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| BELLSOUTH TELECOMMUNICATIONS, INC.
DIRECT TESTIMONY OF DAVID A. COON
BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION
DOCKET NO. 001305-TP
FEBRUARY 26, 2001

PLEASE STATE YOUR NAME, YOUR POSITION WITH BELLSOUTH
TELECOMMUNICATIONS, INC. (“BELLSOUTH") AND YOUR BUSINESS
ADDRESS.

My name is David A. Coon. | am employed by BellSouth as Director —
Interconnection Services for the nine-state BellSouth region. My business

address is 675 West Peachtree Street, Atlanta, Georgia 30375.

WHAT IS YOUR PROFESSIONAL EXPERIENCE AND EDUCATIONAL
BACKGROUND?

My career at BellSouth spans over 21 years and includes positions in

.Network, Regulatory, Finance, Corporate Planning, Smali Business

Services and Interconnection Operations. Prior to my BellSouth
employment, | performed a variety of functions in the Network, Regulatory
and Marketing Support organizations of C&P Telephone Company-
Washington. | have extensive experience in the development and use of
quantitative measurements and results including the establishment,

analysis and monitoring of BellSouth process measures. | received a
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Bachelors Degree in Civil Engineering from Ohio University and a Masters
Degree in Engineering Administration from George Washington University.
| received the Certified Management Accountant (CMA) designation in

1996 from the Institute of Management Accountants.
WHAT IS THE PURPOSE OF YOUR TESTIMONY?

| will respond to Issue 15 and Issue 20 in this proceeding.

Issue 15: What Performance Measurements should be included in the

Interconnection Agreement?

WHAT IS BELLSOUTH'S POSITION ON THIS ISSUE?

This issue should be referred to the generic performance measurement
docket (Florida Docket No. 000121-TP), which the Florida Public Service
Commission has convened to consider the very issue SUPRA seeks to
arbitrate for the entire ALEC industry in Florida. This generic docket is the
appropriate vehicle for collaborating on the set of performance measures
appropriate to the ALEC industry in Florida. Performance measures
should not be decided in individual ALEC arbitration proceedings.
Therefore, this Commission should defer the issue of performance
measurements to the open performance measurement docket. Pending

completion of this generic docket, BellSouth is willing to incorporate its
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Service Quality Measurements (“SQMs”), which are described below, into

the parties’ interconnection agreement.

WHAT ARE THE APPROPRIATE PERFORMANCE MEASUREMENTS
TO BE INCLUDED IN THE BELLSOUTH/SUPRA INTERCONNECTION
AGREEMENT UNTIL COMPLETION OF THE GENERIC
PERFORMANCE MEASUREMENT DOCKET?

The appropriate measurements to be included in the BellSouth/Supra
Interconnection Agreement are the interim SQMs that were adopted by
the Florida Commission (Order No. PSC-00-2451-PAA-TP, Issued
December 20, 2000) as part of the Florida OSS testing, attached to my
testimony as Exhibit DAC-1. These SQMs will likely be modified based on
the outcome of the OSS testing and the finai version of the SQMs will
supercede the interim SQMs attached, upon completion of the OSS
testing and final resolution in the generic Performance Assessment Plan
docket. In addition, because the interim SQMs are part of the OSS testing

in Florida, the document does not include BeliSouth’s auditing policy as

-Appendix C. Therefore, | have attached as Exhibit DAC-2 BellSouth’s

auditing policy which will be a part of the final version of the SQMs
resulting from the OSS testing and generic Performance Assessment Plan

docket.

The SQM measures cover 10 separate functional categories: (1) Pre-

Ordering OSS; (2), Ordering; (3) Provisioning; (4) Maintenance and
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Repair,; ~(5) Billing; (6) Operator Services (Toll) and Directory Assistance;
(7) E911; (8) Trunk Group Performance; {9) Collocation; and (10) Change
Management. BellSouth’'s measurements are the resuit of more than
three years of work with several state commissions, direction provided by
the FCC and input from various ALECs. More than 87 ALECs currently
have signed agreements with BellSouth in Florida, which include the
SQMs proposed by BellSouth. The SQMs are more than adequate to
allow the Florida Public Service Commission and Supra to monitor
nondiscriminatory access. It is unreasonable and unnecessary to have
BeliSouth develop and adhere to a different set of performance measures

for Supra as Supra proposes.

ON PAGE 10 OF SUPRA'S RESPONSE TO BELLSOUTH’S PETITION
FOR ARBITRATION, SUPRA ALLEGES THAT “BELLSOUTH IS
OBLIGATED TO PROVIDE SUPRA TELECOM THE SAME OR BETTER
SERVICE THAN IT PROVIDES TO ITS RETAIL DIVISION AND
BELLSOUTH CUSTOMERS”. HOW DO YOU RESPOND?

BellSouth challenges Supra to produce any state or federal rulings that
require any ILEC to provide an ALEC with the same or better service.
This requirement simply does not exist. The standards for which
BellSouth’s comprehensive set of SQMs are designed to demonstrate

compliance are set forth in the Act and in the pertinent FCC Orders.
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Specifically: ‘

1.

BellSouth will provide access in “substantially the same time and
manner” (FCC 96-325, First Report and Order, Adopted August 1,
1996, Section V.5, {1 518). This is the “parity” standard that relates to
measurements and processes in situations in which the wholesale
function provided to the CLEC has an equivalent BellSouth retail
function (generally resale).

BellSouth will provide access that “provides an efficient competitor
a meaningful opportunity to compete” (FCC 96-325, Second Order
for Reconsideration, Adopted December 13, 1996, Section I., 1 9).
This standard applies in situations in which the wholesale function has
no equivalent BellSouth retail function (generally UNEs).

BellSouth will provide interconnection that is “equal in quality” (FCC
96-325, First Report and Order, Adopted August 1, 1996, Section IV.H,

11 224), This standard applies specifically to interconnection trunking.

ALSO, ON PAGE 10 OF SUPRA'S RESPONSE, SUPRA ALLEGES

THAT “THE PERFORMANCE MEASUREMENTS IN THE PRIOR
AGREEMENT HAVE PRACTICAL STANDARDS WHICH DIRECTLY
RELATE TO HOW QUICKLY BELLSOUTH MUST PROVISION SERVICE
TO SUPRA TELECOM CUSTOMERS” AND “IF THERE IS TO BE A
DIFFERENT SET OF STANDARDS, THEN BELLSOUTH SHOULD BE
REQURED TO PROVIDE AN EFFECTIVE PERFORMANCE
MEASUREMENT METHODOLOGY”". HOW DO YOU RESPOND?
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First of all, the performance measurements that Supra refers to, in the
prior agreement, are a minimal set of measurements that Supra adopted
out of an AT&T agreement four years ago. As | have already testified, the
Florida Public Service Commission has convened a generic performance
measurement docket for the purpose of reassessing the performance
measurement requirements in Florida. BeliSouth's interim SQM, which
have already been adopted by the Florida Commission for use until
completion of the generic docket, and BellSouth’s proposed enforcement
plan include all of the components that Supra identifies on page 10 as
needed for an effective performance measurement methodology. Supra
offers no practical justification as to why this Commission should consider
a separate set of measurements for Supra. To do so would negate the
efforts of the generic docket participants. BellSouth strongly recommends
that this Commission order that the Parties include BellSouth's SQMs as

interim measures in the Interconnection Agreement.

Issue 20:  Should BellSouth be required to adopt validation and audit

requirements which will enable Supra Telecom to assure the

- - accuracy and reliability of the performance data BellSouth

provides to Supra Telecom, and upon which the FPSC will
ultimately rely when drawing conclusions about whether

BellSouth meets its obligations under the Act?
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IS BELLSOUTH'S SQM APPENDIX C AUDIT PROPOSAL SUFFICIENT
FOR THE FPSC TO CONCLUDE THAT BELLSOUTH MEETS ITS
OBLIGATIONS UNDER THE ACT?

Yes. BellSouth’s SQM, Appendix C, attached as Exhibit DAC-2, sets forth
BeliSouth’s position on auditing performance measurements. This
position provides the Commission with sufficient auditing capability to
conclude that BellSouth is meeting its obligations under the Act. In the
direct testimony of witness, Paul W. Stalicup, representing the Florida
Commission Staff, filed on February 7, 2001, in Fiorida Docket No.
000121-TP (Section 7.0 of Exhibit PWS-1), Mr. Stallcup recommends the

language included in the BellSouth SQM, Appendix C, regarding audits.

HOW DOES BELLSOUTH’'S AUDIT POSITION DIFFER FROM SUPRA’'S
PROPOSAL?

BellSouth's audit proposal, attached as Exhibit DAC-2, states that,
If requested by a Public Service Commission or by a CLEC
exercising contractual audit rights, BellSouth will agree to
undergo a comprehensive audit of the current year aggregate
level reports for both BellSouth and the CLECs for each of the
next five (5) years (2001 — 2005), to be conducted by an
independent third party auditor. The results of audits will be
made available to ali the parties subject to proper safeguards to

protect proprietary information. Requested audits include the
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fbllowing specifications:

1. The cost shall be borne 50% by BellSouth and 50% by the
CLECs.

2. The independent third party auditor shall be selected with
input from BellSouth, the PSC, if applicable, and the CLEC(s).
3. BellSouth, the PSC and the CLECs shall jointly determine the

scope of the audit.

As you can see, BeliSouth's audit proposal requires a single
comprehensive audit per year that addresses the needs of the entire
ALEC community and the Commission, with BeilSouth absorbing 50% of
the cost. Supra's proposal, although confusing, appears to be a four
tiered approach to auditing. As identified on page 13 of Supra’s response,
these four tiers are: 1) “BellSouth should be required to have an
independent audit conducted of its performance measurement systems,
paid for by BellSouth”; 2) “Additional annual audits should also be
conducted and paid for by BellSouth”; 3) “Supra Telecom may request
additional audits when performance measures are changed or added, to
be paid for by BellSouth” and 4) “Additionally, audits of individual
measures should be conducted”. BellSouth is unsure of the difference in
tiers 1 and 2 unless Supra is advocating ALEC. specific annual audits in
tier 2. If this is the case, BellSouth could be faced with participating in
over 900 audits a year (there are currently 918 ALECs with agreements in
BellSouth’s region). Given that there are 261 working days in a year,

discounting weekends, that could equate to more than 3.5 audits a day.
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Supra i’urther proposes additional “mini-audits” of individual
measurements as part of tier 4. Using the same rationale described
above, if the “mini-audits” were limited to no more than three (3) per year,
this could increase the number of audits requiring BellSouth’s participation
by an additional 2,754 (918 ALECs X 3 mini-audits/year) per year which
equates to 10.5 additional audits per day. Tier 3 audits would further
compound the number of audits based on the number of changes or

additions made to the SQM.

