure 18 

Title: Average Completion Notice Interval 

I 

I 

i ..··.~~i:·JiJiiiF~~)r::r";,2.h ~i,;;··) '. ". .'R~~~i~SCriPtiOn' 
" 

Description Measures the average time per order to issue notification to CLEC of a 
completed order. 
All Electronic: Method of 
Sum((Date and Time of Electronic Completion Notification to CLEC) 
(Date and Time of Work Completion)) / (Number of Orders Completed 
Electronically) 

Calculation 

ElectronicIManual Mix: 
[(}ll:lffieer of MSHI:Isl Oreers WHere ((Date and Time of Electronic 
Completion Notification to CLEC for Orders Completed that ReQuired 
Manuallntervention)- (Date and Time of Work Completion~)/ 
(Number of Orders Completed That Required Manual Intervention~ 
+00 
MonthlyReport Period 
Individual CLEC, CLECs in the aggregate, and by ILEC Affiliates Report Structure 
Electronic and ElectroniclManual Mix Interface Reported By 
StatewideGeof(raphic Level 

Measurable 

Standards 


Disaggregation Level CLEC Retail Comparison Standard 

Parity Benchmark 
All Electronic ~Completion Notice 

Diallnostic Onlv 
ElectroniclManual Mix 9>% itRIR21 Jus 

Diagnostic Only 
Completion Notice 

Business Rules • 	 24-hour clock is used to measure interval for electronic/manual 
process. 

• 	 For fully electronic completions that occur after llpm (Eastern), 
the interval will start at 8am (Eastern) the next business day. 

• 	 Excludes weekends and ILEC published holidays. 

• 	 Excludes Loop Pre-Qualification queries. 
c,Notes • CenturvLink will track fall out rate. 

Florida Ceel(eeel( Performance Measurement Plan 37 
Jld~' 31, 2006 February 1 2013 



Embflrq CenturyLink Performance Measurement Plan 


Maintenance Measure 19 
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ILNP 	 ILNP ILNP 
Dia!WOs\.c Only 

Business Rules 

Notes 

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

• 	 Excludes Subsequent reports. 

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

- - -( Formatted: Bullets and Numbering• 	Excludes canceled trouble tickets. 

• 	Excludes ILEC employee generated reports. 
- - -{ Formatted: Bullets and Numbering• 	An LNP trouble is excluded from duplicate rellQrting in another 

service g:rOUD tVDe. 

• ~ 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 


BmsarEjCenturyLink is required to provide a retail analog for this 

UNE Loops - xDSL Provisioned 

Reponed By 

Measurable 
Standards 

Benchmark 
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I 


I 


I 


I 

I 

UNEDSJ UNEDS3 DS3 
Dllumostic Onlv 

Interconnection Tl1.Inks Interconnection 
Trunks 

ILEC Dedicated 
Trunks 
Diallnostic Onlv 

LNP LNP LNP 
Dirumostic Onl . 

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. 

• Fydll';f'~ ,1. l trouble ticketc; 

• Includes LNP NXX Code Opening Troubles. 

• An LNP trouble is excluded from dUQlicate reQQrting in another 

" 

service £l.rouo tvoe. 
Notes • 1:. ._. ~('f'nturvLink will provide disaggregation by Maintenance 

Disposition codes as diagnostic data upon a request for raw data. 

- -{ Formatlll!ld: Bullets and Numbering 
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Maintenance Measure 21 