Regardless of who pays for these audits, this is totally unreasonable and
would place a tremendous burden on BellSouth resources. BellSouth is in
the midst of a comprehensive audit of Performance Measurements results
in Florida and is nearing the completion of a similar audit in Georgia. The
latter audit has lasted over 1 year. Given that both audits are of the same
regional Performance Measurements system and process, the
Commission should find comfort in such a rigorous investigation of

BellSouth’s Performance Measurements system.

-To summarize, the four tiered approach to audits proposed by Supra is

overly burdensome and expensive to BellSouth, and Supra has offered no

substantive evidence to justify the need for this degree of auditing.

ARE THERE ANY ALTERNATIVES TO THE “MINI-AUDITS” PROPOSED
BY SUPRA IDENTIFIED ABOVE?
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Yes. BéIISouth provides the ALECs, including Supra, with the raw data
underlying many of the BellSouth Service Quality Measurements reports
as well as a user manual on how to manipulate the data into reports. The
ALECs, including Supra, can use this raw data to validate the results in
the BellSouth Service Quality Measurements reports posted every month
on the BellSouth web site. In addition, the underlying raw data is in the

process of being audited and validated by KPMG in Florida.

This data and the user manual allow the ALECs to build customized

reports and further disaggregate reports based on individual ALEC needs.
DOES THIS CONCLUDE YOUR TESTIMONY?

Yes

10
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I. INTRODUCTION

The BellSouth Service Quality Measurement Plan (SQM) describes in detail the measurements
produced to evaluate the quality of service delivered to BellSouth’s customers both wholesale and
retail. The SQM was developed to respond to the requirements of the Communications Act of 1996
Section 251 (96 Act) which required ILECs to provide non-discriminatory access to Competitive
Local Exchange Carriers (CLEC) and its Retail Customers. The reports produced by the SQM
provide regulators, CLECs and BellSouth the information necessary to monitor the delivery of non-
discriminatory access.

This plan results from the many divergent forces evolving from the 96 Act. The 96 Act, the Georgia
Public Service Commission (GPSC) Order (Docket 7892-U 12/30/97), LCUG 1-7.0, the FCC’s
NPRM (CC Docket 98-56 RM9101 04/17/98), the Louisiana Public Service Commission (LPSC)
Order (Docket U-22252 Subdocket C 04/19/98), numerous arbitration cases, LPSC sponsored
collaborative workshops (10/98-02/00), and proceedings in Alabama, Mississippi, and North
Carolina have and continue to influenced the SQM. The SQM must reflect the Order of the
Florida PSC as the orders are issued.

However, in addition, the SQM and the reports flowing from it must change to reflect the dynamic
requirements of the industry. New measurements are added as new products systems and processes
are developed and fielded. New products and services are added as the markets for them develop and
the processes stabilize. The measurements are also changed to reflect changes in systems, to correct
errors, to respond to 31 Party audit requirements, and Florida PSC and/or customer requests.

This document is intended for use by someone with a basic knowledge of telecommunications
industry, information technologies and a functional knowledge of the subject areas covered by the
BellSouth Performance Measurement reports.

(This Florida-OSS Evaluation SQM is specifically intended for use in the OSS Evaluation being
conducted by KPMG at the direction of the FPSC Staff.)

October 2000
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TABLE OF CONTENTS
CATEGORY MEASUREMENT DESCRIPTION*
(OSS) Operations Support Systems | OSS-1. Average Response Time and Response Interval 0S8S-Pg. 1
(Pre-Ordering/Ordering)
0OS§S-2. Interface Availability (Pre-Ordering) OSS-Pg. 4
0OSS-3. Interface Availability (Maintenance & Repair) 0S8-Pg. 6
0SS-4. Response Interval (Maintenance & Repair) OS8S-Pg. 8
{O) Ordering O-1. Percent Flow-through Service Requests (Summary) 0O-Pg. 1
0-2. Percent Flow-through Service Requests (Detail) O-Pg. 3
0O-3. Flow-through Error Analysis O-Pg. 5
0O-4. CLEC LSR Information O-Pg. 6
LSR Flow-Through Matrix O-Pg. 7
0O-5. Percent Rejected Service Requests O-Pg. 10
0-6. Reject Interval O-Pg. 12
O-7. Firm Order Confirmation Timeliness O-Pg. 14
O-8. Speed of Answer in Ordering Center O-Pg. 16
0-9. LNP-Percent Rejected Service Request O-Pg.17
0-10. LNP-Reject Interval Distribution & Average Reject Internal O-Pg. 18
O-11. LNP-Firm Order Confirmation Timeliness Interval Distribution &
Firm Order confirmation Average Interval O-Pg. 20
(P) Provisioning
P-1. Mean Held Order Interval & Distribution Intervals P-Pg. |
P-2. Average Jeopardy Notice Interval & Percentage of Orders Given
Jeopardy Notices P-Pg.4
P-3. Percent Missed Installation Appointments P-Pg. 7
P-4. Average Completion Interval (OCI) & Order Completion
Interval Distribution P-Pg. 10
P-5. Average Completion Notice Interval P-Pg. 13
P-6. Coordinated Customer Conversions Interval P-Pg. 16
P-6A. Coordinated Customer Conversions Hot Cut Timeliness % within
Interval and Average Interval P-Pg. 17
P-7. % Provisioning Troubles w/i 30 days of Service Order Completion P-Pg. 18
P-8. Total Service Order Cycle Time (TSOCT) P-Pg. 21
P-9. LNP -Percent Missed Installation Appointments P-Pg. 23
P-10. LNP-Average Disconnect Timeliness Interval & Disconnect Timeliness | P-Pg. 24
Interval Distribution
P-11. LNP-Total Service Order Cycle Time P-Pg. 25
(M &R} Maintenance & Repair
M&R-1. Missed Repair Appointments M&R-Pg 1
M&R-2. Customer Trouble Report Rate M&R-Pg. 3
M&R-3. Maintenance Average Duration M&R-Pg. 5
M&R-4. Percent Repeat Troubles w/i 30 days) M&R-Pg. 7
M&R-5. Out of Service > 24 Hours M&R-Pg. 9
M&R-6. Average Answer Time - Repair Centers M&R-Pg.
11
(B) Billing B-1. Invoice Accuracy B-Pg. 1
B-2. Mean Time to Deliver Invoices B-Pg.2
B-3. Usage Data Delivery Accuracy B-Pg.3
B-4. Usage Data Delivery Completeness B-Pg. 4
B-5. Usage Data Delivery Timeliness B-Pg.5
B-6. Mean Time to Deliver Usage B-Pg. 6

1
October, 2000
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TABLE OF CONTENTS - (continued)

CATEGORY MEASUREMENT DESCRIPTION *
(OS) (DA) Operator Services | OS-1. Speed to Answer Performance/Average Speed to Answer (Toll) 0OS-Pg. 1
Toll & Directory Assistance | OS-2. Speed to Answer Performance/Percent Answered within “X”
Seconds (Toll) 0S§-Pg.2
DA-1. Speed to Answer Performance/Average Speed to Answer (DA) DA-Pg.3
DA-2. Speed to Answer Performance/Percent Answered within “X”
Seconds (DA) DA-Pg. 4

(E) E911 E-1. Timeliness E-Pg 1
E-2. Accuracy E-Pg.2
E-3. Mean Interval E-Pg.3

{TGP) Trunk Group TGP-1. Trunk Group Performance-Aggregate TGP-Pg. 1

Performance TGP-2. Trunk Group Performance-CLEC Specific TGP-Pg. 3
TGP-3. Trunk Group Service Report TGP-Pg. 5
TGP-4. Trunk Group Service Detail TGP.Pg 6

(C) Collocation C-1. Average Response Time C-Pg. 1
C-2. Average Arrangement Time C-Pg.2
C-3. % of Due Dates Missed C-Pg.3

(CM) Change Management CM-1 Timeliness of Change Management Notices CM-Pg. |
CM-2 Average Delay Days for Change Management Notices CM-Pg. 2
CM-3 Timeliness of Documents Associated with Change CM-Pg. 3
CM-4 Average Delay Days for Documentation CM-Pg. 4

Appendix A Reporting Scope

Appendix B Recommended Additional Measures

Appendix C Glossary of Acronyms and Terms

Appendix D Study of End to End Timing

* These reports are subject to change due to regulatory requirements or to correct errors and etc.

2
October, 2000
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OSS (Operations Support Systems)

Report/Measurement:

0SS-1. Average Response Time and Response Interval {Pre- Ordermg/Ordermg)

Definition:

Average response time and response intervals are the average times and number of requests responded to w1thm certain
intervals for accessing legacy data associated with appointment scheduling, service & feature availability, address
verification, request for Telephone numbers (TNs) and Customer Serv1ce Records (CSRs)

Exclusions: . . . . N T R R T

None

Business Rules: . .~~~ ) i n R B

The average response time for retrieving pre-order/order mformatlon from a given legacy system is determmed by
summing the response times for all requests submitted to the legacy systems during the reporting period and dividing by
the total number of legacy system requests for that month. The response interval starts when the client application
(LENS or TAG for CLECs and RNS or ROS for BST) submits a request to the legacy system and ends when the
appropriate response is returned to the client application. The number of accesses to the legacy systems during the
reporting period, which take less than 2.3 seconds, the number of accesses which take more than 6 seconds and the

number which take < 6.3 seconds are also captured

Level of Disaggregation: -

¢ RSAG — Address (Regional Street Address Gu:de-Address) — stores street address mformatton used to valldate
customer addresses. CLECs and BST query this legacy system.

¢ RSAG - TN (Regional Street Address Guide-Telephone number) — contains information about facilities available
and telephone numbers working at a give address. CLECs and BST query this legacy system.

o ATLAS (Application for Telephone Number Load Administration and Selection) — acts as a warehouse for storing
telephone numbers that are available for assignment by the system. It enables CLECs and BST service reps to
select and reserve telephone numbers. CLECs and BST query this legacy system.

o COFFI (Central Office Feature File Interface) — stores information about product and service offerings and
availability. CLECs query this legacy system.

DSAP (DOE Support Application) — provides due date information. CLECs and BST query this legacy system.

» HAL/CRIS (Hands-Off Assignment Logic/Customer Record Information System) — a system used to access the
Business Office Customer Record Information System (BOCRIS). It allows BST servers, including LENS, access
to legacy systems. CLECs query this legacy system.

e  P/SIMS (Product/Services Inventory Management system) — provides information on capacity, tariffs, inventory
and service availability. CLECs query this legacy system.

o  OASIS (Obtain Available Services Information Systems) — Information on feature and rate availability. BST
queries this legacy system.