T,'l tIt e: Avera~ e tme t 0 Res ore 

I 

:,>7~"N 
........ "'~'~''/IQ~~ 

~~~fl~Si;l;~:', J'P' Ilii.i" , ,?,', 
:,""":>," 

._.. " " ;~ ". '"," -'.,,:

~ "·~~f~~.~~~~~~ ;A 

i.,;: ....,::< .,,;;':'; .. ' "l:I:e.,j.' ~ ,; , , 
~ .;, " . ,,~. 

Description Measures the average duration of customer trouble reports from the 
receipt ofthe 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 Structure Individual CLEC, CLECs in the aggregate, ILEC, and ILEC Affiliates 
Reported By • By service group type 

• By dispatch and no dispatch 
GeoJ[raphic Level Statewide 
Measurable ~CenturyLink is required to 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 Bus POTS Bus POTS 
ISDNBRI ISDNBRI ISDNBRI 
CENTREX CENTREX CENTREX 
PBX PBX PBX 
DDS DDS DDS 
DSIIISDNPRI DSIIISDNPRI DSIIISDNPRI 
DS3 DS3 DS3 
VGPLIDSO VGPLIDSO VGPLIDSO 

UNBUNDLED NETWORK 
ELEMENTS 
UNELoops 

UNE Loops Non,Designed UNE Loops Res and Bus, POTS 
Non,Desi!llled 

UNE Loops Designed UNELoops DDS and VGPLIDSO 
DesilUled 

UNE Loops .. XDSL UNE Loops .. xDSL Retail xDSL 
Provisioned Provisioned 

Releil ,ff)Sb 
mlB S.bI88~' Veiee Gfflse Ul'IB S.bI88~' Re, "". 8.,. POTS 

VSlee c::::ifaae 
mlB S.bI88~' Date mill S.bI88~' Reteil,ff)Sb 

Bote 
~ ~ DSI qSD~1 PRI 
EELS EELS DS llISDN PRI, DS3, 

VGPUDSO 
UNE Dedicated Transport 

UNE DSIIISDN PRI UNEDSIIISDN DS lIISDN PRI 
PRI 

UNEDS3 UNEDS3 DS3 
Interconnection Trunks Interconnection ILEC Dedicated 

Trunks Trunks 
LNP LNP LNP 
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Bllsiness Rilles • 	 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 tick$<ts. .. 
• 	 Includes LNP NXX Code Opening troubles" __ 

• 	 An LNP trouble is excluded from dUQlicate reJ;lQrting in another . 
service group type. 

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

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

I Notes 

Formatted: Bullets and Numbering 

Formatted: Font color: Auto 

Formatted: Bullets and Numbering 
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Maintenance Measure 22 

Title: POTS Out of Service Less Than 24 Hours 

Method of 
Calculation 

Measurable ~CenturyLink is required to provide a retail analog for this 
Standards measurement. 

Business Rules • Residential and Business POTS only. 
• 	 Excludes no access. 
• 	 Interval for tickets received Saturday, Sunday or ILEC published 

holiday begins no later than Monday morning. 
• 	 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. 
• 	 Excludes out of service tickets when the customer requests a 

commitment more than 24 hours from the time the trouble is 

I Notes • disaggregation by Maintenance 
for raw data. 

--i Formatted: Bullets and Numbering 
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Maintenance Measure 23 

Title: Frequency ofR~pe:Jt Troubles in 30 Day Period 

I 

I 

- ~;.~~,,:;:.;~;:;;;~ ·"""""i1l~'.l?'~~'('1i'''!~!! '.. .i'((;\~,¥.;t~ .. . J ..;~. '" 

Description Measures the percent of customer network trouble reports received 
within 30 c.lllencillT days ofa previous report. 

Method of [(Total customer network trouble reports received within 30 calendar 
Calculation days of a previous customer report) I (Total customer network trouble 

reports)] x 100 
Report Period Monthlv 
Report C!.... ...... Individual CLEG. CLECs in the i:1ggn::g<ut;, ILEC, and ILEC Affilillte.s 

rBy By service group type 
Level C'.

\. 01.(1'''' lU" 

Measurable ~CenturyLink is required to provide a retail analog for this 
Standards measurement. 

-_--e- I Level CLEC Retail ~uu......., I Standard 

Resale Parity Benchmark 
Res POTS Res POTS Res POTS 

us PC rs PC rs pcrs 
BRI DNBRI BRI 

rREX iNrREX rREX 
IX 
)S 

IISDNPRI DSIIISDNPR DSIIISDNPR 
DS3 DS3 

VGPLII>SO VGPLII>SO VGPLII>SO 
T~RT~T.RnNETWORK 

ELEMENTS 
UNE Loops 

UNE Loops Non-Designed UNE~_~~~, Res and Bus. POTS 

UNE Loops Designed 
=gnr;:ps 

DDS and VGPLII>SO 

Provis:~Loops .. xDSL UNE Loop~ , xDSL Retail xDSL 

" .n. 

~ 

~ ~ 

EELS EELS e~~~~~/RI, DS3, 

UNE Dedicated Trans......t 
UNE DSIIISDN PRI UNEDSIIISDN DSIIISDNPRI 

PRI 
UNEDS3 UNEDS3 DS3 

Interconnection Trunks ILEC Dedicated 
Trunks Trunks 

LNP LNP LNP 

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

• Excludes troubles associated with inside wiring. 

• Excludes Subsequent reports. 

• Excludes Message Reports. 

• FY('.lllcies c.llnc.eleci trouble tickets_ 

( 
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I Notes 

• 	 An LNP trouble is excluded from dUQlicate reQorting in another 
service groUQ tYQe. 

• 	 Excludes ILEC employee generated reports. 

• 	 Includes LNP NXX Code Opening troubles. 

• 	~ will provide disaggregation by Maintenance 
Disposition codes as diagnostic data upon a request for raw data. 
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Network Performance Measure 24 


Title: 

percentage of blockage across all common and shared 
transport trunk groups exceeding 1% blockage. 

list of trunks 1% 
[(Total blocked calls across all common and shared transport trunk 
groups)/(Total call attempts count across all common and shared transport 

x 100 

CLEC 

Common Trunk Group 

Exclude 911 trunks except where ILEC has augmentation control. 
Excludes the maintenance window (12am local time to 6am local time. 
Internal traffic data collection procedures exclude force majeure (Acts 
of God, Natural Disasters, etc.). 

Total trunk groups 

Common trunk groups provide service to all customers, therefore, there 
is one result for both CLEC and ILEC. 

Business Rules 

Notes 

Measures the 

Note: 

Description 

Method of 
Calculation 

trunk 

• 
• 
• 

• Measured by: 

• 
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Network Performance Measure 25 

Title: percent Block'mgon InterconnectlOn Trunk s 
:: 
 " , ~


~<:'~; :,;~~}\: [~f;~~o;}\ ,:~:;~;r,;¥~{<; ,J~liiitiifDiJiW/J1ji!tft'1Ji:lljj( , '" 

Measures the total percent of blockage on final dedicated 
interconnection trunk groups exceeding 1 % blockage. 

Description 

[(Total blocked calls across all final dedicated interconnection trunk Method oj 
groups per CLEC)/(Total call attempts count across all final dedicated 
interconnection trunk groups per CLEC)] x 100 

Calculation 

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

Reported By State 
StatewideGeoJlraohic Level 

Measurable 
Standards 

Di.aggregation Level CLEC Retail Comparison Standard 

I 
Parity Benchmark 

State Interconnection I :::,~:: tka. 1%Trunks 
Dta""ostlc Only 

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 
- !LEC tandem to CLEC end office 
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Network PerfOrmance Measure 26 


in the aggregate, analog applies) 

Business Rules 

Notes 
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Bill:ilfg Measare 28 

This measl:lre eafltl:lres the elaflsed time 13etvleeR the reeofdiRg of I:Isage 
data geRerated either by GLEG retail etlstomers or aeeess tlsage 
assoeiates witH GbEG etistefRefS ell'ls tHe time wheR the data set, iR a 

MethfHIof 

CaiCfl:latilHf 


- -I formatted: Bullets and NumberingRepe,tedBy 

lIIeflSfl:Mble 

Slti.HtklHls 


- { Formatted: Bullets and NumberingI-BS;Ns~i;;"e;s;;s"JRk;,,"ii.le;'S;---t~.T~H~e;:re;p~o;ft~iR~g;:fl;;;e;;;f~io~di:tI~s~e;dd will ae ealeRSar mORili (aases tlflOR the 
message flreeess date). 

-ORI" Atltomates Message Aeel:lraey (AMA) messages reeorded by 
Emaaffl LTD are iflcll:lsed. Alternate Billed Message aRd 
GORfleetiRg GOfRPaRY messages recorded ay other COfRflaRies are 
el,ell:lsed. 

-LoRg dtiratieR ealls are eseltlded beeatlse the message date does Ret 
aeetlrateiy retleet ilie date ElR which the message was reeerded. 
beRg StiratioR ealls are deHRed as ealls that fefRaiR eORReetes 

-This fReastlremeflt asstlfRes a daily traRsmissiofl ef tlsage to the - {formatted: Bullets and Numbering 

GLEGs. If the GLEGs do Rot feEjl:lest saily tfaRsfRissioRS, the 
fReaStiremeRt still applies Based tlpOR traRsfRissiOR a'<'ailaeility date, 
However the aetool tiR'leliReSS oCtke usage fecehed by the GLEG 
will vary depeRdiRg UpOfl their re€J:tliremeflts fur HeEjtleRey of 
traRsmissioRS (e.g. weeldy). This meaSl:lre oRly apfllies fur GLEGs 
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Billing Measure 30 


Method of 
Calculation 

Reported By 

Measurable 
Standards 

Business Rules 

• Resale 
• UNE 

Disaggregation Level 

UNE 

• Includes only mechanized bills. 
• Excludes paper bill, magnetic bill, CD ROM bill or Custom Bill 

diskette bill. 

Retail Compan.oo Standard 
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Billing 	 Measure 31 

30 

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

Reported By 

Measurable 
Standards 

Business Rules • Excludes summarized charges. 
• 	 Billing dataset will be defined as charges occurring in past monthly 

period and processed within 3 calendar days of the end of the 
billing month. 

• 	 ~L.ong duration calls are excluded because the message date 
does not accurately reflect the date on which the message was 
recorded. Long duration calls are defined as calls that remain 
connected through two successive midnights. 

• 	 Excludes usage recorded by other (non EmbGf'qCenturyLink 
and sent to 

• Resale 
• UNE 
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Billing Measure 32 


Reported By 

Measurable 
Standards 

Business Rules 

• Resale 

• UNE 

Affiliates 

,..""·",,..,,tir,n for this measurement. 

• Billing dataset will be defined as charges occurring in past monthly 
period and processed within 3 calendar days of the end of the 
billing month. 

• Excludes zero dollar billing charges. 
• 

CLEC, CLECs in the aggregate, by ILEC (ifanalog applies) 

required to provide a retail analog for certain 

CLEC 

Excludes late charges resulting from mandated billing changes if 
makes its on time. 
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Billing Measure 33 

• Resale 

• UNE 
• FacilitieslInterconnection 

Reported By 

• Billing dataset will be defined as charges occurring in past monthly 
period and processed within 3 calendar days of the end of the 
billing month. 

• Excludes zero dollar billing charges. 
• Excludes late charges resulting from mandated billing changes if 

makes its on time. 

Measurable 
Standards 

Business Rules 

- --{ Formatted: Bullets and Numbering 
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Billing Measure 34 


Reported By 

Measurable 
Standards 

• Resale 
Usage 
Recurring Charges 
Non-Recurring Charges 

• UNE 
Usage 

• 

Recurring Charges 
Non-Recurring Charges 

FacilitieslInterconnection 
Usage 
Recurring Charges 

-bflft9lffil!'&'!lliru:!d!~ is required to provide a retail analog for certain 

Resale 

Usage 

lnOIVI(lUal CLEC, CLECs in the aggregate, by ILEC (if analog applies) 
Affiliates 

for this measurement. 
Retail Comparison 

Parity Bencbmark 
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I 

I 
I 


I 


Non-recurring Charges Total Dollars billed 
and adjusbnents for 
nonrecurring 

%% 
Diagnostic Only 

FacilitieslInterconoectioD 
Usage Total Dollars billed 

and adjusbnents for 
usage 

<m4. 
Diagnostic Only 

. 
Recurring Charges Total Dollars billed 

and adjusbnents for 
recurring 

= Diagnostic Only 

Non-recurring Charges Total Dollars billed 
and adjusbnents for 
nonrecurriDJ~ 

= Diagnostic Only 

Business Rules • Excludes Uncollectable status accounts, restoration charges, non
recurring charges billed in installments, non-regulated charges, 
refunds of deposits, transfer of payments or balances, returned 
check charges, taxes, and surcharges. 

• Excludes adjustments issued for reasons not related to bill accuracy. 
Notes • None at this time. 

--i Formatted Table 
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Database Updates 	 Measure 38 


The percentage ofE911 ana DA records that were updated by 

Measurable 
Stando.rds 

EFl'Iaat'EjCentutyLink 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. EFl'IaarqCentutyLink 
will verify the records determined to be in error to validate that the records 
were input by EFl'IaB:l'qCenturyLink incorrectly. An update is completed 
without error if the database completely and accurately reflects the 
activity specified on the order submitted by the CLEC. 

• E91 
UI1'U"''';'' Completed without error) / (Count ofUpdates 

ILEC (if analog applies) 

EFl'IBB:I'EtCentutyLink is required to provide a retail analog for this 

Disaggregatioo Level CLEe Retail Comparison Standard 

Notes 

Direct Gateway 

• 	 CLECs reserve the right to request additional databases be included in 
this measure. 

• 	 TaeFe is iRsHffieieRt aistElrieal eata tEl ee'.eIElp a valia beReaFl'lat'k fer 
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Database Updates 	 Measure 39 

updated within 4&-24 hours) / (Total number of 

CLECs in the aggregate, by ILEC (if analog 
Affiliates 

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 • 	 For this measurement, EffibafttCenturyLink will provide a retail 

analog for retail to resale customers and a benchmark for those 
facility based CLEC carriers who use EmearqCenturyLink to load 
their ALI records to the PSAPs via file transfer methods. 
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Collocation 	 Measure 40 

Method of 
Calculation 

Space Availability: 
[(Count ofComplete Requests due and returned within 15 calendar 
days) / (Count of requests returned for Space Availability)] x 100 

Price and Schedule Quote: 
[(Count ofCornplete Requests due and returned within 15 calendar 
days) / (Count of requests returned for Price and Schedule Quote)] x 
100 

Right Of Way Required: 
[(Count of complete Space Availability requests requiring ROW 
permits returned within 15 calendar days)/(Count of Space Availability 
requests returned that required ROW permits)] x 100 

ICB (Individual Case Basis) Quote: 
[(Count ofcomplete ICB Price and Schedule Quote requests due and 
returned within 15 calendar days)/(Count ofICB Price and Schedule 

x 100 

Reported By 

Measurable 

Standards 


• 	 All Collocation Types: Caged, Cageless, Virtual, and Other 
• 	 Space Availability 
• 	 Price and Schedule Quote 
• 	 Space Availability Requests Requiring ROW Permits 
• 	 Price and Schedule Quotes for non-Commission Approved Price 

List with Individual Case Basis 

Beaeamark 

Level RetaU Standard 

Requests 

Requests 

Requests 
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I 	 Requests Cftl...d.. aa}. 
Dj.onostie Onlv 
~Space AVllllability ROW 

I 
 Cftl......~.
Requests 
nlv 

Price and Schedule Quote 

Physical Caged Price and Schedule ~ 

Quotes CeleHfillf d~s 
Di••n )Sti , Onl 

Physical Cageless Price and Schedule ~ 

Quotes Cale"....~, 
Diru!OostJ , Onl 

Virtual Price and Schedule ~ 
Cale........ 
D"mnn,tlc Onl 

Quotes 
< 

POther ~ 
Quotes Gele....... s 

D,..nostic Onlv 
ICB Requests IG(llI~ .. ilmfl IS 

Schedule Quote. 
ICB Price and 

Gelefl.....~. 
Diwmostic Only 