Calculation:

Z [Date & Time of Legacy Response) — (Date & Time of Request to Legacy)] / (Number of Legacy Requests Durmg the
Reporting Period)

Report Structure;

e Not CLEC Specific
¢ Not product/service specific
* Regional Level

Data Retained Relating to CLEC Experience: Data Retained Relating to BST Experience:
e Report month e  Report month
e Legacy Contract (per reporting dimension) Legacy Contract (per reporting dimension)

[ ]
Response Interval * Response Interval
Regional Scope o  Regional Scope

OSS —Page 1
October 200_0
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(OSS-1. Average Response Time and Response Interval (Pre-Ordering/Ordering)

Retail Analog/Benchmark:

Parity with Retail

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

OSS - Page2
October ZOOQ
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LEGACY SYSTEM ACCESS TIMES FOR RNS
System Contract Data <23sec | >6sec | <=6.3sec | Avg. Sec | #of Calls
RSAG RSAG-TN Address X X X X X
RSAG RSAG-ADDR | Address X X X X b
ATLAS ATLAS-TN TN X X X X X
DSAP DSAP-DDI] Schedule X X X X X
CRIS CRSACCTS CSR X X X X X
OASIS OASISBSN Feature/Service X X X X X
OASIS OASISCAR Feature/Service X X X X X
QASIS OASISLPC Feature/Service X P X X X
QASIS OASISMTN Feature/Service X X X X X
0QASIS OASISBIG Feature/Service X X X X X
LEGACY SYSTEM ACCESS TIMES FOR ROS
System Contract Data <23sec | >6sec | <=6.3sec | Avg. Sec | # of Calls
RSAG RSAG-TN Address X X X X X
RSAG RSAG-ADDR | Address X X X X X
ATLAS | ATLAS-TN TN X X X X X
DSAP DSAP-DDI Schedule X X X X X
CRIS CRSOCSR CSR X X X X X
QASIS QASISBIG Feature/Service X X X X X
LEGACY SYSTEM ACCESS TIMES FOR LENS
System Contract Data <23sec | >6sec | <=6.3sec | Avg. Sec | # of Calls
RSAG RSAG-TN Address X X X X X
RSAG RSAG-ADDR | Address X X X X X
ATLAS | ATLAS-TN TN X X X X X
DSAP DSAP-DDI Schedule X X X X X
HAL HAL/CRIS CSR X X X X X
COFFI COFFI/USOC | Feature/Service X X X X X
P/SIMS PSIMS/ORB Feature/Service X X X X X
LEGACY SYSTEM ACCESS TIMES FOR TAG
System Contract Data <23sec | >6sec | <=6.3sec | Avg. Sec | #of Calls
RSAG RSAG-TN Address X X X X X
RSAG RSAG-ADDR | Address X X X X X
ATLAS ATLAS-TN TN X X X X X
ATLAS ATLAS-MLH | TN X X X X X
ATLAS | ATLAS-DID TN X X X X X
DSAP DSAP-DDI Schedule X X X b X
CRIS CRSEINIT CSR X X X X X
CRIS CRSECSR CSR X X X X X
OSS ~Page 3

October 2000
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OSS (Operations Support Systems)

Report/Measurement:
OSS-2. Interface Availability (Pre-Ordering)
Definition:

Percent of time OSS interface is functionally available compared to scheduled availability. Availability percentages for
CLEC interface systems and for all Legacy systems accessed by them are captured. (“Functional Availability” is the
amount of time in hours during the reporting period that the legacy systems are available to users. The planned System
Scheduled Availability is the time in hours per day that the legacy system is scheduled to be available.)

Scheduled availability is posted on the ICS Operations internet site:

(www,interconnection.bellsouth.com/oss/osshour.html)

Exclusions:

None

Business Rules:

This measurement captures the availability percentages for the BST systems, which are used by CLECs during Pre-

Ordering functions. Comparison to BST results allows conclusions as to whether an equal opportunity exists for the CLEC

to deliver a comparable customer experience.

Note: Only full outages are used in the calculation of Application Availability.

A full outage is incurred when any of the following circumstances exist:

e The application or system is down.

o The application or system is inaccessible, for any reason, by the customers who normally access the application or
system.

* More than one work center cannot access the application or system for any reason.

e When only one work center accesses an application or system and 40% or more of the clients in that work center cannot
access the application.

e When 40% of the functions the clients normally perform or 40% of the functionality that is normally provided by an
application or system is unavailable.

Level of Disaggregation:

Regional Level

Calculation:

(Functional Availability) / (Scheduled Availability) X 100

Report Structure:

e Not CLEC Specific
e Not product/service specific
e Regional Level

Data Retained Relating to CLEC Experience: Data Retained Relating to BST Performance:
e Report month e Report month
e Legacy Contract Type (per reporting dimension) e Legacy Contract Type (per reporting dimension)
e Regional Scope e Regional Scope
e Hours of Downtime

OSS - Page 4
October 2000
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0SS-2. Interface Availability (Pre-Ordering) — Continued)

Retail Analog/Benchmark:

Benchmark - 99.5%

OSS Interface Availability

OSS Interface Applicable to %o Availability
EDI CLEC X
HAL CLEC X
LENS CLEC X
LEO Mainframe CLEC X
LEO UNIX CLEC X
LESOG CLEC X
PSIMS CLEC X
TAG CLEC X
ATLAS/COFFI CLEC/BST X
BOCRIS CLEC/BST X
DSAP CLEC/BST X
RSAG CLEC/BST X
SOCS CLEC/BST X
SONGS CLEC/BST X

OSS —Page 5

October 2000
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OSS (Operations Support Systems)

Report/Measurement:

OSS-3. Interface Availability LMamtenance & Repalr)

Definition:

The percentage of time the 0SS Interface is functionally available compared to schcdulcd avallabthty Availability

percentage for the CLEC and BST interface systems and for the legacy systems accessed by them are cﬁ)tured
Exclusions: L .

None

Business Rules: -

This measure is designed to compare the OSS availability versus schcdulcd avallabxllty of BST’s legacy systems.

Note: Only full outages are used in the calculation of Application Availability.

A full outage is incurred when any of the following circumstances exist.

¢ The application or system is down.

e The application or system is inaccessible, for any reason, by the customers who normally access the application or
system.

¢ More than one work center cannot access the application or system for any reason.

¢ When only one work center accesses an application or system and 40% or more of the clients in that work center
cannot access the application.

¢ When 40% of the functions the clients normally perform or 40% of the functionality that is normally provided by an
application or system is unavallablc

Calculation:

OSS Interface Availability = (ActuaI System Functional Availability) / (Actual planned System Avallablhty) X 100

Report Structure:

o CLEC Apgregate
e BST Aggrepate
e BST/CLEC

Level of Disaggregation:

Region

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

*  Availability of CLEC TAFI e  Availability of BST TAFI

¢  Availability of LMOS HOST, MARCH, SOCS, ¢ Availability of LMOS HOST, MARCH, SOCS, CRIS,
CRIS, PREDICTOR, LNP and OSPCM PREDICTOR, LNP and OSPCM

e ECTA

Retail Analog/Benchmark:

All Systems except ECTA Parity with Retail
ECTA Benchmark — 99.5%

0SS —Page 6
October 2000
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Florida Interim Performance Metrics
OSS Interface Availability (M&R)

OSS Interface % Availability
BST TAFI X

CLEC TAFI
CLEC ECTA
BST and CLEC
CRIS

LMOS HOST
LNP

MARCH
OSPCM
PREDICTOR
SOCS

F R R E R N RE N EEE N

OSS —Page 7
October 2000
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Florida Interim Performance Metrics

OSS (Operations Support Systems)

Report/Measurement:

0SS-4. Response Interval (Mamtenance & Repair)

Definition:

The response intervals are dctermmcd by subtracting the time a request is recexved on the BST side of the mterface from
the time the response is received from the legacy system. Percentages of requests falling into each interval category are
reported, along with the actual number of requests fallanto those categgnes

DL S

Exclusions: =~ . - . : T e e
None
Business Rules: . . S 2 R I e R T T S Lk T

This measure is de51gned to monitor the time requnred for the CLLEC and BST mterface system to obtam from BST‘
legacy systems the information required to handle maintenance and repair functions. The clock starts on the date and
time when the request is received on the BST side of the interface and the clock stops when the response has been
transmitted through that same point to the requester.

NOTE: The OSS Response Interval BST Total Report is a combmatlon of BST Rcsxdence and Busmess Total

Calculation:

OSS Response Interval = (Query Response Date and Time for Category “X”) (Query Request Date and Tlme for
Category “X") / (Number of Queries Submitted in the Reporting Period) where, “X” is 0-4, 2 4 to 10, > 10, 2 30 seconds
X 100

Report Structure;

e CLEC

e BST Residence

e BST Business by interface for each legacy system and function as appropriate.
o BST total (Business + Residence)

Level of Disaggregation:

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

o CLEC Transaction Intervals o BST Business and Residence transaction Intervals
Retail Analog/Benchmark: :

»  TAFI (Front End) Parity with Retail
» CRIS, DLETH, DLR, OSPCM, LMOS, LMOSUP, MARCH, PREDICTOR, SOCS, LNP Parity by Design

System BST & CLEC | Count<=4 | Count>4,<=10 | Count<=10 | Count> 10 | Count>30
CRIS X X X X X X
DLETH X X X X X X
DLR X X X X X X
LMOS X X X X X X
LMOSupd X X "X X X X
LNP X X X X X X
MARCH X X X X X X
OSPCM X X X X X X
Predictor X X X X X X
SOCS X X X X X X
NIW X X X X X X
OSS ~Page 8

October 2000
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ORDERING
Report/Measurement
0-1, Percent Flow-Through Servnce Requests (Summary)
Definition:

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

e Fatal Rejects

e Auto Clarification

e  Manual Fatlout

o CLEC System Fallout

Business Rules: ' ' . L s e

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

LA

Definitions:

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

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

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

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

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

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

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

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

6. Class of service invalid in certain states with some types of {I3. CSR inaccuracies such as invalid or missing CSR data
service in CRIS

7. New telephone number not yet posted to BOCRIS

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

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

O —Page 1
October 2000
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(O-1. Percent Flow-Through Service Requests (Summary) — Continued)

Calculation; - ) .
Percent Flow Through (The total number of LSRs that flow through LESOG/LAUTO and reach a status for a FOC to be

issued) / (the number of LSRs passed from LEO/LNP Gateway to LESOG/LAUTO) - Z{(the number of LSRs that fall out
for manual processing) + (the number of LSRs that are returned to the CLEC for clarification) + (the number of LSRs that

contain errors made by CLECs)] X 100.