Business Rules • 	Excludes orders canceled by CLEC. 

• 	Excludes requests/applications that are incomplete and must be 
returned to CLEC for completion. The new completed version 
counts as a new request. 

• 	 Ifan CLEC submits ten or more applications within ten calendar 
days the initial 15 day response period will increase by 10 days for 
every additional 10 applications. 

• 	 hmeal'qCenturyLink will provide a tracking log for ROW requests I 
that provide the following component: Name of agency contacted, 
date ROW request submitted to the agency, and date ROW received 
from agency. 

Notes • 	 A collocation application is complete when both the application and 
applicable application fee are received by C ,\. CenturvLink.I 
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Collocation Measure 41 

Title: Time to Provide a Collocation 

Measures the percentage the ILEC responds to the CLEC 
approved* collocation request, within the allotted time. 

* Approved means ILEC approves the application and has received, 
from financial bond. 

Method oj 
Calculation 

_New Arrangement (Physical Caged, Physical Cageless, Other): 
[ (Count of Collocation Arrangements due and completed within 90 
calendar days) I (Count of Collocation Arrangements Due)] x 100 

New Arrangement (Virtual): 
[(Count ofCollocation Arrangements due and completed within 60 
calendar days) I (Count of Collocation Arrangements Due)] x 100 

Reported By • All Collocation Types: Caged, Cageless, Virtual, and Other 
• New 
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I I I Di..mostic Only 

Business Rules • 	 Excludes orders canceled by CLEC. 

• 	 Excludes requests/applications that are incomplete and must be 
returned to CLEC for completion. 

Notes • 	 None at this time. 
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Interfaces 	 Measure 42 

Business Rules • 	 Outage hours are obtained from outage reports. 
• 	 Any change requests for extended availability during the reporting 

period are added to the scheduled hours. 
• 	 Scheduled interface availability hours: 

• 	 8AM - 8PM Eastern (Monday-Friday). 
• 	 Excludes non-business days and ILEC published holidays. 
• 	 CLECs are notified via e-mail in advance of changes to the 

schedule. 
I Notes • 	~ has one interface for pre-ordering and 

ordering; therefore, both of these functions are reported under 
ordering. 

• 	 Any outage in a source system that inhibits the system from 
performing pre-ordering or ordering functions is considered an 
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Interfaces Measure 44 

Measures the average time it takes the ILEC's work center to answer a 

• ILEC . Center 

DisaggngatioD CLEC Relllil Comparison SllInd.rd 

Method 0/ 
Calculation 

Measurable 
Standards 

call. 
Order Center: 
[(Number of Orders where «Date and Time of Call answerHDate and 
Time of Call Receipt) < 20 seconds))/(Total calls answered by center)] x 
100 

• ILEC Ordering Center 

Business Rules 
in each ILEC center. 
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REPORTING PROCESS 

Performance reports will be provided by the twentieth calendar day of the month succeeding the 
reporting period, unless otherwise approved by the Commission. The reporting period is the 
calendar month, unless otherwise noted. Positive reporting will be done for all measures, even 
those reported on an exception only basis. 

el:llbarqCenturyLink 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 lor 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, Bl:llearqCenturyLink 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 ofbusiness 
rules apply to both the numerator and denominator of the Method of Calculation 

For those measures where results appear to be statistically less than parity or not meeting the 
benchmark level, ~ will perform analysis of the data upon CLEC request. 
This analysis will detail the underlying causes contributing to the reported performance results. 
Within 90 days of the web-site publication of monthly results, a report recipient may request an 
analysis of a measurement that is less than parity or not meeting the benchmark. 
~ will provide the analysis within 45 days of the request. 

Authorized users will have access to monthly reports through an interactive website. Each CLEC 
will have access to its own data, aggregate CLEC data, and Bl:lleartjCenturvLink Retail data. The 
Public Service Commission will have access to reports for all entities, including 
Bl:llaaFqCenturyLink Affiliate data. el:llbarqCenturyLink Affiliate data will not be included in 
CLEC aggregate data. 

In addition to the performance measure results themselves, upon request ~ 
will provide data which comprise the results and which are readily available from the systems 
that provides the reportable data. Raw data will be archived for a period of24 months to provide 
an adequate audit trail and will be retained with sufficient detail so that CLECs can reasonably 
reconcile the data captured by el:llaaftjCenturyLink (for the CLEC) with its own internal data. 
Furthermore, data that relates to emearqCenturyLink's own performance will be retained, at a 
consistent level of disaggregation comparable to that reported for the CLECs. 

If revisions to the reports are required after the reporting due date, el:llearqCenturyLink will 
repost results (if accurate data can be reconstructed) and publish a notification of the repost, 
along with the reason for reposting on the web site. el:llaaf'qCenturyLink will archive the repost 
notifications and make them available on the reporting web site for 12 calendar months and in 
archive an additional 12 months. 
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Ifthefe is aeaeem~liaRee at the aggfegate le'>'el ia thFee eeaseel:ltive meaths feF a givea level ef 
aisaggFegatiea, BmeafEj shall ~f9viae te the Gemmissiea a fe~ert ef feet eal:lse aaalysis ea a 
meathlyeasis. BmeSfEj'S Feet eal:lse aaalysis shall iaell:lae a !'lIaR fef eeFfeetive aetiea with key 
aetivities aaa efitieal eem~letiea aates fef im~lemeatatiea. 

BmeafEj will fe~ert affiliate fesl:llts te the Gemmissiea, BI:IFeal:l ef GeaSl:lmef Pfeteetiea aaa 
GLBGs l:IaaeF ~Fe~Fieta'1' iafeFfRatiea ~fevisieas. 

General Exclusions 

Published results will not include the following: 
• Queries, orders, or maintenance tickets initiated by BmeafEjCenturyLink for administrative 
purposes. 
• Data impacted by customer-caused reasons. 
• Data impacted by ~CenturvLink dependence on a third party (not including 
BmeaFEjCenturvLink affiliates or agents within ~'s control). 
• Service results for products and services outside of Interconnection and Resale Agreements 
between ~ and CLEC's 
• Products subject to TRRO relief shall be excluded for all non-impaired wire centers. + - 

~CenturyLink dependence on a third party 
If ~CentU!:yLink dependence on a third party is not specifically noted in this document, 
~ will contact parties of record from_ Deeh,et }Ie. 000121B TP (BMBARQ 
FLORIDA TRAGKthis docketj to discuss implementation of the data exclusion. 
BmeafEjCenturyLink 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. 

~ 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 ~ within 5 days. 
Contingent upon the willingness ofparties to schedule meetings in a timely manner, 
~ 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, EmeSfEjCenturyLink will describe the situation and answer questions 
from parties. If parties agree this constitutes a valid case of dependence on a third party, 
EmeaFEjCentU!:yLink 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. 
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If parties cannot reach agreement, and Effi.ba!:€tCenturyLink wishes to pursuc the exclusion, 
eH'lbarqCenturyLink will initiate an expedited hearing process in accordance with the 
Commission's rules. 

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

For this purpose, HH'lbarqCenturyLink 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 ofa new exclusion. 
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III. SERVICE GROUP TYPES 

I 

I 


I 


I 


Service Group Type -.;<, .... CenturvLink CLEC 
RESALE 
Residential POTS Residential POTS Residential POTS 

Business POTS Business POTS Business POTS 

ISDN BRI ISDN BRI ISDNBRI 

Centrex Centrex Centrex 

PBX PBX PBX 

DDS DDS DDS 

DSIIlSDN PRI DS l/ISDN PRI DS IIISDN PRI 

DS3 DS3 DS3 

VGPLIDSO VGPLIDSO VGPLIDSO 

UNBUNDLED NETWORK 
ELEMENTS 
UNE Loops Designed 
5.5 dB 2 or 4 wire analog assured 
2 wire Digital ISDN Capable 

DDS, VGPLIDSO UNE Loops Designed 

UNE Loops xDSL Provisioned RetailxDSL UNE Loops xDSL Provisioned 

UNE Loops Non-Designed 
8dB weighted 214 wire analog 
basicfCoin 

I:;l'IEPsrfs 

Provisioning- Bus. POTS 
Dispatched 

Maintenance-Res and Bus. POTS 

9S !.'IS91'1 Pltl 

UNE Loops Non-Designed 

\:I/>IE Perfs 

UNE 81:!e beejls Veiee GRlde Pre'lisiE'H'IiRg BloiS. POTS 
9isllatefiea 

MeimeRaRee Res aRa BliB. POTS 

I:;NE Slie beejl5 Vsiee 

UNE Dedicated Transport 

Retail ,,9Sb UN" SliB beejl5 9ata 

UNE DSIIISDN PRI DSIIISDN PRI UNE DSIIISDN PRI 

UNEDS3 DS3 UNEDS3 

EELS 

Retail )[9Sb 

DSIIISDN PRI, DS3, VGPLIDSO 

,,1. 

EELS 

Interconnection Trunks ILEC Dedicated Trunks Interconnection Trunks 

LNP LNP LNP 
Pn)jects Projects as defined below. Projects as defined below. 

INTERCONNECTION TRUNKS will be included in measures: 2, 7,8, II, 12, 13, +4,19, 20, 21, 23, 25,30,31, 
32, 33J!!!4 34, 

LNP is considered a facilities based service group type. LNP will be a level ofdisaggregation for the following 
measures: 2,4,9-;-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, 

PROJECTS are defined as follows: 
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«Project is a planned event where terms and conditions in which work is performed is agreed to by both the CLEC, 
~ 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 overall objectives of the project. The timeline 
must meet 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." 

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 statT 
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 EmberqCentU!:yLink within the 
first five years after implementation of the Florida Plan. During this time period, 
EmbaFqCenturyLink 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 
EmaerqCenturvLink and the CLECs prior to initiating any third-party audit. Ifthe parties 
cannot agree on the independent auditor, FPSC staff shall have final approval. 

In addition to an audit, EmbarqCenturyLink 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 
EmeerqCenturyLink 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 EmaarqCenturyLink 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 ~'s 
reasonable associated costs and expenses, unless Emeal'qCenturyLink is found to be 
misreporting or misrepresenting data or to have non-compliant procedures, in which case, 
EmberqCenturyLink 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 
EmaerqCenturvLink. The major service categories for this purpose are: 

• Pre-Ordering 
• Ordering 
• Provisioning 
• Maintenance 
• Network Performance 
• Billing 
• Database Updates 
• Collocation 
• Interfaces 
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Each mini-audit shall be submitted to the Commission as a proprietary document. 

V. REVIEW PROCEDURES 

For the first two years after this Florida Plan is implemented, collaborative reviews between 
EffiaaFqCentulYLink 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 

!Automatic Location Identifier 
ALI) 

The feature of E911 that displays at the Public Safety Answering Point (PSAP) the 
treet 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, 
and 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, 
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." 

lBenchmark 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 carmot reach their final destinations. Depending on 
the condition and the part of the network affected, the network may make 
ubsequent 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. 

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

~ode Opening 

Process by which new NPAlNXXs (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 
rLEC's customers, and for calls to those numbers to be passed between carriers. 

~ommon Channel Signaling 
~ystem 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 
rLASS and database query and response. 

~ommon 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. 

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

Completion Notice 
A notice the ILEC provides to the CLEC to inform the CLEC that the requested 
service order activity is complete. 

Coordinated Hot Cut 
~oordinated Customer Conversion ofOrders that have a due date negotiated 
[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 IA specific due date requested by the customer which is either shorter or longer 
ilhan 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 
~ customer has a problem with their service. Once resolved, the status of the 
Itrouble is changed to closed. 

Peclicated Transport 
!A network facility reserved to the exclusive use ofa single customer, carrier or pair 
rfcarriers used to exchange switched or special, local exchange, or exchange 
laccess traffic. 
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TERM DEFINITION 
Delayed Order An order which has been completed after the scheduled due date and/or time 

Iniagnostic 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
ompliance. 

Inirectory 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. 

lDirectory Listings 
Subscriber information used for DA and/or telephone directory publishing, 
·ncluding name and telephone number, and optionally, the customer's address. 

InS-O 
Digital Service Level O. Service provided at a digital signal speed commonly at 64 
bps, but occasionally at 56 kbps. 

IDS-I Digital Service Level I. 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. 

Inue Date 
The date provided on the FOC the ILEC sends the CLEC identifying the planned 
ompletion date for the order. 

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

lFirm Order Confirmation 
FOC) 

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

IF low-Through 

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

~eld Order 
IAn order for which the ILEC has issued a FOC, but whose due date has passed 
Iwithout it being completed. 

iInstallation [The installation activity required to activate a service request. 

!Installation Troubles 
IA trouble, which is identified after service order activity and installation have been 
Fompleted, 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 
ocal exchange carriers 

Interface Outage 
IA planned or unplanned failure resulting in the unavailability or access degradation 
pfa system. 

eopardy 
IA failure in the service provisioning process which results potentially in the 