Report Structure:
o CLEC Aggregate
¢ Region
Level of Disaggregation: : ’ S N oy
e  Geography
» Region
e Product
» Residence
> Business
> UNE
> LNP
Data Retained Relating to BST Expérience: S

Data Retained Relating to CLEC Experience:
e  Report month e Report month

e Total number of LSRs received, by interface, by CLEC e  Total number of errors by type
> TAG » BST system error

» EDI
» LENS
¢ Total number of errors by type, by CLEC
> Falal rejects
> Auto clarification
» CLEC caused system fallout
e  Total number of errors by error code
¢ Total fallout for manual processing
Retail Analog/Benchmark:
Residence 95%
Business 80%
UNE 80%

O -Page?2
October 2000
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Florida Interim Performance Metrics

ORDERING

Report/Measurement:
0-2. Percent Flow-Through Service Requests (Detail)
Definition: .- ) -~ . AT
A detailed list by CLEC of the percentage of Local Service Requests (LSR) and LNP Local Service Requests (LNP LSRs)
submitted electronically via the CLEC mechanized ordering process that flow through and reach a status for a FOC to be
issued, without manual or human intervention.
Exclusions: ‘ C
e Fatal Rejects
¢ Auto Clarification
e  Manual Fallout
e CLEC System Fallout
Business Rules: ] - ) . Lol
The CLEC mechanized ordering process includes all LSRs, including supplements (subsequent versions) which are submit
ted through one of the three gateway interfaces (TAG, EDI, and LENS), that flow through and reach a status for a FOC to
be issued, without manual intervention. These LSRs can be divided into two classes of service; Business and Residence,
and three types of service; Resale, and Unbundled Network Elements (UNE) and specials. The CLEC mechanized ordering
process does not include LSRs, which are, submitted manually (e.g., fax, and courier), or are not designed to flow through,
i.e., Manual Fallout.

Definitions:

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

Auto-Clarification: Clarifications that occur due to invalid data within the LSR, LESOG/LAUTO will perform data

validity checks to ensure the data within the LSR is correct and valid. For example, if the address on the LSR is not valid
according to RSAG, or if the LNP is not available for the NPA NXXX requested, the CLEC will receive an Auto-Clarifi
cation.

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

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

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

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

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

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

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

7. New telephone number not yet posted to BOCRIS

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

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

O —Page 3
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(O-2. Percent Flow-Through Service Requests (Detail) — Continued)

Calculation:

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

s

Report Structure:

»  Provides the flow through percentage for each CLEC (by ahas designation) submxttmg LSRs through the CLEC
mecha nized ordering process. The report provides the following:

CLEC (by alias designation)

Number of fatal rejects

Mechanized interface used

Total mechanized LSRs

Total manual fallout

Number of auto clarifications returned to CLEC

Number of validated LSRs

Number of BST caused fallout

Number of CLEC caused fallout

Number of Service Orders Issued

Base calculation

CLEC error excluded calculation

VVVVVVVVVVVY

Level of Disaggregation;

o (CLEC Specific (by alias designation to protect CLEC specific proprietary data)
e Geographic

» Region
e  Product

» Residence

» Business

» UNE

» LNP

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

e  Report month e Report month

e Total number of LSRs received, by interface, by CLEC e Total number of errors by type
> TAG > BST system error
> EDI
> LENS

e Total number of errors by type, by CLEC
» Fatal rejects
> Auto clarification
> CLEC errors

e Total number of errors by error code

e _ Total fallout for manual processing

Retail Analog/Benchmark: o . ; S

Residence 95%
Business 80%
UNE 80%

O —Page 4
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ORDERING

Report/Measurement:

0-3. Flow-Through Error Analy51s

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

Exclusions: : :
Each Error Analysis is etror code spemﬁc, thereforc exclus:ons are not apphcablc

Business Rules: * - . AR, Ll
The CLEC mcchamzed ordering process includes all LSRs, mcludmg supplements (subsequcnt versxons) which are subm:t
ted through one of the three gateway interfaces (TAG, EDI, and LENS), that flow through and reach a status for a FOC to
be issued. The CLEC mechanized ordering process does not include LSRs, which are, submitted manually (e.g., fax, and
cou rier).

Calculation:
X Of errors by type

Report Structure:, .~ ° - .10 U0 v o DG DG et gt T n e e

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

Error Type (by error code)

Count of each error type

Percent of each error type

Cumulative percent

Error Description

CLEC Caused Count of each error code

Percent of aggregate by CLEC caused count

Percent of CLEC caused count

BST Caused Count of each error code

Percent of aggregate by BST caused count

Percent of BST by BST caused count.

Level of Disaggregation: -

“

. P :a’ *.‘-.‘\‘\‘. A
s ,‘ B . A . Sa T b et

VVVVVVVVVVY

Region
Data Retained Relating to CLEC Experience: Data Retained Relating to BST Experience:
e  Report month e Report month
e Total number of LSRs received e  Total number of errors by type (by error code)
¢ Total number of errors by type (by error code) » BST system error
» CLEC caused error
Retail Analog/Benchmark: L . R T S I I S e
Not Applicable

O-Page5
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ORDERING

Report/Measurement: ]
0-4. CLEC LSR Informatlon
Definition:
A list, with the flow thro ugh actwny, of LSRs by ce, pon and ver, 1ssued by each CLEC durmg the report gerxod
Exclusions: ' . L.
Fatal Rejects
‘Business Rules: - e S R T L S 1 A N S NP e TN SR
The CLEC mechanized ordering process mcludes all LSRs. mcludmg supplements (suhsequent versions) which are submmed
through one of the three gateway interfaces (TAG, EDI, and LENS), that flow through and reach a status for a FOC to be
issued. The CLEC mcchamzed ordering process does not mcludc LSRs whlch are, submltted manually (e g fax and councr)
Calculation: : : : - KR
NA
Report Structure:

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

CcC

PON

Ver

Timestamp

Type

Err #

Note or error description

Level of Disaggregation:

Region

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

e Report month NA

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

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

Retail Analog/Benchmark:

I Diagnostic

VVVVVVYY

O-Page 6
October 2000
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ORDERING

Report/Measurement:

O-5. Percent Rejected Service Requests

Definition:

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

Exclusions:

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

Business Rules:

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

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

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

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

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

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

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

Calculation:

Percent Rejected Service Requests = (Total Number of Rejected Service Requests in the reportmg penod) / (Total Numbcr of
Service Requests Received in the rcpomng perlod) X 100.

Report Structure:

e  Fully Mechanized, Partially Mechanized, Total Mechanized, Non-Mechanized
State, Region

CLEC Specific

CLEC Aggregate

Product Specific % Rejected

Total % Rejected

O - Page 10
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(O-5. Percent Rejected Service Requests - Continued)

[Level of Disaggregation:

e  Product Reporting Levels
Resale Residence
Resale Business

Resale Design (Special)
Other

UNE

UNE Loop with NP
Interconnection Trunks
= < 10 Circuits/Lines
® > 10 Circuits/Lines

VVVVVYVY

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

e Report month

e  Total number of LSRs

e  Total number of Rejects

e State and Region

e  Total Number of ASRs (Trunks)
Retail Analog/Benchmark:
ﬁ)iagnostic

O -Page 11
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ORDERING

Report/Measurement:

0-6. Reject Interval

Definition:

Reject Interval is the average reject time from receipt of an LSR to the distribution of a Rejcct An LSR is cons1dered vahd when

it is submitted by the CLEC and passes edit checks to insure the data recelvcd is correctly formatted and complete
Exclusions: . . :

e  Service Requests canceled by CLEC prior to being rc_]ecled/clarlﬁed
e Designated Holidays are excluded from the interval calculation.
o The following hours for Non-mechanized LSRs are excluded from the interval calculation':
- Residence Resale Group - from 7:00 PM Saturday until 7:00 AM Monday.
- Business Resale, Complex, UNE Groups - from 6:00 PM Friday until 8:00 AM Monday.

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

Business Rules:

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

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

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

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

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

»

Calculation: .

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

Report Structure:
o CLEC Specific
o CLEC Aggregate
o State, Region
s Fully Mechanized, Partially Mechanized, Total Mechanized, Non-Mechanized, Trunks

Mechanized:
0-< 4 minutes
4 - < 8 minutes
8 - < 12 minutes
60 - < 90 minutes

O -Page 12
October, 2000 .



DeudLU i elecommunications Inc
PFSC Docket 001305-TP
. Exhibit DAC -1
BellSouth OSS Testing Page 25 of 104

Florida Interim Performance Metrics

90 - < 120 minutes
120- < 240 minutes
4 - < 8 hours
8 - <12 hours
12 - < 16 hours
16 - < 20 hours
20 - < 24 hours
24 - < 48 hours
>48 hours
e Non-mechanized:
0-< 1hour
1-< 4hours
4 -< 8 hours
8 - < 12 hours
12 - < 16 hours
16 - < 20 hours
20 - < 24 hours
24 - < 48 hours
> 48 hours.
e  Trunks:
< 5days
> 6-8 days
> 9-11 days
>12-14 days
>15-17 days
>18-20 days
>20 days

Average Interval in days.
Level of Disaggregation:
e  Product Reporting Levels
» Resale - Residence
» Resale - Business
» Resale - Design (Special)
» UNE Design
»
>
>

UNE Non-Design
UNE Loop with and w/o NP
Interconnection Trunks

< 10 Circuits/Lines

> 10 Circuits/Lines

Data Retained Relating to CLEC Experience: . - |Data Retained Relating to BST Performance: LSt
Report month

Reject Interval

Total Number of LSRs

Total number of Rejects

State and Region

e  Total Number of ASRs (Trunks)

Retail Analog/Benchmark:

Benchmark: Mechanized 97% <1 hour

Non-Mechanized and Partially Mechanized 85% < 24 hours
Loca! Interconnection Trunks 85% within 4 days

O -Page 13
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NOTE: During Phase II, KPMG will conduct a special study of end-to-end timing of order rejections (from initial receipt of the order by BST to the transmission of
the rejection to the ALEC) in order to assess whether the definition of interval used in this metric is appropriate. This study will determine the transit times between

the ALEC interface and the BST legacy systems. Loop qualification and loop make-up queries are not automated functions for BST. Therefore, these are not
included in this metric. However, KPMG will make a special study of the timing of these queries relative to BST Retail operations.

O - Page 14
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ORDERING

Report/Measurement:

0-7. Firm Order Confirmation Tlmelmess

Definition:

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

distribution of a Firm Order Conﬁrmatlon
Exclusions: 5

e Rejected LSRs
e Designated Holidays are excluded from the interval calculation.
o The following hours for Non-mechanized LSRs are excluded from the interval calculation':
- Residence Resale Group - from 7:00 PM Saturday until 7:00 AM Monday.
- Business Resale, Complex, UNE Groups - from 6:00 PM Friday until 8:00 AM Monday.