~ability of a carrier to meet the committed due date on a service order 

eopardy 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 
customer, including the CLEC. The facilities shortage may be 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 

'e' ... 
'e r'T Cr'. c.. 

,; r,-, , . v _11"I. .., .:", . 
,", 

ATelcordia master file that is used by the telecom industry to identify NPA-NXX 
~ Exchange Routing Guide outing 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). 

rrraffic originated on the network ofa LEC in a local calling area that terminates to
fLocal Exchange Traffic 

~other LEC in a local calling area. 

Anetwork technology that allows end user customers to retain their telephone 
ftumber when moving their service between local service providers. This 

fLocal Number Portability ~hnology 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". 

ocal Service Confirmation DBF 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 (rxC) for inter LATA traffic. This arrangement can 

~eet Point Billing be Single Bill, where one LEC bills the rxc on behalf of both LECs and remits 
payment to the other LEC or Multiple Bill, where each LEC bills their portion 
directly to the rxc. 

Missed Commitment A notice from fLEC 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. 


The three digit switch entity indicator that is defined by the "D", "E", and "F" digits fNxx, NXX Code or Central ofa lO-digit telephone number within the NANP. Each NXX Code contains 10,000 
Office Code 

station numbers. 

prdering and Billing Forum ndustry forum that works to develop national ordering and billing standards. 
OBF) 


Partial month recurring and non-recurring charges, installation, and other charges 

Other Charges and Credits other than basic monthly charges appearing on a bill. 


Indicates a retail analog process or system exists and can report the ILEC and ILEC 

Parity Measurable Standards 

Affiliate results to be compared to the CLEC results. 

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 

Parity by Design differences between CLEC activity and fLEC activity. As such, the results 
alculated will apply for all CLECs and ILEC measurable standards. 

A network technology that allows end user customers to retain their telephone 
Permanent Number Portability number when moving their service between local service providers. This 
also known as Local or Long echnology 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 ofthe new 
erviceprovider. 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 
·s agreed to by both the CLEC, ~enturyLink and any other party engaged 
in the provisioning process. To allow for successful tum-up offacilities or 
conversion offacilities, each party must negotiate, in good faith, the timeline must 
meet the overall objectives of the project. The time line must met 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 
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 
. nclude 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 
o 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 
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 
·n 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 
ervice type and type of service modification requested ILECs publish these 
tandard 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 
ime 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. 
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TERM DEFINITION 

~andem Switch 
~witch 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 
!service to the time service is fully restored to the customer. 

~ransport 
Acarrier fucility 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. 

Ifrouble Cause Code A code identifYing the known or suspected cause ofa trouble condition. 

~rouble Disposition 
fA. code identifying the end result ofdiagnostic and/or repair activities on a customer 
~ouble report. 

~sageData 
iData generated in network nodes to identify switched call data on a detailed or 
~ummarized basis. Usage data is used to create customer invoices for the calls. 

~sage Records 
[[he individual call records created in a switch to report the date, time, duration, 
baIling and called numbers associated with a given call 

Virtual Collocation ~hall have the meaning set forth in 47 C.F.R. Section 51.5. 
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VI. GLOSSARY OF ACRONYMS 
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VII. 	 Perfonnance Measurement Plan 
Attachments 
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A. JEOPARDY CODE8MISSED APPOINTMENT 

REASON CODES 
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IrAr>\tr, -' £" 

'T DT'n 

f'VT' n' 

RCODE Descrietion 

1A Inter office facilit:-,: shortage 
18 Scheduling/work load 
1C Cystom!ilr nQt readl£ 
10 No looQ available 
1E End user not readl£ 
1F NSP missed aQb!ointment 
1G No access to end user eremises 
1H Central office freeze 
1J SQecial construction 
1K Natural disaster (flQod, etc.) 
1L Frame due time can not be met 
1M R~uested DO ii l!ilil than eublished interval 
1N 00 and frame due time can not be met 
1P Other 

ill Assignment (;lroblem 
1R C!,!stomer could not be reached at the reach number 
1S Building not readl£, customer will advise 
1T Pole at trailer site not set 
1W Entrance facilities reguired 
1X Not te"hnicalll£ feasible 
1Y No central office egui(;lment available 
1Z Loob! reguires installation of additional egui(;lment 
2A LSR error, incorrect or missing information 
28 Facilit:-,: work order b!!:nding, nQ !;Ion!! Fidjil R!ilguest (8FR) reguired 

3A Records 
38 Facilities incorrect/busl£ 
3C De(;lendenVrel!!l!ilg Qrgjilr "Qt !<QmQI!:l!il 
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3D Translation Qroblems 
3E Provider order information/codes incorrect/missing 
3F Public agencll/right of wall delalls 
3G Pre-service testing 
3H No trunks available 
31 8uSll cable 10 and channel l2air 
4A Field visit determined address invalid - send SUl2l2lement 
48 Verifll address, or I2rovide nearbll TN - send SUl2l2lement 
4C New access reguired - send SUl2l2lement 
40 Access refused - send SUl2l2lement 
4E CFAlPOI defective/busll - send SUl2l2lement 
4F Invalid/dul2licate circuit 10 send SUl2l2lement 
4G Need to revise TN - send SUl2l2lement 
4H Invalid feature/feature detail - send SUl2l2lement 
41 Provide driving instructions - send sUl2l2lement 
5A Notification of new due date only 
58 Additional l2al2erwork reguired - contact service center 
5C JeoQardllQreviously sent without Estimated Due Date (ESDDl 

new ESDD now Qrovided 

Note: Bolded codes are exclusion reasons outside of ~CenturyLink' s control, including 
customer-caused reasons. 
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B. MISSED APPOINTMENT REASON CODES 
.E::-:~~:-""CenturvLink - Retail 

Customer Reasons - Description Code 

lThis code will indicate working service was found at the time of 
A~ ______ 'nstaHatwn -and delayed-theoriginal-due date installation; - - - - - -

lIne due date was not met due to inaccurate or incomplete 
.~~------ . nformation-reeeived-from the-custornei to-work the-serviee-order;- 

.pO lThe port was not activated by the CLEC on the due date 
lIne customer called and requested a different date prior to the M ______ 
~mred~edate~-------------------------------

Plant employee attempted to complete order on appointed date but 
~~ - - - - - eoukrnot gain -aecess-to-the eustoIner'1l-premise. - - - - - - - - - - - - 

lThe installation was delayed because customer requested an 
Il~n:u!,!ep! !h~! i~ P9!,!o_np~Uy 9:ff~r!!<! ~<! i! !J.!!<! ~_b_e_sp~~i!!l____ 

brdered. 
lThe customer indicated he was not ready for completion of the 
equest on the original due date or provided incomplete or incorrect 

~Q_-----

~l! ______ 'nformation-whieh prohibited completion-oF-the request on the- - -
priginal due date (trip was made). 

MISSED APPOINTMENT REASON CODES 
];'-.h.....""CenturvLink - 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 ofthe order. 

PB Bad cable pair or cable plant exists. 

JW nclement weather delayed installation. 

CE Commercial provided incomplete or inaccurate information. 

ME Marketing provided incomplete or inaccurate information. 

CO Any other Company Reason. 

, Formatted: English (United States) 

Formatted: English (United States) 

__ - -I Formatted: Font: Bold 

_____ - -{ Formatted: Font: Bold 

__ - -{ Formatted: Font: Bold 

__ - -{ Formatted: Font: Bold 

__ - -{ Formatted: Font: Bold 

_____ - -{ Formatted: Font: Bold 

_____ --{ Formatted: Font: Bold 

, Formatted: English (United States) 

Formatted: English (United States) 

_____ - -{ Formatted: Font: Bold 

Note: Bolded codes are exclusIOn reasons outSide of CenturyLlnk's control, including customer
caused reasons. 
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C. DISPOSITION CODES 

E:::b!!!".nCenturvLink 


Code Description 

CAN Cancellation of ticket at customer request 

CC Came Clear 

CO 
Central Office - The trouble was found in central office equipment. This 
ncludes 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 - ~CenturvLink -bH).-Network 

ND !Natural Disaster - Hurricane, Earthquake, Tornado, Volcano, Typhoon 

STN 
Station - Network Interface Devices (NIDs), loopback devices, jacks, up 
o the demarc 

TOK 
rrest OkaylNo Trouble Found - Could not identifY the problem the 
~ustomer reported either through remote or field testing. 
rrransport - Troubles isolated to an outage caused by a transport issue in 

TRN he ~ network. These outages are generally isolated to 
IDS3 or higher service types. 

XCC XC/CLEC/CLEC 

CCO 
~onnecting Company - The problem was identified in connecting 
~ompany network or equipment, referrals to connecting company. 

TT rrranslations Trouble 

UNK tunknown 
PRV Provisioning Trouble 

Note: Bolded codes are exclUSIOn reasons outside of~'s control, mcludmg 
customer-caused reasons. 
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VIII. Performance Measurement Plan 

Compliance Methodology 


I 
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Overview 

The Telecommunications Act of 1996 (''the Act"), and the FCC's associated rules, require 
incumbent local exchange carriers ("ILECs") to provide competitive local exchange carriers 
("CLECs") with nondiscriminatory access to operations support systems ("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 Regional Bell Operating Company's 
("RBOC's") §271 application, and clarified that for those OSS sub-functions with retail 
analogs, a RBOC "must provide access to competing carriers that is equal to the level of 
access that the RBOC 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." 

This document describes the method used to determine parity and benchmark compliance for 
measures in the ~CentUlyLink Performance Measurement Plan (PMP). Also described 
are the associated provisions that are necessary counterparts to the parity methodology (e.g., 
forgiveness and materiality) and benchmark methodology (e.g., small sample adjustments), 
and provisions that are associated with determination of compliance. This methodology is 
appropriate for EmeafqCentUlyLink and yields actionable compliance information regarding 
EmearElCenturvLink's service to CLEC customers. 
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1. General Principles 

1.1 The Compliance Methodology described herein is to be associated with the Commission 
approved Effll'.!8ft}CentUlyLink Performance Measurement Plan (the "PMP"). 

1.2 The Compliance Methodology describes the method for determining compliance for 
parity measures (those measurements where the level of service that BmB8fEjCenturvLink 
provides to CLECs can be compared to the level ofservice EfflB8ft}CentU!)'Link provides 
to its retail customers), and for benchmark measures (those measurements for which there 
is no comparable level of service between the service EmBaFfj:CentUJ),Link provides to 
CLECs and the service Bml9araCenturyLink provides to its retail customers). 

1.3 Effll'.!8FEjCenturyLink will calculate compliance on a submeasure basis under the 
provisions of this methodology. A submeasure is the individual, disaggregated reported 
result for each measurement defined in Bml'.!ar(,}CenturyLink's PMP. 

1.4 For parity measurements, ~CenturyLink will use statistical testing to determine 
whether any submeasure differences between Eml'.!aFt}CenturyLink's retail results and 
Bml'.!aF(,}CenturyLink's results for the individual CLEC, are statistically significant. 
Various statistical testing methodologies will be used for measures reported as means 
(averages), proportions (percentages) and rates. 

1.4.1 	 For parity measurements, where a submeasurement difference between 
BmBaFt}CenturyLink's retail results and the results for the individual CLEC is 
found to be statistically significant, a measure of severity (see Attachment B) will 
be calculated. 

1.5 For benchmark measurements, ~'s performance results for each 
CLEC will be compared to the benchmark defined in the PMP, without the use of 
statistical testing for significance. If EmBaF(,}CenturyLink's performance results for the 
CLEC are observed to be at a level of service that does not meet the benchmark, the 
result will be considered noncompliant. 

1.5.1 	 For benchmark measurements, if the result is found to be noncompliant, a 
measure of severity (see Attachment B) will be calculated. 

1.6 The determination ofcompliance is further subject to certain Compliance Accuracy 
Provisions as described in this document. 

1.7 Compliance will not be calculated for specific (sub)measurements per the PMP: 

1.7.1 For any measurement or submeasurement classified in the PMP as "Diagnostic 
Only", "Parity by Design" or with benchmark level "TBD". 

1.7.2 	 For any result that contains 4 or fewer EffieaFt}CenturyLink or CLEC transactions. 
These results will be reported but no compliance will be assessed. 
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2. Compliance Methodology for Benchmark Measurements 

2.1 EmeaFqCenturyLink service performance levels that do not achieve the benchmarks will 
be considered noncompliant. No statistical evaluation is performed for benchmark 
submeasures to determine compliance. 

2.2 A measure of severity, DB (called "D sub B", see Attachment B), will be calculated for 
each noncompliant benchmark submeasure, based upon the difference between the 
service performance levels EmeaFqCenturyLink provides to each individual CLEC, and 
the benchmark standard. 

2.2.1 	 The following table sets forth the severity level for benchmark proportion 
measures, per affected CLEC per submeasure, when service does not meet the 
benchmark: 

BENCHMARK PROPORTION MEASURES 
Performance Level Severity Level 

O<DB <5 Minor 
5 <= DB < 15 Moderate 
DB >= 15 Severe 

2.2.2 	 A different performance level is appropriate for benchmark mean measures. The 
following table sets forth the severity level for benchmark mean measures, per 
affected CLEC per submeasure, when service does not meet the benchmark: 

CHMARKMEAN 
Performance Level 

<25 

3. Statistical Testing Methodology for Parity Measurements 

3.1 Statistical testing will be conducted when the CLEC result is "worse" than the 
EmearqCenturyLink result and there are at least 5 transactions each for 
EmearqCenturyLink retail and individual CLEC. Results for 4 or fewer transactions will 
be reported for diagnostic purposes. 

3.2 The general statistical testing methodology is to conduct a hypothesis test with 

Ho: CLEC performance is "better than or equal to" EmbarqCenturyLink 


performance. 
HI : CLEC performance is "worse than" EmeapqCenturyLink performance. 
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3.2.1 	 Calculations are made under the assumption that larger performance measurement 
values indicate worse service. For measures where this assumption does not hold 
true (Le. larger values indicate better service), the calculation of a test statistic will 
be reversed. In other words, a difference between EmbarqCenturyLink and 
CLEC service will always be shown as a numerically negative difference when 
CLEC service is worse. 

3.3 Any statistical test yielding a p-value will be converted to a z-score for purposes of 
reporting consistency, and to enable calculation of the severity value. 

3.4 A significance level, or Type I error rate, of 10% will be used for testing purposes. 

3.4.1 	 This results in a critical value of-1.2817 for z-scores. Any z-score less than or 
equal to -1.2817 will result in a rejection ofHo. 

3.4.2 	 Modifications are made to the traditional t-statistic typically used for testing the 
difference between two means (due to sensitivity to testing assumptions). The 
"adjusted, asymmetric two-sample t-test" is designed to test the difference 
between means, without sensitivity to a larger CLEC variance, while adjusting for 
bias caused by population skewness. Instead of pooling the variances from both 
Embart)CenturyLink retail and CLEC observations, only using 
EmbarqCenturyLink variance increases the ability ofthe test statistic to identify a 
difference in means should the CLEC have a greater variation. A modified z
score is calculated at the cell level by converting the adjusted, asymmetric t-test 
statistic via the respective probability density function. 

3.5 All statistical tests will be performed at the submeasure level, per CLEC. 

3.5.1 	 Statistical comparisons made at the cell-level, when applicable, will be aggregated 
into a single test statistic at the submeasure level. 

3.5.2 	 Attachment A outlines all statistical techniques utilized for any cell-level 

comparisons, as well as all test statistics. 


3.6 When approved by the Commission on a measurementlsubmeasurement basis, 
EmbarqCenturyLink's retail data and CLEC data will be compared at levels that provide 
the most accurate parity comparisons (Le., wire center, etc ...). 

3.6.1 	 For statistical validity, the parity comparison between CLEC and 
EmbarqCenturvLink retail data will be made with data generated from similar 
processes and conditions. Since the performance data are collected from daily 
operations, they are "observed" results. These observed results, or observational 
data, may not be produced under similar procedures and conditions. 
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3.6.1.1 This level of comparison is to ensure a "like-to-like" comparison, and is 
referred to as the "cell level". The like-to-Iike comparison is a necessary 
condition for achieving correct statistical testing results for both 
BmeaFqCenturyLink retail and CLEC data. 

3.6.1.1.1 	 For example, suppose a new CLEC starts operations around a single 
wire center. For some period oftime, a large percentage of the 
CLEC's service orders are 'N' (New) orders. When compared to 
~'s retail service orders that included 'N', 'C' and'T' 
(New, Change, and Transfer) orders, ~CenturyLink may be 
called out of parity erroneously because 'N' orders typically take 
longer than 'C' or 'T' orders. By comparing only the 
6meaFElCenturyLink 'N' orders to CLEC 'N' orders, a true result can be 
obtained. 

3.6.1.1.2 	 Cell-level comparisons are for statistical accuracy, and do not 
necessitate additional detail in the reported submeasure level as 
defined in the PMP. 

3.6.2 	 Cell level comparisons will be proposed by ~ and submitted 
for approval by the Commission on a per-submeasure or per-measure basis. 

3.6.2.1 Measurementlsubmeasurements with Commission-approved cell-level 
comparisons are listed in Attachment C. 

3.6.2.2 When like-to-like comparisons are approved for a specific measure or 
submeasure, results will be calculated using various statistical techniques 
appropriate for cell level comparisons (see Attachment A for detailed 
methodology). 

3.6.2.3 When there is more than one cell for a submeasure, the z-scores at the cell 
level will be aggregated into one overall test statistic, called the "truncated z
score" (see Attachment A), which is used to determine whether a statistically 
significant difference exists at the submeasure level. A submeasure with a 
single cell will not be aggregated into the truncated z-score, but will simply 
use the z-score as calculated for the cell. 

3.6.2.4 If entries in comparison cells are exactly proportional over a covariate, the 
aggregated index should be very nearly the same as if comparisons on the 
covariate had not been done. In other words, if relative performance between 
6mearqCenturvLink retail and CLEC service at the cell level is equivalent 
(for all cells) to relative performance at the reporting level, then the 
aggregated z-score should be roughly the same as a modified z-score applied 
at the reporting level. 
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3.6.2.5 The contribution of each comparison cell should depend on the number of 
observations in the cell. 

3.6.2.6 Cancellation between comparison cells will be limited. In other words, 
positive outcomes should not be allowed to cancel negative ones. 

3.7 A measure of severity, Dp (called "D sub P", see Attachment B) will be associated with a 
difference between the service performance levels EmbafqCenturyLink provides to each 
individual CLEC and the service performance levels effiearqCenturyLink provides to its 
retail customers when service is determined to be out of parity. 

3.7.1 	 The following table sets forth the parity severity levels, per affected CLEC per 
submeasure, when the result is found to be noncompliant: 

PARITY MEASUREMENTS 

Measure of severity Severity Level 

0< IDpl <.5 Minor 
.5 <= IDpl < 2 Moderate 
IDpl >= 2 Severe 

4. Compliance Accuracy Provisions 

4.1 The use of statistical testing for parity measures helps to mitigate the risk of noncompliance 
due simply to random variation in processes. However, due to the nature of the statistical 
tests, the expectation is that noncompliance will periodically be assessed even when a state 
of consistent parity exists (called a Type I error). To compensate for the impact of Type I 
errors, ~ will utilize the following forgiveness plan to improve the 
accuracy of compliance assessment. This forgiveness plan is applied separately for each 
submeasure and each CLEC as follows: 

4.2 emeaFqCenturyLink's noncompliance will be forgiven on a submeasure basis only when 
certain criteria are met. These criteria are: 

4.2.1 	 For every submeasure, per CLEC, the first accrued forgiveness will occur upon 
the first month of activity, and again every six (6) months of activity thereafter. 

4.2.2 	 Each forgiveness must be used within six (6) months upon accrual. In other 
words, an accrued forgiveness is lost ifnot used within six (6) months. 

4.2.3 	 If there is no activity for a particular submeasure, per CLEC, for twenty-four (24) 
consecutive months, the process of accruing forgivenesses will begin again upon 
the next month of activity. In other words, ~CenturyLink will not track 
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inactivity beyond twenty-four (24) months for the purpose of accruing 
forgivenesses. 

4.2.4 	 A forgiveness can only be used to offset noncompliance for the same submeasure, 
and CLEC, for which the forgiveness was originally accrued. 

4.2.5 	 If a forgiveness is available to be used, it must be used at the first opportunity, 
with the following exception: 

4.2.6 	 A forgiveness may never be used, for a particular submeasure and CLEC, in 
consecutive months. 

4.2.7 	 Available forgivenesses may not offset a severe non-compliance. 

4.3 ~ will implement materiality thresholds: 

4.3.1 	 Materiality thresholds mitigate situations where benchmark results or parity 
comparisons misidentify differences as significant. This is due to the fact that 
small-sample benchmark results, or parity statistical significance, is not 
necessarily synonymous with business significance. Situations that produce 
misidentification of differences as significant include but are not limited to the 
following: 

4.3.1.1 Small samples for parity measures. 	For measures typically associated with 
small samples, the measure itself can be highly sensitive to small differences 
in service. Similar to the small sample adjustment used for benchmark 
proportion measures, small samples for parity measures (especially proportion 
and rate measures) can result in the need for perfect or near-perfect service in 
order to be deemed compliant. For example, the measure Trouble Report Rate 
is defined as the number of trouble tickets per month divided by the number of 
access lines the customer has. Due to small CLEC transaction sizes, a single 
trouble report for a CLEC with few access lines can produce non-compliance. 
Since one trouble report for a month does not have a significant impact on the 
CLEC's ability to compete, this is a statistically significant difference that is 
not synonymous with business significance. 

Measurement 19 
The following adjustment table applies to all submeasures in Measurement 19, and 
will be applied when a statistically significant difference is identified: 

Number of CLEC Access Lines 
(CLEC Denominator) 

Permitted Troubles 

1 to 4 pia (no compliance assessment) 
5 to 24 1 

25 to 74 2 
75 or more 3 

___ - -{ Formatted: Portuguese (Brazil) 
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For example: For a CLEC with 100 access lines and 1 trouble, accompanied by a 
statistically significant difference, this table indicates that more than 3 troubles 
would be required before a significant business impact would occur. As a note for 
how not to use this table, consider a CLEC with 4 troubles and better than parity 
service (i.e. the CLEC is receiving better service than the retail results). This table 
does not indicate that no more than 3 troubles are ever allowable. It is used only 
when there is a statistically significant difference identified. 

4.3.1.2 Large samples for parity measures. 	Submeasures with a high volume of 
CLEC transactions produce statistical comparisons that are overly sensitive to 
small differences between ~ and CLEC results. This can 
produce non-compliance when the actual difference in ~CenturyLink 
and CLEC results is very small. For example, if a CLEC has thousands of 
submeasure transactions in a month, there may be a statistically significant 
difference, but only a slight difference in results (i.e., a difference of 0.4% on 
Usage Completeness). Since this type of difference does not significantly 
impact the CLEC's ability to compete, this is a statistically significant 
difference that is not synonymous with business significance. 

4.4 	 For benchmark proportion measures, small samples can result in the need for 
service beyond the benchmark in order to achieve compliance. For instance, the 
only way to achieve a 95% benchmark with 19 orders would be to fail on none. 
One failure would result in performance of 94.7%. The small sample adjustments 
to benchmark proportion measures would, for example, allow for 1 failure in the 
19 orders to achieve compliant perfonnance. 

4.4.1 	 effisarqCenturyLink will implement the following table for Small Sample 
Adjustments to all Benchmark Proportion Measures: 

Small Sam Ie AdJustments to Benchmark Proportion Measures 
90% Benchmark 95% Benchmark 98% Benchmark 99% Benchmark 
Sample Size 

(CLEC 
Denominator) 

Maximum 
Permitted 

Misses 

Sample Size 
(CLEC 

Denominator) 

Maximum 
Permitted 

Misses 

Sample Size 
(CLEC 

Denominator) 

Maximum 
Permitted 

Misses 

Sample Size 
(CLEC 

Denominator) 

Maximum 
Permitted 

Misses 
I to 4 nI. 1104 nI. 1 to 4 nI. 1 to 4 nI. 
5 to 9 1 5 to 19 1 5 to 49 1 5 to 97 1 

10 to 20 2 20 to 40 2 50to 99 2 98 to 202 2 
211031 3 41 to 63 3 100 to 149 3 20310319 3 
32 to 44 4 64 to 88 4 150to199 4 320 to 445 4 
45 to 50 5 89 to 100 5 200 to 250 5 446 to 500 5 

4.5 	 ~CenturyLink may perfonn a limited root-cause analysis process within 45 
days of the issuance of the monthly perfonnance reports to provide a reasonable 
opportunity to explain exceptional conditions. When a root-cause analysis is 
invoked, EffisarqCenturyLink will have the burden of proving that but for the 
occurrence of an "exceptional condition" ~CenturyLink would have 
succeeded on the submeasure. 
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4.5.1 	 Examples of these exceptional conditions include, but are not limited to the 
following: 

4.5.1.1 Significant activity by a third party external to and not controlled by 
BfFlearaCenturyLink (e.g., damaged facilities, third party systems, bomb 
threats) 

4.5.1.2 Failure of a CLEC process or system (e.g., CLEC switch failure, CLEC 
backlog oforders) 

4.5.1.3 Environmental events not considered force majeure (e.g., fire or other 
hazardous condition) 

4.5.1.4 Force majeure events 

4.5.2 	 BfFleaf<jCenturyLink will not be required to utilize a forgiveness if it is 
determined that noncompliance is not warranted due to an exceptional 
condition under this section. 

4.5.3 	If~ finds that an exceptional condition had a significant 
impact on BfFlearqCenturvLink's ability to provide compliant service, 
BfFlearqCenturyLink will exclude the affected data from results and publish a 
notification and full justification on the reporting website. 

4.5.3.1 Ifthe exceptional condition was identified after the affected results were 
reported, BfFleerqCenturyLink will exclude the affected data from results, 
publish a notification and full justification on the reporting website, and 
repost the results in accordance with the Reporting Obligations section of 
this Methodology. 

4.5.4 	 Commission Staff or a CLEC may initiate a request for a review of 
differences associated with the assessment of exceptional conditions. If 