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

Business Rules:

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

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

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

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

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

category.
Calculation: P N o IR SR S P ‘-:‘ MG

Firm Order Confirmation Tlmelmess = Z{(Date and Tlme of Firm Order Conﬁrmatlon) (Date and Time of Service Request
Receipt)] / (Number of Service Requests Conﬂrmed in Reportm&Penod)

Report Structure:
e  Fully Mechanized, Partlally Mechanized, Total Mechanized, Non-Mcchamzed
e CLEC Specific
e CLEC Aggregate
e  Geographic Scope

» State, Region
e  Mechanized:
0-< 15 minutes
15 - < 30 minutes
30-< 45 minutes
45 - < 60 minutes

O -Page 15
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12 - < 60 minutes
0-<1 hour
1-< 8 hours
8-< 24 hours

> 24 hours
¢ Non-mechanized:
0-< 1hours
1-< 4hours
4 - < 8hours
8- <12 hours

12 - < 16 hours

16 - < 20 hours

20 - < 24 hours

> 24 hours

e  Trunks:

>5 days
>5-8 days
> 8 -12 days
>12-14 days
>14-17 days
>17-20 days
>20 days

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

Level of Disaggregation:

e  Product Reporting Levels
» Resale Residence
» Resale Business
> Resale Design (Special)
UNE Design
UNE Non-Design
UNE Loop with and w/o NP
Interconnection Trunks
< 10 Circuits/Lines
> 10 Circuits/Lines

Data Retained Relating to CLEC Experience:

IData Retained Relating to BST Performance:

e Report month

e Interval for FOC

e Total number of LSRs
State and Region

e Total Number of ASRs (Trunks)

Retail Analog/Benchmark:

Benchmark: Mechanized 95% < 3 hours
Non-Mechanized and Partially Mechanized 85% <36 hours
Local Interconnection Trunks 95% within 10 days

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

timing of these queries relative to BST Retail operations.

ORDERING

[Report/Measurement: =

6-8. Speed of Answer in Ordering Center

O -Page 16
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Definition:
Measures the average time a customer is in queue,
Exclusions:
None
Business Rules: : - : - :
The clock starts when the appropnate option is selected (i.e., 1 for Resale Consumer, 2 for Resale Multlhne. and 3 for UNE LNP,
etc.) and the call enters the queue for that particular group in the LCSC. The clock stops when a BST service representative in the
LCSC answers the call. The speed of answer is determined by measuring and accumulating the elapsed time from the entry of a
CLEC call into the BellSouth automatic call distributor {ACD) until the a service representative in BST’s Local Carrier Service
Center (LCSC) answers the CLEC call
Calculation: - - - R S A L A S SR IR LS
(Total seconds in queue)) / (T otal number of calls answered in the ReLrtmg Penod)
Report Structure: s 2
Aggregate
¢ CLEC Local Carrier Service Center
e BST
- Business Service Center
- Residence Service Center

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

evel of Disaggregation:
e Region
[Data Retained Relating to CLEC Experience: Data Retained Relating to BST Performance:
e  Mechanized tracking through LCSC Automatic Call »  Mechanized tracking through BST Retail center support
Dis tributor systems
{Retail Analog/Benchmark: ’

| Parity with Retail

O -~Page 17
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ORDERING

Report/Measurement:

0-9. LNP-Percent Rejected Servnce Requests

Definition: - L G .-

Percent Rejected Service Request is the percent of total Local Scrvnce Requests (LSRs) whxch are rejcctcd duc to €ITOr OT Omis
sion. AnLSR is considered valid when it is electronically submitted by the CLEC and passes LNP Gateway edit checks to insure

the data received is correctly formatted and completc i L.y fatal rcjccts are cxcludcd
Exclusions: . B

e  Service Requests canceled by the CLEC

¢ Fatal Rejects

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

o Non Mechanized LSR’s

Business Rules:

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

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

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

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

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

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

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

Calculation:

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

Report Structure:

»  Fully Mechanized, Pamally Mechanized, Total Mechanized
o CLEC Specific

e CLEC Aggregate

e  State and Region

Level of Disaggregation: - C ‘ - C ;

®  Product Reporting Levels
> LNP
» UNE Loop with LNP

Retail Analog/Benchmark:

Diagnostic

O —Page 18
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ORDERING

Report/Measurement:

0-10. LNP-Reject Interval Dlstnbutlon & Average Reject Interval

Definition:

Reject Interval is the average rcjcct time from receipt of an LSR to the dlsmbunon of a Rc_lcct AnLSRis cons:dercd vahd when
it is electronically submitted by the CLEC and passes LNP Gateway edit checks to insure the data received is correctly formatted
and complete, i.e., fatal rejects are excluded.

Exclusions:

e  Service Requests canceled by the CLEC

e Fatal Rejects

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

o  Non Mechanized LSR’s

Business Rules:

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

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

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

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

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

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

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

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

Calculation: ) . N I S

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

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

Report Structure: R L R A A T . 2
e Fully Mechanized, Partially Mechanized, Total Mechamzed
e CLEC Specific
e CLEC Apggregate
e State, Region

O —Page 19
October, 2000



BellSouth Teiecommunications Inc
PFSC Docket 001305-TP
Exhibit DAC -1

BellSouth OSS Testing Page 32 of 104

Florida Interim Performance Metrics

e Reported in intervals:
0-4 minutes
> 4-8 minutes
> 8-12 minutes
>12-60 minutes
0-1hours
> 1-8 hours
> 8-24 hours
> 24 hours
Average Interval in Days

g

Level of Disaggregation: . - N . e S

e Product Reporting Levels
> LNP
» UNE Loop with LNP

Retail Analog/Benchmark:

Benchmark: Mechanized - 97% < 1 Hour
Partially Mechanized and Non-Mechanized 85% < 24 hours

O - Page 20
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ORDERING

Report/Measurement: . - ] i ) S

0O-11. LNP-Firm Order Confirmation Timeliness Interval Distribution & Firm Order Confirmatlon
Average Interval

Definition:

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

distribution of a firm order conﬁrmatlon
Exclusions: - -

e Rejected LSRs (Clarnﬁcatlons or Fatal Re_]ects)
e Order Activities of BST or the CLEC associated with interval or administrative use of local services (Record Orders,
Test Orders, etc.) where identifiable.

Business Rules:

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

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

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

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

Calculation:

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

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

Report Structure:

Fully Mechanized, Partially Mechanized, Total Mechanized
CLEC Specific
CLEC Aggregate
State and Region
Reported in intervals
0-15 minutes
> 15-30 minutes
> 30-45 minutes
> 45-60 minutes
> 60-90 minutes
> 90-120 minutes

>120-240 minutes
> 4-8 hours
>  8-12 hours

> 12-16 hours

O - Page 21
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16-20 hours
20-24 hours
24-48 hours

48 hours

vVVvVy

Level of Disaggregation;

*  Product Reporting Levels
> LNP
> UNE Loop with LNP

BRI

Retail Analog/Benchmark: - . - S N N T S

Benchmark: Mechanized - 95% <3 Hours
Partially Mechanized or Non-Mechanized 85%< 36 hours

O —Page 22
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PROVISIONING

Report/Measurement:

P-1. Mean Held Order Interval & Dlstrlbutlon Intervals

Definition:

When delays occur in completmg CLEC orders, the average perlod that CLEC orders are held for BST reasons, pcndmg
a delayed completion, should be no worse for the CLEC when compared to BST delayed orders. Calculation of the
interval is the total days orders are held and pending but not completed that have passed the currently committed due
date divided by the total number of held orders. This report is based on orders still pending, held and past their
committed due date at the close of the reporting period. The distribution interval is based on the number of orders held
and pending but not completed over 15 and 90 days. (Orders reported in the >90 day interval are also included in the >15
day interval)

Exclusions:

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

e  Disconnect (D) & From (F) orders

e Orders with appointment code of ‘A’ for rural ordcrs

Business Rules:

Mean Held Order Interval: This metric is computed at the close of cach report period. The held order mterval is
established by first identifying all orders, at the close of the reporting interval, that both have not been reported as
completed in SOCS and have passed the currently committed due date for the order. For each such order, the number of
calendar days between the earliest committed due date on which BellSouth had a company missed appointment and the
close of the reporting period is established and represents the held order interval for that particular order. The held order
interval is accumulated by the standard groupings, unless otherwise noted, and the reason for the order being held. The
total number of days accumulated in a category is divided by the number of held orders within the same category to
produce the mean held order interval. The interval is by calendar days with no exclusions for Holidays or Sundays.

CLEC Specific reporting is by type of held order (facilities, equipment, other), total number of orders held, and the total
and average days.

Held Qrder Distribution Interval: This measure provides data to report total days held and identifies these in
categories of >15 days and > 90 days. (Orders counted in >90 days are also included in > 15 days).

Calculation:

Mean Held Order Interval:
Z(Reporting Period Close Date —~Earliest Committed Order Due Date with a BellSouth Missed Appointment) / (Number
of Past Due Orders Held and Pending But Not Completed and past the committed due date)

Held Order Distribution Interval:
(# of Orders Held for 290 days) / (Total # of Past Due Orders Held and Pending But Not Completed) X 100
(# of Orders Held for 215 days) / (Total # of Past Due Orders Held and Pending But Not Completed) X 100

Report Structure:

CLEC Specific

CLEC Aggregate

BST Aggregate

Dispatch / Non-Dispatch

Circuit breakout < 10, > = 10 (except trunks)

P -Page 1
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(P-1. Mean Held Order Interval & Distribution

Intervals - Continued)

Level of Disaggregation: -

Resale Residence

Resale Business

Resale Design

Resale PBX

Resale Centrex

Resale ISDN

UNE Loop and Port Combos

UNE 2 Wire Loop with NP - Non ~ Design
UNE 2 Wire Loop Without NP — Non - Design
UNE Loop Other with NP ~ Non — Design
UNE Loop Other without NP — Non - Design
UNE Other Non — Design

UNE 2 Wire Loop with NP ~ Design

UNE 2 Wire Loop without NP — Design
UNE Loop Other with NP — Design

UNE Loop Other without NP — Design

UNE Other Design

Local Interconnection Trunks

Switching

Lacal Transport

NP (Under development as separate category)
Geographic Scope

State, Region, and further geographic disaggregati

on (MSA) as required by State Commission Order.

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

s Report month e Report month

e CLEC Order Number and PON (PON) e BST Order Number

e  Order Submission Date (TICKET_ID) e  Order Submission Date

e  Committed Due Date (DD) e  Committed Due Date

e  Service Type (CLASS_SVC_DESC) e  Service Type

e  Hold Reason e Hold Reason

o  Total line/circuit count o Total line/circuit count

e Geographic Scope e  Geographic Scope
NOTE: Code in parentheses is the corresponding header

found in the raw data file.
P —Page 2
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BellSouth Telecommunications Inc
PFSC Docket 001305-TP

BellSouth OSS Testing s af 104

Florida Interim Performance Metrics

(P-1. Mean Held Order Interval & Distribution Intervals — Continued)

Retail Analog:

Resale Residence

Resale Business

Resale Design

Resale PBX

Retail Centrex

Resale ISDN

UNE Loop and Port Combos

UNE 2 Wire Loop with NP — Non - Design
UNE 2 Wire Loop Without NP — Non — Design
UNE Loop Other with NP — Non — Design
UNE Loop Other without NP ~ Non — Design
UNE Other Non — Design

UNE 2 Wire Loop with NP — Design

UNE 2 Wire Loop without NP — Design

UNE Loop Other with NP — Design Retail Design

UNE Loop Other without NP — Design Retail Design

UNE Other Design Retail Design

Local Interconnection Trunks Parity with retail

Switching Retail with POTS

Local Transport Retail DS1 or DS3 as appropriate

Parity with retail
Parity with retail
Parity with retail
Parity with retail
Parity with retail
Parity with retail
Retail Residence and Business
Retail Residence and Business
Retail Residence and Business
Retail Residence and Business
Retail Residence and Business
Retail Residence and Business
Retail Residence and Business
Retail Residence and Business

P—-Page3
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Beildouth lelecommunications Inc

PFSC Docket 001305-TP
Exhibit DAC -1
BellSouth OSS Testing Page 38 of 104
Florida Interim Performance Metrics
PROVISIONING
Report/Measurement: °

P-2. Average Jeopardy Notice Interval & Percentage of Orders leen Jeopardy Notices

Definition:

When BST can determine in advance that a committed due date is in Jcopardy for facility delay. it will provide advance
notice to the CLEC.

The interval is from the date/time the notice is released to the CLEC/BST systems until 5pm on the commitment date of
the order. The Percent of Orders is the percentage of orders given jeopardy notices for facility delay in the count of orders
confirmed in the report period.

Exclusions: o e L

e  Orders held for CLEC end user reasons
o Disconnect (D) & From (F) orders

Business Rules:* @ . .. P 3 R T I

When BST can determine in advance that a commxtted due date is in jeopardy for facnhty delay, 1t w1ll provnde advance
notice to the CLEC. The number of committed orders in a report period is the number of orders that have a due date in the
reporting period.

Calculation:

Average Jeopardy Interval:
Z[(Date and Time of Scheduled Due Date on Service Order) — (Date and Time of Jeopardy Notice))/[Number of Orders

Notified of Jeopardy in Reporting Period).

Percent of Orders Given Jeopardy Notice:
Z[(Number of Orders Given Jeopardy Notices in Reporting Period) / (Number of Orders Confirmed (due) in Reporting

Period)

Report Structure:

¢ CLEC Specific
e CLEC Aggregate
e BST Aggregate

Level of Disaggregation:

e Resale Residence

Resale Business

Resale Design

Resale PBX

Resale Centrex

Resale ISDN

UNE Loop and Port Combos

UNE 2 Wire Loop with NP — Non — Design
UNE 2 Wire Loop Without NP — Non - Design
UNE Loop Other with NP — Non — Design
UNE Loop Other without NP — Non — Design
UNE Other Non —- Design

UNE 2 Wire Loop with NP - Design

UNE 2 Wire Loop without NP — Design

UNE Loop Other with NP — Design

UNE Loop Other without NP — Design

UNE Other Design

Local Interconnection Trunks

Switching

Local Transport

NP (Under development as separate category)
Geographic Scope

State, Region, and further geographic disaggregation (MSA) as required by State Commission Order.

P —Page 4
October 2009




BellSouth OSS Testing

BellSouth Telecommunications Inc
PFSC Docket 001305-TP

Exhibit DAC - 1
Page 39 of 104

Florida Interim Performance Metrics

(P-2. Average Jeopardy Notice Interval & Percentage of Orders Given Jeopardy Notices — Continued)

Data Retained Relating to CLEC Experience: Data Retained Relating to BST Experience:
e  Report month * Report month
e CLEC Order Number and PON ¢ BST Order Number
e Date and Time Jeopardy Notice sent ¢ Date and Time Jeopardy Notice sent
e  Committed Due Date e Committed Due Date
e Service Type e Service Type
NOTE: Code in parentheses is the corresponding header
found in the raw data file.
Benchmark: Average Jeopardy Notice Interval
¢ Resale Residence 95% 2 48 hrs.
¢ Resale Business 95% = 48 hrs.
e Resale Design 95% 2 48 hrs.
e Resale PBX 95% > 48 hrs.
o Resale Centrex 95% = 48 hrs.
* Resale ISDN 95% = 48 hrs.
¢ UNE Loop and Port Combos 95% 2 48 hrs.
s UNE 2 Wire Loop with NP ~ Non — Design 95% 2 48 hrs.
e UNE 2 Wire Loop Without NP ~ Non ~ Design 95% 2 48 hrs.
¢ UNE Loop Other with NP — Non - Design 95% = 48 hrs.
e UNE Loop Other without NP — Non — Design 95% 2 48 hrs.
¢  UNE Other Non — Design 95% = 48 hrs.
s UNE 2 Wire Loop with NP — Design 95% = 48 hrs.
e UNE 2 Wire Loop without NP — Design 95% = 48 hrs.
e  UNE Loop Other with NP - Design 95% = 48 hrs.
¢ UNE Loop Other without NP —~ Design 95% = 48 hrs.
e  UNE Other Design 95% = 48 hrs.
¢  Local Interconnection Trunks 95% = 48 hrs.
®  Switching Retail POTS
e Local Transport Retail DS1, or DS3 as appropriate

P-Page5
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BellSouth OSS Testing

Florida Interim Performance Metrics

BeliSouth Telecommunications Inc
PFSC Docket 001305-TP

Exhibit DAC -1

Page 40 of 104

(P-2. Average Jeopardy Notice Interval & Percentage of Orders Given Jeopardy Notices ~ Continued)

Retail Analogue: % Orders Given Jeopardy Notice

Resale Residence

Parity with retail

* Resalc Business Parity with retail

e Resale Design Parity with retail

e Resale PBX Parity with retail

e Resale Centrex Parity with retail.

e Resale ISDN Parity with retail

e UNE Loop and Port Combos Retail Residence and Business
e UNE 2 Wire Loop with NP — Non - Design Retail Residence and Business
e UNE 2 Wire Loop Without NP — Non - Design Retail Residence and Business
e UNE Loop Other with NP - Non - Design Retail Residence and Business
e UNE Loop Other without NP — Non — Design Retail Residence and Business
e  UNE Other Non — Design Retail Residence and Business
e UNE 2 Wire Loop with NP — Design Retail Residence and Business
s UNE 2 Wire Loop without NP — Design Retail Residence and Business
s  UNE Loop Other with NP — Design Retail Design

¢ UNE Loop Other without NP ~ Design Retail Design

e  UNE Other Design Retail Design

e Local Interconnection Trunks Parity with Retail

e  Switching Retail POTS

e Local Transport Retail DS1, or DS3 as appropriate

P-Page6
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BellSouth Telecommunications Inc
PFSC Docket 001305-TP

BellSouth OSS Testing Sl

Florida Interim Performance Metrics

PROVISIONING

Report/Measurement:
P-3. Percent Missed Installation Appomtments

Definition: < A .
“Percent missed installation appomtments monitors the reliability of BST comrmtments with respect to committed duc
dates to assure that CLEC’s can reliably quote expected due dates to their retail customer as compared to BST. This
measure is the percentage of total orders processed for which BST is unable to complete the service orders on the
committed due dates and reported for both BST and End User Mlsses

Exclusions:

e Canceled Service Ordcrs
o Order Activities of BST or the CLEC associated with internal or administrative use of local services (Record

Orders, Listing Orders, Test Orders, etc} where identifiable
e Disconnect (D) & From (F) orders
o End User Misses on Interconnection Trunks

Business Rules: :
Percent Missed Installation Appointments (PMI) is the percentage of orders thh completion dates in the reporting
period that are past the original committed due date. Missed Appointments caused by end-user reasons will be included
in the total and also reported separately. The *“due date” is any time on the confirmed due date. Which means there
cannot be a cutoff time for commitments, as certain types of orders are requested to be worked after standard business
hours. Also, during Daylight Savings Time, field technicians are scheduled until 9PM in some areas and the customer is

offered a greater range of intervals from which to select.

Calculation: :
Percent Missed Installation Appointments = 2 (Number of Orders with Completion date in Reporting Period

past the Original Committed Due Date) / (Number of Orders Confirmed in Reportmg) X 100

Report Structure:

e CLEC Specific

e CLEC Aggregate
e BST Aggregate
[ ]
[ ]

<10 lines/circuits; > = 10 lines/circuits (except trunks)
Dispatch/Non- Dispatch  (except trunks)

Report Explanation: The difference between End User MA and Total MA is the result of BST caused misses. Here,
Total MA is the total % of orders missed either by BST or CLEC end user. The End User MA represents the percentage

of orders missed by the CLEC or their end user.

T
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BellSouth OSS Testing

BELdOUTN 1elecommunications Inc
PFSC Docket 001305-TP

Exhibit DAC - 1

Page 42 of 104

Florida Interim Performance Metrics

(P-3. Percent Missed Installation Appointments —

Continued)

Level of Disaggregation:

Resale Residence

Resale Business

Resale Design

Resale PBX

Resale Centrex

Resale ISDN

UNE Loop and Port Combos

UNE 2 Wire Loop with NP — Non — Design
UNE 2 Wire Loop Without NP - Non - Design
UNE Laoop Other with NP — Non - Design
UNE Loop Other without NP — Non — Design
UNE Other Non - Design

UNE 2 Wire Loop with NP — Design

UNE 2 Wire Loop without NP — Design
UNE Loop Other with NP — Design

UNE Loop Other without NP — Design

UNE Other Design

Local Interconnection Trunks

Switching

Local Transport

NP (Under development as separate category)

® © & & & @ @ & o o ¢ o & & &6 5 8 O O o 0 0 O

Geographic Scope
State, Region, and further geographic disaggregation (MSA) as required by State Commission Order.
Data Retained Relating to CLEC Experience: Data Retained Relating to BST Experience:
e  Report month e Report month
e CLEC Order Number and PON (PON) e BST Order Number
¢  Committed Due Date (DD) ¢ Committed Due Date (DD)
¢ Completion Date (CMPLTN DD) e Completion Date (CMPLTN DD)
e  Status Type e Status Type
e  Status Notice Date e Status Notice Date
¢  Standard Order Activity e Standard Order Activity
e  Geographic Scope e Geographic Scope
NOTE: Code in parentheses is the corresponding header
found in the raw data file.
P—_Page8
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Helidouth ‘Telecommunications Inc
PFSC Docket 001305-TP
Exhibit DAC - ]