modification of reports is found to be appropriate, ~ will 
repost the results in accordance with the Reporting Obligations section of this 
Methodology. 

4.5.4.1 If the review process does not yield a mutually acceptable outcome, 
Commission Staff or a CLEC may initiate a request for an expedited 
hearing process in accordance with the Commission's rules to resolve 
differences. Ifmodification of reports is requested by the Commission, 
hfFIeerqCenturyLink will repost the recommended results in accordance 
with the Reporting Obligations section of this Methodology. 

5. Reporting Obligations 
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5.1 	 The due date for reporting performance measurements will be no later than the 20th 

calendar day of the month, unless otherwise approved by the Commission. 

5.2 	 must publish results for all "reportable" CLECs. Reportable 
CLECs meet one or more of the following criteria: 

5.2.1 	 The CLEC must have placed one (1) or more CLEC product orders in the 
reporting month. 

5.2.2 	 The CLEC must have one (1) or more CLEC access lines. 

5.2.3 	 The CLEC must utilize an electronic ordering interface t+:tm-l~~¥++'+to 
submit orders. 

5.3 	If stated in the Performance Measurement Plan, additional reporting obligations will 
apply. 

6. Uniform Business Rules 

6.1 To ensure a unified plan across effisEM'tjCenturyLink h+l}.states, ~ 
will propose to the Florida Commission changes to measurement business rules ordered 
in other effisEM''lCenturyLink h+l}.states if applicable to the Florida PMP. 

6.1.1 	 When other BffisEM'tjCenturyLink h+l}.states issue an order approving changes to 
the ~CentU!:yLink PMP measurement business rules, and those changes are 
applicable to the Florida PMP, effisartjCenturyLink 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 Staffshall be allowed 
an opportunity to review such changes before a recommendation is brought before 
the FPSC. 
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Attachment A 


Statistical Calculations for Parity Submeasurements 


Statistical metbods: 

SAMPLE 
SIZE 

TYPE OF 
MEASURE 

STATISTICAL METHOD 
(WITHOUT CELL LEVEL 

COMPARISONS) 

STATISTICAL METHOD (WITH 
CELL LEVEL COMPARISIONS) 

mean Pennutation Testing Pennutation Testing (p-value 
converted to a z-score) 

"small" 
proportion Fisher's Exact Test (Le. 

Hypergeometric) 
Standard Z, with fmite population 
correction 

rate Binomial Test Standard Z, with finite population 
correction 

"large" 

mean Modified Z, with skewness 
correction (EmaaFEjCenturyLink 
variance used, rather than pooled 
variance) 

Modified Z, with skewness 
correction (~Centul)'Link 
variance used, rather than pooled 
variance) 

proportion Standard Z, with finite population 
correction 

Standard Z, with finite population 
correction 

! rate Standard Z, with finite population 
correction 

Standard Z, with finite population 
correction 

Statistical functions dermitions: 

<D-1(x) 

pt{t,dj) 

BN(x,n,p) 

CBN(x,n,p) 

HG(q,m,n,k) 

Inverse cumulative standard nonnal distribution function. 


Cumulative distribution function of a t-statistic with df degrees of freedom. 


Binomial distribution density function. The probability of observing x ofn 

successes with a probability p of success. 


Cumulative binomial distribution function. 

O(X <0) 

CBN(x,n,p) =P(B:S; x) = tuBN(k)(O:S; X:S; n) 
{ 
l(x> n) 

Hypergeometric distribution density function where q represents the number of 
red balls out of a sample of size k drawn from an urn containing m red balls and 
n black ones. 
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CHG(q, m, n,k) Cumulative hypergeometric distribution. 
o(q < max(O,k-m» 

CHG(q,m,n,k) =P(H ~ q) = h=m.I:k-mJ HG(h)(max(O,k-m) ~q ~ min(k,m» 

l(q > min(k,m»l
rank (x) Ranks the input variables. In case of ties, the average rank is calculated. 

choose(n,k) Calculates the binomial coefficients. 

Global variable definitions: 

L 	 The total number of occupied cells. l 

j 	 An index counter indicating cell number. 
The number of~CentuD'Link 
transactions in cell j. 
The number ofCLEC transactions in cellj. 

The total number of transactions in cell j. 

Individual ~CenturyLink transactions 

in cell j. 

Individual CLEC transactions in cell j. 


Inverse cumulative standard nonnal 

distribution function. 


Mean Performance Measuresl 

At this time, the following calculations will apply to parity submeasures contained in measures 6, 
7, 13, -t4;-21, and 44. Any subsequent change to measure classification (mean, proportion, rate) 
to a measure or submeasure in the PMP will take precedence over this list. 

Variable dermitions: 

STATISTIC 	 DEFINITION EXPLANATION 
~sample Add observations and 
mean of cell j. divide by the number of 

observations. 

1 If comparisons are performed at the submeasure level, L = I and only one cell (the submeasure) exists. If 
comparisons are performed at the cell level, L may exceed I and more than one cell may exist (see Attachment C for 
the list of (sub)measurements approved for comparison at the cell level). 
2 Only perform STEP 4 and STEP 5 ifL > I (e.g., if this is a cell-level comparison, and there is more than one cell 
with CLEC activity, then perform STEP 4 and STEP 5). 
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CLEC sample mean of cell j. 

EmbEH'qCenturyLink sample 
variance in cellj. May be NA 
for very small sample sizes. 

CLEC sample variance in cell j. 
May be NA for very small 
sample sizes. 

The~ 
sample skewness in cell j. May 

rl j = [ 
1j 

]312 be NA for very small sample n k=1 
1 'II - 2 sizes. 


n - X 1j )
t-I(X1jk 

1j 


1 n,1 ( - )3 The CLEC sample skewness in 
-I X2jk-X2j cell j. May be NA for very 

small sample sizes. 

Combined BmbafttCenturyLink 
and CLEC samples. 

STEP 1: Calculate Cell Weights 

W = ~nljn2j 
) nj 

Add observations and 
divide by the number of 
observations. 
Subtract each observation 
by its mean, square the 
difference, add them all up, 
and divide by the number of 
observations minus l. 
Subtract each observation 
by its mean, square the 
difference, add them all up, 
and divide by the number of 
observations minus l. 
Subtract each observation 
by its mean, cube the 
difference, add them all up, 
and divide by the number of 
observations. Then divide 
that number by the cubed 
square root of the 
population variance. 
Subtract each observation 
by its mean, cube the 
difference, add them all up, 
and divide by the number of 
observations. Then divide 
that number by the cubed 
square root of the 
population variance. 
Concatenate the 
~and 
CLEC samples into a single 
variable. 

For each cell, multiply the HmbsfqCenturyLink sample size and the CLEC sample size, 
divide by their sum, and take a square root. 

If all ~ and CLEC transactions within a cell have identical 
performance measures (e.g. service durations), set Wj = o. 

STEP 2: Calculate a Z-statistic for each cell 
a. If W) = 0, then set z) = O. 
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otherwise 

where 

and g is the median value of all values of Ylj over all cells within the submeasure 

(reporting level) such that 

i) rl j > 0 

ii) nIj > 6, and 

iii) n1j > n3q , where n3q is the 3 quartile of all nI)-in cells where (i) and (ii) are 

true. 

If no cells within a submeasure exist that satisfY conditions (i) - (iii), then set g = O. 

Calculate the p-value from the Tj statistic with nlj 1 degrees of freedom using 

~ =pt(I'; '~j -1). 

Calculate the z-score Zj from this p-value3 as Zj = (J)-I(Pj ). 

c. 	 If [min(n1j ,n2) s 6 OR si) 0] AND Wj > o(from part 1): 

1) 	 Calculate the number of possible permutations 

Nperms = choose(nj'nl) 


l Set the z-score to Tj if the p-value is 0 or 1, 
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0.6744898 XIj > X 2} 

2) If~} = ~j = 1, then Z} = 0 Xli =X 2} 


-0.6744898 Xl} < X 2i
1 
3) If only nlj =1 then let Ro equal the rank of the bffi9arqCenturyLink observation in 

the combined sample XY)" Calculate Zj =<1> -{ Ro n}0.5]

4) If only n2) = 1 then let Ro equal the rank of the CLEC observation in the combined 

sample XY)" Calculate Z j =-<1>-I [ Ro nj 0.5]

5) If min(nlj ,n2) ~ 2 and Nperms::;; 1000 then 

i) Generate all possible permutations of sizes nlj and n2J from the combined 

sample XY}' 

ii) For each permuted sample, calculate the sum of sample of size nl ) • 

iii) Let Ro equal the rank of the observed sum within all of the permuted sums. 

Calculate ZJ = <1>-I(Ro -0.5J. 
Nperms 

6) If min(nll' nZ}) ;0: 2 and Nperms > 1000 then 

i) Generate 1,000 random permutations of sizes nlj and n 2) from the combined 

sample XY). 

ii) For each permuted sample, calculate the sum of the sample of size nlj • 

iii) Let Ro equal the rank of the observed sum within the 1000 permuted sums 

and calculate Z} = <1>_I(Ro -0.5). 

1001 


STEP 3: Truncate Z-statistic for each cell 
z L=l 

For each cell, Zj = J{min(O,Zj) otherwise 

Note that there is no truncation step if there is only one cell in the submeasure 
calculation. 

STEP 4: Calculate the theoretical mean and variance of the truncated statistic under parity. 

t. 	 IfforcelIj, ~ =0, set ExpectedMeanfri'>',ExpectedVariancej'>', and 


ExpectedSkewf"'>' all equal to O. 


2. 	 If min(nlj ,n2J ) > 6 and S~j> 0 
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a. ExpectedMeanjty = 

. 1 
b. ExpectedVariancelj"nty = 

2 21f 

c. ExpectedSkewlj"rity =-( ~ +~J 
2,,21t (21t), 

3. Ifmin(nli,n2i)~6 OR s:j=O 

a. Let N j = min(Nperms,lOOO) 

b. For i=I, ... ,Nj ;zjj =min{O'<I>-t~~·5J}. 

1 


c. 0 .. =
]I N 

j 


N, 


d. ExpectedMeanjty = L:0jiZJI 
;=1 

N J 

e. ExpectedVariancelj"rlty =L:0 j1 z;, (ExpectedMeanf"ty)2 
t=l 

ExpectedSkewlj"rity = 

f. 
'" 0.z3. - 3ExnectedMeanp<Jrity x ExnectedVarianceparity - [ExnectedMeanparity J3£." )1)1 r ) r } r j 

i 

STEP 5: Calculate the initial aggregate test statistic. 

L=l 

otherwise 

STEP 6: Calculate the final aggregate test statistic. 

1. IfL 1, we use the cell modified Z statistic. ZT zl = ZI. 

2. IfL> 1, do the following. 
a. Calculate the aggregate skewness coefficient. 
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g.~ = 3 

6 x ( ~Wj 
2 x ExpectedVariancef'rl'Y )"2 

1+4g2
b. IfZ~> agg or-lO-<'<g <OthenZT=Zcr 

4gagg agg 

c. Otherwise 
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Proportion Performance Measures4 

The following calculations will apply to parity submeasures contained in measures 5, 8, 11, 12, 
15, 17a, 20, 22, 23, 26, U-,31, 32, 33, 34, ~38, and 39. Any subsequent change to measure 
classification (mean, proportion, rate) to a measure or submeasure in the PMP will take 
precedence over this list. 

Variable defmitions: 

Numberof~cases 
possessing an attribute of interest in cell j. 

Number ofCLEC cases possessing an 

attribute of interest in cell j. 

Number ofcases possessing an attribute 

of interest in cell j. 


* *NOTE: All measurements made using the number of misses (or negative measurement 
value).*'" 

STEP 1: Calculate Cell Weights. 

1j
Wj n n2j !:!.L(l-!:!.LJ 


nj n j nj 


For each cell, multiply the ~CenturyLink sample size and the CLEC sample size, 
the proportion of affected transactions and the proportion of non-affected transactions, 
divide by the total number of transactions, and take a square root. 

STEP 25
; Calculate a Z-statistic for each cell. 

If WJ °then set Zj =0. 

Else, calculate the Z-statistic as Z j =-;=========== 

STEP 3: Truncate Z-statistic for each cell. 

z L= 1 
For each cell, Z; = J{min(O,Z) otherwise 

4 Only perform STEP 4 ifL > I (e.g., if this is a cell-level comparison, and there is more than one cell with CLEC 

activity, then perform STEP 4). 

51fL 1 and Wj 0, then skip STEP 5, STEP 6 and STEP 7 andZT O. ZT 0 in the following cases: (I) 


PCLEC ~ 100% (when high values are "better"); (2) P~=PCLEC =0% (when low values 
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Note that there is no truncation step ifthere is only one cell in the submeasure 
calculation. 

STEP 4: Calculate the theoretical mean and variance of the truncated statistic under parity. 

1. If for cellj, ~ 0, set ExpectedMeanjnty, ExpectedVariancej"ty, and 

ExpectedSkewjty all equal to O. 

2. If min{all(1-~),a2l(1- a
21 I} > 9. 

nlj n2J / 

a. 1
ExpectedMeanjartty =  ~. 

-v21f 

b. ExpectedVariancej"ty =..!. __1_. 
2 21f 

c. ExpectedSkew
parity =  [ ~ +~J 
J 2-v21£ (21£)' 

3. Else, if min{all(I-~),a2j(1-~)}::;; 9. 
nil n2j 

a. Let i 

b. Calculate 

c. For each value of I, calculate e ji = HG(i,nlj,n2l,aj)' 
N, 

d. ExpectedMeanjty =Le jiZ jf . 
i=J 

N 

e. ExpectedVariancefarity =:tejiZ~i -(ExpectedMeanjty)2 . 
i=1 

ExpectedSkewrrity = 

f. Lejizfi - 3ExpectedMeanj"rity x ExpectedVariancefartty -[ExpectedMeanJarity J 
i 

STEP 5: Calculate the initial aggregate test statistic. 
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z~ = <1>-1 (a) 

. { ( 1--;;;:all),a2J ( > 9,2. IfL> lor min alj a2l )}1- n2J 

ZI L=1 

j LW ( Z; ExpectedMean'j"'ity)J

Z~ = ZT =--1.;1::===:========= otherwiseLW} x ExpectedVariancefrlty 

STEP 6: Calculate the final aggregate test statistic. 

1. IfL 1, we use the cell modified Z statistic. ZT ZOT. 

2. IfL> 1, do the following. 
a. Calculate the aggregate skewness coefficient. 

L W/ x ExpectedSkewfrlty 

gags = j 
3 


2
6x ( ~Wx ExpectedVariancef"ty J2j 

b. If Z~ > 

c. Otherwise 
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Rate Performance Measures' 

The following calculations will apply to parity submeasures contained in measure 19. Any 
subsequent change to measure classification (mean, proportion, rate) to a measure or submeasure 
in the PMP will take precedence over this list. 

Variable defmitions: 

Number of EmbarqCenturyLink base 
elements in cell j. 

h2j 
Number of CLEC base elements in cell j. 

hj 
Total number of base elements cell j. 

rl1 =nIl I hll ~ sample rate of cell j. 

CLEC sample rate of call j. 

Relative proportion of EmbarqCenturyLink 
elements for cell j. 

STEP 1: Calculate Cell Weights. 

hllh21 nJW= --
J h h 

j j 

For each cell, multiply the number of EmbarqCenturyLink base elements, the number of 
CLEC base elements and the number of transactions, divide by the total number of base 
elements squared, and take a square root. 

STEP 27
: Calculate a Z-statistic for each cell. 

If W1 =0 then set Zj =O. 

STEP 3: Truncate Z-statistic for each cell. 
z L=l 

For each cell, Z; = J{min(O,Zj) otherwise 

6 Only perform STEP 4 ifL > I (e.g., if this is a cell-level comparison, and there is more than one cell with CLEC 
activity, then perform STEP 4). °7IfL I and Wj 0, then skip STEP 5, STEP 6 and STEP 7 and ZT = 0, ZT in the following cases: (I) 

PCLEC = 100"10 (when high values are "better"); (2) PCLEC 0% (when low values 
are 
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Note that there is no truncation step if there is only one cell in the submeasure 