BellSouth OSS Testing Page 43 of 104
Florida Interim Performance Metrics

(P-3. Percent Missed Installation Appointments — Continued)

Retail Analog:
e Resale Residence Parity with retail
e Resale Business Parity with retail
o Resale Design Parity with retail
o Resale PBX Parity with retail
e Resale Centrex Parity with retail
o Resale ISDN Parity with retail
e UNE Loop and Port Combos Retail Residence and Business
e UNE 2 Wire Loop with NP — Non — Design Retail Residence and Business
e UNE 2 Wire Loop Without NP — Non - Design Retail Residence and Business
* UNE Loop Other with NP - Non - Design Retail Residence and Business
o UNE Loop Other without NP — Non — Design Retail Residence and Business
¢  UNE Other Non - Design Retail Residence and Business
e UNE 2 Wire Loop with NP — Design Retail Residence and Business
e UNE 2 Wire Loop without NP — Design Retail Residence and Business
o UNE Loop Other with NP — Design Retail Design
e UNE Loop Other without NP — Design Retail Design
e UNE Other Design Retail Design
o  Local Interconnection Trunks Parity with retail
e  Switching Retail POTS
e Local Transport Retail DS1, or DS3 as appropriate

P—Page9
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BellSouth Telecommunications Inc
PFSC Docket 001305-TP

Exhibit DAC - 1
BellSouth OSS Testing Page 44 of 104

Florida Interim Performance Metrics

PROVISIONING

Report/Measurement:

P-4. Average Completlon Interval (OCI) & Order Completlon Interval Distribution

Definition:

The “average completion interval” measure monitors the mterval of time 1t takes BST to provide service for the CLEC or
its’ own customers. The “Order Completion Interval Distribution™ provides the percentages of orders completed within
certain time penods ThlS report measures how well BellSouth meets the mterval offered to customers on serv1ce orders

5 [y
N

Exclusions: -~ .~ o I A G P e S S S B S S

e Canceled Service Orders

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

e D (Disconnect) and F (From) order. (From is disconnect side of a move order when the customer moves to a new
address).

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

H R

Business Rules; °

The actual completion interval is determmed for each order processed durmg the reportmg penod The completion interval
is the elapsed time from when BST issues a FOC or SOCS date time stamp receipt of an order from the CLEC to BST’s
actual order completion date. This includes all delays for BST’s CLEC/End Users. The clock starts when a valid order
number is assigned by SOCS and stops when the technician or system completes the order in SOCS. Elapsed time for each
order is accumulated for each reporting dimension. The accumulated time for each reporting dimension is then divided by
the associated total number of orders completed. Orders that are worked on zero due dates are calculated with a .33-day
interval (8 hours) in order to report a portion of a day interval. These orders are issued and worked/completed on the same
day. They can be either flow through orders (no field work-non-dispatched) or field orders (dispatched).

The interval breakout for UNE and Design is: 0-5 =0-4.99, 5-10 = 5-9.99, 10-15 = 10-14.99, 15-20 = 15-19.99 20-25 =
20-24.99, 25-30 = 25-29.99, > = 30 = 30 and greater.

Calculation:

Average Completion Interval:
Z[(Completion Date) — (Order Issue Date) )/ Z (Count of Orders Completed in Reporting Period)

Order Completion Interval Distribution:
Z (Service Orders Completed in “X” days) / (Total Service Orders Completed in Reporting Period) X 100

Report Structure:
e CLEC Specific
e CLEC Aggregate
e BST Aggregate ‘
¢ Dispatch/No Dispatch categories applicable to all levels except trunks. |
s Residence & Business reported in day intervals =0,1,2,3,4,5,5+ !
¢ UNE and Design reported in day intervals = 0-5, 5-10, 10-15, 15-20, 20-25, 25-30, > =30
e  AllLevels are reported <10 line/circuits; > = 10 line/circuits (except trunks)

P —Page 10
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BellSouth Telecommunications Inc
PFSC Docket 001305-TP
Exhibit DAC - 1

BellSouth OSS Testing Page 45 of 104
Florida Interim Performance Metrics

(P-4. Average Completion Interval (OCI) & Order Completion Interval Distribution — Continued)

Level of Disaggregation:

Resale Residence

Resale Business

Resale Design

Resale PBX

Resale Centrex

Resale ISDN

UNE Loop and Port Combos

UNE 2 Wire Loop with NP — Non - Design
UNE 2 Wire Loop Without NP —- Non — Design
UNE Loop Other with NP - Non — Design
UNE Loop Other without NP — Non — Design
UNE Other Non - Design

UNE 2 Wire Loop with NP ~ Design

UNE 2 Wire Loop without NP — Design
UNE Loop Other with NP - Design

UNE Loop Other without NP — Design

UNE Other Design

Local Interconnection Trunks

Switching

Local Transport

NP (Under development as separate category)
Geographic Scope

State, Region, and further geographic disaggregation (MSA) as required by State Commission Order.

Data Retained Relating to CLEC Experience:

Data Retained Relating to BST Experience:

e Report month ¢ Report month
e CLEC Company Name e  BST Order Number
e Order Number (PON) e  Order Submission Date & Time
e  Submission Date & Time (TICKET_ID) s  Order Completion Date & Time
e Completion Date (CMPLTN_DT) e  Service Type
e Service Type (CLASS_SVC_DESC) e Geographic Scope
e  Geographic Scope
NOTE: Code in parentheses is the corresponding header
found in the raw data file.
P - Page 11
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(P-4. Average Completion Interval (OCI) & Order Completion Interval Distribution — Continued)

BellSouth OSS Testing
Florida Interim Performance Metrics

BellSouth Telecommunications Inc
PFSC Docket 001305-TP

Exhibit DAC - 1
Page 46 of 104

Retail Analog

Resale Residence

Resale Business

Resale Design

Resale PBX

Resale Centrex

Resale ISDN

UNE Loop and Port Combos

UNE 2 Wire Loop with NP — Non - Design
UNE 2 Wire Loop Without NP — Non — Design
UNE Loop Other with NP — Non — Design
UNE Loop Other without NP — Non — Design
UNE Other Non — Design

UNE 2 Wire Loop with NP — Design

UNE 2 Wire Loop without NP — Design
UNE Loop Other with NP — Design

UNE Loop Other without NP — Design

UNE Other Design

Local Interconnection Trunks

Switching

Local Transport

Parity with retail

Parity with retail

Parity with retail

Parity with retail

Parity with Retail

Parity with Retail

Retail Residence and Business
Retail Residence and Business
Residence and Business

Retail Residence and Business
Retail Residence and Business
Retail Residence and Business
Retail Residence and Business
Retail Residence and Business
Retail Design

Retail Design

Retail Design

Parity with retail

Retail POTS

Retail DS1, or DS3 as appropriate

P —Page 12
October 2000

¢



BellSouth Telecommunications Inc
PFSC Docket 001305-TP
Exhibit DAC - 1
BellSouth OSS Testing Page 47 of 104
Florida Interim Performance Metrics

PROVISIONING

Report/Measurement:
P-5. Average Completion Notlce Interval
Definition: : : : Sk
The Completion Notice Interval is the elapsed time between the BST reported compleuon of work and the issuance of a
valid completion notice to lhe CLEC

Exclusions:
e Non-mechanized Ordcrs
e  Partially Mechanized Orders
e  Cancelled Service Orders
e  Order Activities of BST or the CLEC associated with internal or administrative use of local services (Record
Orders, Listing Orders, Test Orders, etc) where identifiable.
e D&F orders
Business Rules: :
Measurement on interval of completion date and time entered bya ﬁeld techmclan on dlspatched orders, and SPM start
time on the due date for non-dispatched orders; to the release of a notice to the CLEC/BST of the completion status. The
field technician notifies the CLEC the work was complete and then he/she enters the completion time stamp information
in hisher computer. This information switches through to the SOCS systems either completing the order or rejecting the
order to the Work Management Center (WMC). If the completion is rejected, it is manually corrected and then
completed by the WMC. The notice is returned on each individual order submitted and as the notice is sent
electronically, it can only be switched to those orders that were submitted by the CLEC electronically. The start time is
the completion stamp either by the field technician or the SPM due date stamp; the end time is the time stamp the notice
was submitted to the CLEC/BST system
Calculation: 4 -
X (Date and Time of Notice of Completion} — (Date and Time of Work Completron) / (Number of Orders w1th Nonce of
Completion in Reporting Period)
Report Structure:
e CLEC Specific
e CLEC Aggregate
e BST Aggregate
e  Reporting intervals in Hours; 0-1, 1-2, 2-4, 4-8, 8-12, 12-24, =24 plus Overall Average Hour Interval (The
categories are inclusive of these time intervals: 0-1 = 0-.99; 1-2 = 1-1.99; 2-4 = 2-3.99, etc)
Dispatch / Non — Dispatch (except trunks)
Reported in categories of <10 line/circuits; > = 10 line/circuits (except trunks)
e Local Interconnection Trunks (Currently processed as non-mechanized)

SNEI Loan

P -Page 13
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BellSouth OSS Testing

Bell>outn | elecommunications inc
PFSC Docket 001305-TP

Exhibit DAC - 1

Page 48 of 104

Florida Interim Performance Mefrics

(P-5. Average Completion Notice Interval — Continued)

Level of Disaggregation:
[ ]

Resale Residence

Resale Business

Resale Design

Resale PBX

Resale Centrex

Resale ISDN

UNE Loop and Port Combos

UNE 2 Wire Loop with NP — Non — Design
UNE 2 Wire Loop Without NP — Non — Design
UNE Loop Other with NP — Non - Design
UNE Loop Other without NP — Non — Design
UNE Other Non — Design

UNE 2 Wire Loop with NP — Design

UNE 2 Wire Loop without NP ~ Design
UNE Loop Other with NP — Design

UNE Loop Other without NP — Design

UNE Other Design

Local Interconnection Trunks

Switching

Local Transport

NP (Under development as separate category)
Geographic Scope

State, Region, and further geographic disaggregation (MSA) as required by State Commission Order.