calculation. 


STEP 4: Calculate the theoretical mean and variance ofthe truncated statistic under parity. 

1. If for cell j, ~ = 0, set ExpectedMeanfrity, ExpectedVariancefrity, and 


ExpectedSkewfnty all equal to 0. 


2. 	 If min(n1j ,nl;J > 15 and njqj{l-qj) > 9 


1 
a. 	 ExpectedMeanfrity 


. 1 1

b. ExpectedVariancepanty = -- 

J 	 2 21f 

c. ExpectedSkewfrity = - [ ~ + ~J 
2v21t 	 (21t)' 

3. Ifmin(n1j ,nl ;J:5:15 or nj qj{l-q):5:9 

a. Let i O, ... ,nj • 

b. 	 Calculate Zp = min{o, i njq1 ) for each value of i. 
~nJqi 1- q j) 

c. Foreachvalueofi,calculate e lj =BN{i,nj,qj)' 

d. ExpectedMeanrrity = !N 

e pZji • 

i:l 

N 

e. ExpectedVariancerrity = fellz5.-{ExpectedMeanrrity)l . 
1'=1 

f. 
ExpectedSkewjrity = 

l:ej;z:; - 3ExpectedMeanfrity x ExpectedVariancefrity - [ ExpectedMean}ty r 
I 

STEP 5: Calculate the initial aggregate test statistic. 

1. 	IfL = 1 and(min(~l'n2j)~15 or njq/l-qJ)~9), 


Z~ = <t>-l(a) 


where a = CBN(nlj, nj, <lJ). 
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L=I 

otherwise 

STEP 6: Calculate the final aggregate test statistic. 

I. IfL = I, we use the cell modified Z statistic. ZT = ZOT. 

2. IfL> I, do the following. 
a. Calculate the aggregate skewness coefficient. 

L W/ x ExpectedSkewf"rity 

ga~ = 3 

26 x ( ~Wj x ExpectedVariancefrity r 

c. Otherwise 
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Attachment B 

Measures of Severity (parity and benchmark) 

Benchmark Measurements: 

Definition: 

DB I-B x 100% 
B 

where I is eHte!lfqCenturvLink performance (mean, proportion, or rate) in service to a CLEC, 
and B is the benchmark set as the performance tolerance limit. This calculation assumes that the 
larger the value ofI, the worse the service. For measures where this assumption does not hold 
true, the subtraction in the numemtor is reversed. In other words, the numerator should be 
positive when the service to the CLEC is worse than the benchmark. 

Rationale: 
Upon determining that BHte!lfqCenturyLink performance (in service to a CLEC) is not 

meeting the benchmark, the measure of severity will be calculated to represent the percentage 
difference from the benchmark. For example, if the benchmark is 4 hours and 

BHtB!lfElCenturyLink performance is 5 hours, then DB = 5.0 - 4.0 xl 00010, or DB == 25%. For a 
4.0 

benchmark mean measure, this result would be considered a "moderate" deviation from the 
benchmark. Such a measure for compliance is only valid if the benchmark is set appropriately; 
set as a tolerance limit as opposed to a target. 

Parity Measurements: 

Definition: 

Given ZT (as calculated in STEP 6, Attachment A, for mean, proportion, and rate measures), 

define the measure of severity Dp as: 


l T
Dp= -+-z~N2NI 

where Nt and N2 are the number of BHtBarElCenturvLink and CLEC transactions combined from 
all cells in a submeasure with Jfj> 0 (where Jfj is the cell wei~t for cellj, as defined in 
Attachment A). As described in section 9 ofthis document, Z is negative when the CLEC is 
receiving non-compliant service. 

Rationale: 
Upon determining that an out-of-parity situation exists for a particular submeasure, for a 

particular CLEC, a measure of severity will be calculated to reflect the magnitude of the 
performance difference between BHtbarElCenturvLink's retail and ~'s CLEC 
service. The statistical tests performed to determine whether service is in parity, provide the 

Florida CeeldH:l(:ll( Perfonnance Measurement Plan 110 
Jldy 31, 2006 February 1. 2013 



Enihe:r<j CenturyLink Performance Measurement Plan 

"yes" or "no" answer to the question of parity service. Further, the z-score itself provides a 
measure for the degree of certainty as to whether parity service exists. However, this degree of 
certainty does not indicate the severity of non-compliance, mainly due to the fact that the z-score 
is highly dependent on the sample size. If the submeasure has a considerably large sample size, 
yet a small difference between ~'s retail and ~'s CLEC 
service, the large sample size could cause the z-score to indicate a high confidence in lack of 
parity. This high confidence told by the z-score indicates that there is a statistically significant 
difference in service for the CLEC, but it does not indicate that there is a significant difference in 
service from a business impact point ofview. 

A reasonable measure of severity will provide an indication for how different the 
effiear€jCenturyLink's CLEC service is from that of~'s service to its retail 
customers. Because parity service is defined as the CLEC receiving equivalent service to that 
provided to ~'s retail customers, the measure of severity should indicate the 
difference between effiear€jCenturyLink's retail and ~'s CLEC service. In 
practice, there are important considerations for appropriately calculating such a measure of 
severity. First, the measure should be consistent with the results of the z-score, accounting for 
the differences in calculations that result from small samples, truncating, weighting of cells, and 
adjustments for skewness. Second, the measure of severity should be applicable to all types of 
measurements (mean, proportion, and rate). These considerations can be taken into account by 
utilizing the aggregate, truncated z-score, ZT; simply adjusting the z-score so as to not include 
the sensitivity to sample size. 

To visualize how this measure of severity works, consider the example of a mean 
submeasure having a single cell. In this case, it can be shown that Dp is simply the difference in 
mean performance between the BffibarttCenturyLink's retail and ~CenturyLink's CLEC 
service, measured relative to the dispersion (or standard deviation) of~'s 
retail service. As an equation, this yields: 

XI-X2 h X' h ~C L' k '1 . X' hDp = , were I IS t e mean =rTTl:7aT"<f entury In retal servIce, 2 IS t e mean 
Sl 

effiear€jCenturyLink service to CLECs, and Sl is the standard deviation of£mbafftCenturyLink's 
retail service. Under this example, consider the following graphs depicting a scenario in which a 
CLEC receives out-of-parity service on two different submeasurements ("Submeasurement A" 
and "Submeasurement B"): 

Submeasurement A 

ILEC CLEC 

4 5 10 
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If the service provided on submeasurement A to ~CenturyLink's retail customers has a 
standard deviation of 1.2 hours, then 

4.0-5.0 D -...() 83 DP =---,or P - • • 
1.2 

So, for submeasurement A, the CLEC receives out-of-parity service that is a "moderate" 
severity. 

Submeasurement B 

hours 4 5 10 

If the service provided to ~CenturyLink's retail customers on submeasurement B has a 
standard deviation of 0.4 hours, then 

4.0-5.0 D - 250Dp=--- or p-- •. 
0.4 ' 

So, for submeasurement B, the CLEC receives out-of-parity service that is a "severe" severity. 

Notice that the difference in the mean service is the same for both submeasurements. However, 
because BmBartlCenturyLink's service to its retail customers on submeasurement B has a lower 
dispersion (or standard deviation) than EmB!H't1CenturvLink's service on submeasurement A, the 
severity ofthe mean difference is higher for submeasurement B. 
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Attachment C 

Parity Measures and Submeasures with Cell-level Comparisons 

Cell-level comparisons (using the statistical methodology described in Attachment A) will be 
applleI'd hfill"to teo owmg measurements: 

Measurement Cell Level (i.e., wire center, etc ... ) 
Number / Description 

5 - Percentage of Orders Jeopardized Wire Center, Operating Company Number 
6 - Average Jeopardy Notice Interval Wire Center, Operating Company Number 
7 - Average Completed Interval CLL! Code, Wire Center, Operating Company 

Number 
8 - Percent Completed Within Standard CLL! Code, Wire Center, Operating Company 
Interval Number 
II - Percent of Due Dates Missed CLL! Code, Wire Center, Operating Company 

Number 
12 - Percent Due Dates Missed Due to Lack CLL! Code, Wire Center, Operating Company 
of Facilities Number 
13 - Delay Order Interval to Completion CLL! Code, Wire Center, Operating Company 
Date EFef baelE: efFaeilitiesj Number 
14 Bela Ofaef IfttePo'al n" r' r ,1\., 
15 - Provisioning Trouble Reports Prior to Operating Company Number 
Service Order Completion 
17a - Percentage Troubles in 5 Days for CLL! Code, Wire Center, Operating Company 
New Orders Number 
19 - Customer Trouble Report Rate Wire Center, Operating Company Number 
20 - Percentage of Customer Trouble Not CLL! Code, Wire Center, Operating Company 
Resolved Within Estimated Time Number 
21 - Average Time to Restore CLL! Code, Wire Center, Operating Company 

Number 
22 - POTS Out of Service Less Than 24 Wire Center, Operating Company Number 
Hours 
23 - Frequency of Repeat Troubles in 30 CLL! Code, Wire Center, Operating Company 
Day Period Number 
;!8 Ysage :fiffieliftess r' .,.. 

31 - Usage Completeness Ooerating Company Number 
32 - Recurring Charge Completeness Ooeratine. Company Number 
33 - Non-Recurring Charge Completeness Ooeratine. Company Number 
34 - Bill Accuracy Operating Company Number 
31 !=)ataease Ypaate :fiffieliftess r' ,.,.. 

38 - Percent Database Accuracy Ooeratine. Company Number 
39 - E911MS Database Update Interval Ooeratine. Company Number 
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Defmitions: 

Operating Company Number - EmbarqCenturyLink bH).-has two operating companies in FL. 
Therefore we calculate results at the company level to establish parity before aggregating the 
results into one FL result. 

Wire Center A building housing one or more end office and/or tandem switches. 

CLLI Code (Common Language Location Identifier) An ll-digit code that 
EmbaFEJCenturyLink bH).-assigns to a Carrier's location to designate the central office or area 
served by a central office. 
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Attachment 4 

2012 CenturyLink Performance Measurement Plan (PMP) Change Appendix 

PERFORMANCE MEASUREMENT PLAN 

Change all references from "Embarq" to "CenturyLink" 

General Changes to the Measures: 

• 	 Eliminate UNE Sub Loops (Voice & Data) from Service Group Types 

CenturyLink hasn't received orders or tickets for UNE Sub-Loops in the previous 
3 years of reporting. There is no demand for this product and as such 
CenturyLink is requesting it be eliminated from reporting. This change is 
reflected in measures 02, 04, 05, 06, 07, 08, 11, 12, 13, 15, 17a, 19, 20, 21, 22, 
and 23. 

• 	 Eliminate Line Sharing from Service Group Types 

Pursuant to the Federal Communications Commission's (FCC) Triennial Review 
Remand Order (TRRO) ILECs are no longer required to offer Line Sharing as an 
UNE. This change is reflected in measures 19,20,21, and 23. 

• 	 Eliminate UNE Ports from Service Group Types 

Pursuant to the TRRO, ILECs are no longer required to offer UNE Ports as a 
UNE. This change is reflected in measures 02, 04, 05, 06, 07, 08, 11, 12, 13, 15, 
17a, 19,20,21,22, and 23. 

• 	 Maintenance Measures - Add to "Business Rules" the phrase, "Excludes 
Canceled Trouble Tickets" 

Add a business rule that states "Excludes canceled tickets," as a clarification 
consistent with the intent of timeliness measures, since CenturyLink currently 
excludes canceled trouble tickets per Maintenance Disposition codes. This 
clarification would be reflected in measures 17a, 19,20,21,22, and 23. 

• 	 Maintenance Measures - Add to "Business Rules" the phrase, "An LNP 
trouble is excluded from duplicate reporting in another service group type." 

Add a business rule that states "An LNP trouble is excluded from duplicate 
reporting in another service group type," as a clarification consistent with the 
intent to report trouble tickets once. This clarification would be reflected in 
measures 19,20,21, and 23. 

1 	 o0 6 6 4 fEB -I !! 
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Changes within Specific Sections of the PMP 

Section: I - Executive Summary 

• 	 Update Performance Measures Development Process 

• 	 Update Major Categories and Reservation of Rights 

Additional clean-up items are made throughout this section. 

Section: II - Performance Measures - Reporting Process 

• 	 Remove requirements to provide a monthly report for noncompliance and 
affiliate results 

Results are published each month on the website and are available for viewing. 

• 	 General Exclusions 

Products subject to TRRO relief shall be excluded for all non-impaired wire 
centers approved or accepted as such by the Commission. 

Section: III - Service Group Types 

• 	 Delete UNE Sub Loops - Voice, UNE Sub Loops - Data, Line Sharing, and 
UNEPorts 

Since CenturyLink proposes the elimination of these products from the 
measurements as set forth above, they are no longer necessary in the list of 
Service Group Types. 

• 	 Remove from the list of measures applicable to Interconnection Trunks those 
that are proposed elsewhere for removal. 

This removes from the list measures 14. 

• 	 Remove from the list of measures that are listed for LNP disaggregation 
those that are proposed elsewhere for removal: 

This removes measures 09. 
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Section VI - Definition of Terms/Glossary of Acronyms 

• 	 Add Acronyms: EASE (Embarq Administration & Service Ordering Exchange), 
TRRO (Triennial Review Remand Order) 

• 	 Delete Acronym: IRES (Integrated Request Entry System) 

• 	 Remove Definition for Line Sharing 

Section VII - Attachments 

• Replace codes and note excludable items outside of CenturyLink's control 

The "Due Date Specials" list has been changed from the previous list to reflect 
the Jeopardy Code changes from IRES to EASE as CenturyLink's CLEC ordering 
system. The Jeopardy Codes that are bolded are the codes that are outside of 
CenturyLink's control, including customer-caused reasons for a missed due date 
ofan order from a CLEC. 

The "CenturyLink - Retail" codes have been bolded to show which codes are 
outside of Century Link's control, including customer-caused reasons for a missed 
due date of an order from a CLEC. Under "Company Reasons Description" IW 
for "Inclement Weather Delayed Installation" will be an excludable code because 
CenturyLink should not be responsible for missed due dates because inclement 
weather delayed an installation. 

Section VIII - Compliance Methodology - Attachment C 

• Clarify the use of Operating Company Number in cell level comparisons 

Changes to Specific Measures 

Measure 1 - Average Response Time to Pre-Order Queries 

• 	 Remove Measurable Standards 

Remove Dispatch Required from "Address VerificationlDispatch Required" 
measurable standard. This change is needed to accommodate the conversion from 
IRES to EASE. 

• 	 Remove Service Appointment Scheduling 

This change is needed to accommodate the change from IRES to EASE. 
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• 	 Remove Loop Pre-Qualification (All Electronic & Manual) 

These changes are needed to accommodate the change from IRES to EASE. 
Customers are now required to submit a Local Service Request (LSR) for a loop 
pre-qualification. 

• 	 Remove Simple and Complex from Request for Customer Service Record 
and replace with Single Telephone Number and BAN 

These changes are needed to accommodate the change from IRES to EASE. 
Requests for Customer Service Records follow a separate process based on 
whether they are for a Single Telephone Number or for a BAN (billing account 
number). 

• 	 Change measure to "diagnostic" and remove benchmarks 

Pre-order queries are measured in only a matter of seconds, and the timeframe to 
return such data has minimal, if any, impact on the CLEC customer. 

Measure 2 - Average FOC Notice Interval 

• 	 Establish Service Group Types (SGT) Benchmarks 

The products and submeasures listed below were previously measured from the 
IRES ordering system. Century Link has updated its ordering system to the EASE 
system. Additionally, EASE is now integrated with new back office systems. 
Since orders are handled differently in the new systems, CenturyLink has updated 
the benchmarks accordingly, and proposes the following: 

Res POTS 

All Electronic - 20 minutes 

Electronic/Manual Mix - 12 hours 


Bus POTS 

All Electronic 20 minutes 

Electronic/Manual Mix 12 hours 


ISDNBRI 

Electronic/Manual Mix - 12 hours 


CENTREX 

Electronic/Manual Mix 24 hours 


PBX 
Electronic/Manual Mix 24 hours 


UNE Loops Non-Designed 

All Electronic - 30 minutes 
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Electronic/Manual Mix - 12 hours 
UNE Loops xDSL Provisioned 


All Electronic - 30 minutes 

Electronic/Manual Mix - 12 hours 


LNP 

All Electronic 20 minutes 

Electronic/Manual Mix - 12 hours 


Measure 3 - Average Reject Notice Interval 

• 	 Establish Service Group Types (SGT) Benchmarks 

The submeasures listed below were previously measured from the IRES ordering 
system. CenturyLink has updated its ordering system to EASE. Additionally, 
EASE is now integrated with new back office systems. Since orders are handled 
differently because of the new systems, CenturyLink has updated the benchmarks 
accordingly, and proposes the following: 

All Electronic - 10 minutes 

Electronic/Manual Mix - 12 hours 


• 	 Remove "Syntax (edit engine) and content errors (other errors)" as a means 
for reporting. 

These changes are needed to accommodate the change from IRES to EASE. 

Measure 4 - Percent Flow-Through Orders 

• 	 Update measure to reflect current system details and measurement 
capabilities. 

These changes are needed to accommodate the change from IRES to EASE. 

Measure 6 - Average Jeopardy Notice Interval 

• 	 Combine Assignment and Installation Jeopardies in the Method of 
Calculation. 

This change is necessary to align with the retail comparative. 

• 	 Remove Time from the Notice Interval 

This change is necessary because appointment times are provided simply as AM 
or PM and the interval is reported in business days. 
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• Change measure" to "diagnostic" 

Measuring due dates missed is a better indication of installation timeliness than 
simply 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 continue to track the average jeopardy notice interval. 

Measure 7 - Average Completed Interval 

• Establish Benchmark for 'UNE Loops - xDSL Provisioned No Field Work' 

Although CenturyLink attempted to apply a retail comparison for the submeasure 
UNE Loops - xDSL Provisioned No Field Work, there is no like-for-like 
comparison available, nor is there a reasonable proxy for a retail comparison. 
This arises primarily from the fact that there exists no "Retail UNE Loop-xDSL 
Provisioned No Field Work." There simply is not an appropriate retail 
comparison to be found. As such, CenturyLink proposes a benchmark of 3.5 
days, instead of parity, as the standard for this measure. 

• Clarify Benchmark for 'UNE Loops - Designed No Field Work' 

CenturyLink is not proposing a change but rather clarifying an existing 
benchmark. 

Measure 9 - Coordinated Customer Conversion as a Percentage On Time 

• Eliminate Measure 

CenturyLink receives very few requests from CLECs for timed, coordinated 
Customer Conversions for Res POTS, Bus POTS and LNP. This measure is a 
burden for CenturyLink to report, relative to the few requests received for 
coordinated conversions. Furthermore, any service orders that are received for 
conversion are also reported in Measure 7 as an Average Completion Interval, 
which is a better representation of the timeliness of Century Link provisioning. 
Therefore, CenturyLink proposes the elimination of this measure from reporting. 

Measure 11 - Percent Due Dates Missed 

• Clarify Benchmark for 'UNE Loops - Designed No Field Work' 

Century Link is not proposing a change but rather clarifying an existing 
benchmark. 
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• Addition to "Business Rules" 

Add a rule that states "Excludes canceled orders," as a clarification consistent 
with the intent of the timeliness measures, since CenturyLink currently excludes 
canceled orders. In any event, attempting to report Due Dates Missed for orders 
that were cancelled is nonsensical, because cancelled orders will never be 
completed. 

Measure 12 - Percent Due Dates Missed Due to Lack of Facilities 

• Change measure to "diagnostic" 

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. 

Measure 13 - Delay Order Interval to Completion Date (For Lack of Facilities) 

• Remove limitation regarding orders delayed due to lack of facilities 

By removing this limitation, CenturyLink will capture all orders that are delayed 
due to ILEC reasons past the committed due date and not just those delayed due 
to lack of facilities. Since the TRRO was issued in 2004, the need to track orders 
delayed due to facilities has become less important. The TRRO specifies that 
ILECs are not required to provide cable facilities, where none exist, to provision 
an unbundled network element. 

• Remove disaggregations by calendar days 

The calendar-day disaggregations (1-30 calendar days, 31-90 calendar days and 
>90 calendar days) do not add useful information. 

• Add "diagnostic" disaggregation for lack of facilities 

All delayed orders reported in Measure 13 will be included in this new 
disaggregation if the delay was due to lack of facilities. It is for information only 
and therefore considered diagnostic. 
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Measure 14 - Held Order Interval 

• Eliminate Measure 

With the proposed adjustment to Measure 13 removing the limitation due to lack 
of facilities, Measure 14 will be redundant. The only difference is that Measure 
13 tracks the delay at completion, and Measure 14 tracks the delay at the end of 
each month. Measure 13 is preferable because it is more important to know how 
long orders are delayed before the service is delivered than how many average 
delayed days exist at the end of any given month. 

Measure 15 - Provisioning Trouble Reports Prior to Service Order Completion 

• Change measure to "diagnostic" 

For the last 3 years CenturyLink has had a record of 99.9% for successful orders 
without provisioning troubles and therefore proposes to measure this as diagnostic 
only. 

Measure 17a - Percentage Troubles in 5 Days for New Orders 

• Additions to "Business Rules" 

Add a rule that states "Excludes canceled tickets," as a clarification consistent 
with the intent of performance measures, since CenturyLink currently excludes 
canceled orders. Attempting to include canceled orders in this measure is 
nonsensical, because cancelled orders will never be completed in order for the 5 
day monitoring period to begin. 

Add a rule that states "include only trouble tickets that were received during the 
reporting period". It is a reporting burden to ensure that trouble tickets received 
in a different month than the month the service order was completed are included 
in the same month's report. If a ticket is received in a different month than the 
completion of the service order, it will still be included in the reporting but only 
for the month the ticket was received and not when the service order was 
completed. 

• Eliminate reference to Measure 15 from "Business Rules" 

Remove the reference to Measure 15 from the business rule that states, "Exclude 
trouble reports received on the due date (which instead are reported in 
Measurement 15)." 
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Measure 18 - Average Completion Notice Interval 

• Change measure to "diagnostic" and remove benchmarks 

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. 

• Change ElectroniclManual Mix Calculation 

This change makes the calculation consistent with the All Electronic calculation 
for purposes of tracking results as Diagnostic Only. 

Measure 19 - Customer Trouble Report Rate 

• Change measure to "diagnostic" 

Performance of this metric is essentially "parity by design." In other words, 
CenturyLink serves both retail customers and CLECs with the same network, 
processes, systems and technicians and cannot systematically discriminate against 
CLECs. 

Measure 20 - Percentage of Customer Trouble Not Resolved Within Estimated 
Time 

• Change measure to "diagnostic" 

Measure 20 is correlated with Measure 21 and when a customer issue is not 
resolved within the estimated time, Measure 21 (Average Time to Restore) could 
also be missed. Therefore, CenturyLink proposes to provide this measure as 
diagnostic only. 

Measure 22 - POTS Out of Service Less Than 24 Hours 

• Modify "Measurable Standards" Section 

Remove UNE Loops Non-Designed from the "Measurable Standard." The 
"Description" of Measure 22 in the PMP specifies its focus as being on "POTS 
out of service trouble reports," but UNE Loops are not POTS products. 
Therefore, CenturyLink proposes elimination of the UNE Loops Non-Designed 
measurable standard from reporting for Measure 22. 

• Change measure to "diagnostic" 
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This measure only includes POTS products and therefore Measure 21 (Average 
Time to Restore) is a better indication of performance. CenturyLink proposes that 
this measure be reported on a diagnostic basis. 

Measure 24 - Percent Blocking on Common Trunks 

• Change measure to "diagnostic" 

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 

• Change measure to "diagnostic" 

Interconnection is a unique category in comparison to most other measures or 
products, because it involves reciprocal implementation obligations on the part of 
both Century Link and CLECs, and it has mutual resulting impacts that, by 
themselves, create more-than-sufficient incentives to appropriately manage trunk 
blocking. Accordingly, CenturyLink proposes that Measure 25 should be 
considered diagnostic only. 

Measure 26 - NXX Loaded by LERG Effective Date 

• Change measure to "diagnostic" 

CLEC networks are now essentially established, and therefore relatively few code 
openings are occurring. Moreover Century Link and CLECs have an inherent, 
mutual interest in managing NXX activations, because customers of both may be 
affected. 

Measure 28 - Usage Timeliness 

• Eliminate Measure 

This measure has proven to be unnecessary for regulatory focus and attention. 
Usage timeliness is not end-user customer affecting, and CLECs do not depend on 
a strict time interval (e.g., the 5 days addressed in this measure) for receiving 
usage feeds. Instead, many CLECs only access their usage records once a week 
or once a month, because they do not bill their end users daily for usage, but 
rather on a monthly basis. Additionally, CLECs that operate on a flat-rate basis 
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with their customers do not need to access these records at all. Accordingly, 
CenturyLink proposes to eliminate this measure. 

Measure 31- Usage Completeness 

• 	 Modify Business Rule 

The business rule to exclude long duration calls currently only applies to the 
Resale Measurable Standard. CenturyLink proposes to remove this distinction 
and apply this business rule to all Measurable Standards, since the effect of such 
calls is the same for all measurable standards. 

Measure 32 - Recurring Charge Completeness 

• 	 Addition to "Business Rules" 

Add a business rule that states, "Exclude zero dollar billing charges." There is no 
adverse impact to CLEC customers when zero-dollar charges appear on the bill in 
a later billing period. Accordingly, CenturyLink purposes excluding "zero dollar 
billing charges" from Measure 32. 

Measure 33 - Non-Recurring Charge Completeness 

• 	 Addition to "Business Rules" 

Add a business rule that states, "Exclude zero dollar billing charges." There is no 
adverse impact to CLEC customers when zero-dollar charges appear on the bill in 
a later billing period. Accordingly, CenturyLink purposes excluding "zero dollar 
billing charges" from Measure 33. 

Measure 34 - Bill Accuracy 

• 	 Remove Benchmark 

Measure 34 is currently diagnostic only, and therefore CenturyLink proposes 
removing all references to benchmarks. 

Measure 38 - Percent Database Accuracy 

• 	 Change measure to "diagnostic" 

From January 2010 through November 2012, CenturyLink has had a record of 
100% and therefore proposes this measure be diagnostic only. 
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Measure 39 - E911 MS Database Update Interval 

• Modify Description and Calculation 

Update the "Description" and "Method of Calculation" from 48 hours to 24 hours. 

• Change measure to "diagnostic" 

From January 2010 through November 2012, CenturyLink has had a record of 
99.99% and therefore proposes this measure be diagnostic only. 

Measure 40 - Time to Respond to a Collocation Request 

• Change measure to "diagnostic" and remove benchmarks 

CLECs are now well established in collocation arrangements. 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. 
CenturyLink proposes to continue to track Measure 40 on a diagnostic only basis. 

Measure 41- Time to Provide a Collocation Arrangement 

• Change measure from to "diagnostic" and remove benchmarks 

CLECs are now well established in collocation arrangements. Further, 
Collocation activity is not CLEC customer impacting, and its volume has dropped 
significantly since originally included in the plan. CenturyLink proposes to 
continue to track Measure 41 on a diagnostic only basis. 

Measure 44 - Center Responsiveness 

• Update Method of Calculation consistent with existing benchmarks 

This change clarifies that the calculation for Ordering Center needs to reflect the 
benchmark of 80% within 20 seconds. 
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