Data Retained Relating to CLEC Experience:

Data Retained Relating to BST Experience:

e  Report month

CLEC Order Number (so_nbr)

Work Completion Date (cmpltn_dt)
Work Completion Time

Completion Notice Availability Date
Completicn Notice Availability Time
Service Type

Activity Type

Geographic Scope

NOTE: Code in parentheses is the corresponding header
found in the raw data file.

e  Report month

BST Order Number (so_nbr)

Work Completion Date (cmpltn_dt)
Work Completion Time

Completion Notice Availability Date
Completion Notice Availability Time
Service Type

Activity Type

Geographic Scope

NOTE: Code in parentheses is the corresponding header
found in the raw data file.
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BellSouth Telecommunications Inc
PFSC Docket 001305-TP

BellSouth OSS Testing Exhibit DAC - 1

Florida Interim Performance Metrics

Page 49 of 104

(P-5. Average Completion Notice Interval - Continued)

Retail Analog:

Resale Residence

Resale Business

Resale Design

Resale PBX

Resale Centrex

Resale ISDN

UNE Loop and Port Combos

UNE 2 Wire Loop with NP — Non — Design
UNE 2 Wire Loop Without NP — Non - Design
UNE Loop Other with NP — Non — Design
UNE Loop Other without NP — Non — Design
UNE Other Non - Design

UNE 2 Wire Loop with NP - Design

UNE 2 Wire Loop without NP - Design
UNE Loop Other with NP — Design

UNE Loop Other without NP — Design

UNE Other Design

Local Interconnection Trunks

Switching

Local Transport

Parity with retail

Parity with retail

Parity with retail

Parity with retail

Parity with retail

Parity with retail

Retail Residence and Business
Retail Residence and Business
Retail Residence and Business
Retail Residence and Business
Retail Residence and Business
Retail Residence and Business
Retail Residence and Business
Retail Residence and Business
Retail Design

Retail Design

Retail Design

Parity with retail

Parity with POTS

Retail DS, or DS3 as appropriate
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BellSouth Telecommunications Inc
PFSC Docket 001305-TP

BellSouth OSS Testing Ezhgbgg?)?ﬁ);‘l
Florida Interim Performance Metrics 5

PROVISIONING

Report/Measurement:

P-6. Coordmated Customer Converswns Interval
Definition: .

This report measures the average time it takes BST to disconnect an unbundled loop from the BST switch and cross
connect it to a CLEC’s equipment. This measurement applies to service orders with and without LNP, and where the
CLEC has requested BST to provide a coordmated cutover.

Exclusions: ...~ .~ . R A TR DI LI R

¢  Any order canceled by the CLEC w:lI be excluded from thls measuremem
e Delays due to CLEC following disconnection of the unbundled loop
o  Unbundled Loops where there is no existing subscriber loop and loops where coordination is not requested.

Business Rules:

Where the service order includes LNP, the interval mcludes the total time for the cutover mcludmg the translation time to
place the line back in service on the ported line. The interval is calculated for the entire cutover time for the service order
and then divided by items worked in that time to give the average per item interval for each service order.

Calculation:

Z [(Completion Date and Time for Cross Connection of an Coordmated Unbundled Loop)- (Disconnection Date and Time
of an Coordinated Unbundled Loop)] / Total Number of Unbundled Loop with Coordinated Conversions (items) for the

reporting period.

Report Structure:

o CLEC Specific
e CLEC Aggregate
e Reported in intervals <=5 minutes; >5,< =15 minutes; >15 minutes, plus Overall Average interval.

Level of Disaggregation:

e  Unbundled Loops with INP (UNE Loop)

e Unbundled Loops with LNP (LNP)

e  Geographic Scope

e State, Region, and further geographic disaggregation (MSA) as required by State Commission Order.

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

e Report Month e No BST Analog Exists
CLEC Order Number

Committed Due Date (DD)

Service Type (CLASS_SVC_DESC)

Cutover Start Time

Cutover Completion time

Portability start and completion times (NP orders)
Total Conversions (Items)

NOTE: Code in parentheses is the corresponding header
found in the raw data file.

Benchmark:

95% < 15 Minutes
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BellSouth Telecommunications Inc
PFSC Docket 001305-TP

s 1
BellSouth OSS Testing E:gébslg 2?5}4

Florida Interim Performance Metrics

PROVISIONING

Report/Measurement:

P-6A. Coordinated Customer Conversxons Hot Cut Tlmelmess %o wnthm Interval and Average Interval

Definition:

This category measures whcthcr BST begins the cutover of an unbundled ]oop ona coordmated and!or atime specxﬁc
order at the CLEC’s requested start time. It measures the percentage of orders where the cut begins within 15 minutes of

the requested start txme of the order and thc averagc mterval
Exclusions: ;

o  Any order canceled by the CLEC w111 be excluded from thlS measurement.

e Delays caused by the CLEC
e Unbundled Loops where there is no existing subscriber loop and loops where coordination is not requested.
e Al unbundled loops on multiple loop orders after the first loop.

Business Rules:

This report measures whether BST begins the cutover of an unbundled loop on a coordmated and/or a time specific order
at the CLEC requested start time. The cut is considered on time if it starts 15 minutes before or after the requested start
time. Using the scheduled time and the actual cutover start time, the measurement will calculate the % within interval and
the average interval. If a cut involves multiple lines, the cut will be considered “on time” if the first line is cut within the
interval. € 15 minutes includes intervals that began 15:00 minutes or less before the scheduled cut time and cuts that began
15 minutes or less after the scheduled cut time; >15 minutes, <30 minutes includes cuts within 15:00 — 30:00 minutes
either prior to or after the scheduled cut time; >30 minutes includes cuts greater than 30:00 minutes either prior to or after
the scheduled cut time.

Calculation:

% within Interval - [Total Number of Coordinated Unbundled Loop Orders for the interval] / Total Number of
Coordinated Unbundled Loop Orders for the reporting period X 100.

Average Interval - [ (Scheduled Date and Time for Cross Connection of a Coordinated Unbundled Loop Order) ~
(Actual Start Date and Time of a Coordinated Unbundled Loop Order)] / Total Number of Coordinated Unbundied Loop
Orders for the reporting period.

Report Structure:

e CLEC Specific
e CLEC Aggregate

Level of Disaggregation:

Reported in intervals of early, on time and late cuts %< 15 minutes; % >15 minutes, <30 minutes; % >30 minutes, plus
Overall Average Interval
¢ Product Reporting Level

> SL1 Time Specific

» SL1 Non-Time Specific

» SL2 Time Specific

» SL2 Non-Time Specific

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

Report Month - e No BST Analog exists
CLEC Order Number (so_nbr)

Committed Due Date (DD)

Service Type (CLASS_SVC_DESC)

Cutover Scheduled Start Time

Cutover Actual Start Time

Total Conversions Orders

NOTE: Code in parentheses is the corresponding header
found in the raw data file.

Benchmark:

Benchmark — 95% Within + or — 15 minutes of Scheduled Start Time
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BellSouth Telecommunications Inc
PFSC Docket 001305-TP

BellSouth OSS Testing E:g;bsl;Do?lco;l

Florida Interim Performance Metrics

PROVISIONING

Report/Measurement:

P-7, % Provisioning Troubles within 30 days of Service Order Completxon

Definition:

Percent Provisioning Troubles within 30 days of Service Order Completlon measures the quahty and accuracy of Service
order activities.

Exclusions: -

o Canceled Service Orders

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

e D &Forders

e Trouble reports caused and closed out to Customer Provided Equlpment (CPE)

Business Rules:

Measures the quality and accuracy of completed orders. The first trouble report from a service order after
completion is counted in this measure. Subsequent trouble reports are measured in Repeat Report Rate. Reports
are calculated searching in the prior report period for completed service orders and following 30 days after
completion of the service order for a trouble report issue date.

D & F orders are excluded as there is no subscquent activity followmg a dlsconnect
Calculation: : -

% Provisioning Troubles within 30 days of Service Order Completion=ZX (Trouble reports on all completed orders < 30

days following service order(s) completion) / (All Service Orders complcted in the previous report calendar month) X 100
Report Strucfure: .

e CLEC Specific

o CLEC Aggregate

e BST Aggregate

o Reported in categories of <10 line/circuits; > = 10 line/circuits (except trunks)
e Dispatch / Non-Dispatch (except trunks)

Level of Disaggregation:

P - Page 18
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Page 53 of 104

® © & © & 5 & & & ¢ © o * o O O O s 0 O O * O

Resale Residence

Resale Business

Resale Design

Resale PBX

Resale Centrex

Resale ISDN

UNE Loop and Port Combos

UNE 2 Wire Loop with NP — Non — Design
UNE 2 Wire Loop Without NP — Non — Design
UNE Loop Other with NP — Non — Design
UNE Loop Other without NP — Non - Design
UNE Other Non - Design

UNE 2 Wire Loop with NP - Design

UNE 2 Wire Loop without NP — Design
UNE Loop Other with NP ~ Design

UNE Loop Other without NP — Design

UNE Other Design

Local Interconnection Trunks

Switching

Local Transport

NP (Under development as separate category)
Geographic Scope

State, Region, and further geographic disaggregation (MSA) as required by State Commission Order.
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Page 54 of 104

(P-7. % Provisioning Troubles within 30 days of Service Order Completion — Continued)

Data Retained Relating to CLEC Experience Data Retained Relating to BST Experience
e Report Month e Report Month
s  CLEC Order Number and PON e  BST Order Number
e  Order Submission Date (TICKET_ID) e Order Submission Date
e  Order Submission Time (TICKET_ID) e  Order Submission Time
e  Status Type e  Status Type
e  Status Notice Date e  Status Notice Date
e Standard Order Activity e Standard Order Activity
e  Geographic Scope e  Geographic Scope
NOTE: Code in parentheses is the corresponding
header found in the raw data file.
Retail Analog: RN
¢ Resale Residence Parity with retail
e Resale Business Parity with retail
s Resale Design Parity with retail
e Resale PBX Parity with retail
e Resale Centrex Parity with retail
¢ Resale ISDN Parity with retail
¢ UNE Loop and Port Combaos Retail Residence and Business
¢ UNE 2 Wire Loop with NP — Non - Design Retail Residence and Business
¢ UNE 2 Wire Loop Without NP — Non - Design Retail Residence and Business
¢ UNE Loop Other with NP -- Non — Design Retail Residence and Business
e UNE Loop Other without NP - Non — Design Retail Residence and Business
¢  UNE Other Non — Design Retail Residence and Business
e UNE 2 Wire Loop with NP — Design Retail Residence and Business
e UNE 2 Wire Loop without NP — Design Retail Residence and Business
e UNE Loop Other with NP — Design Retail Design
e UNE Loop Other without NP — Design Retail Design
e  UNE Other Design Retail Design
e  Loczl Interconnection Trunks Parity with retail
e  Switching Retail POTS
e Local Transport Retail DS1, or DS3 as appropriate
P - Page 20
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BellSouth OSS Testing E::;b;g?,?ﬁ); :

Florida Interim Performance Metrics

PROVISIONING

Report/Measurement;

P-8. Total Service Order Cycle Txme (TSOCT)

Definition:

This report measures the total service order cycle time from receipt of a valld service order requcst to the completion of the
service order.

Exclusions: - - ° ° ¢ . ' " L N T

e Canceled Service Orders

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

e D (Disconnect) and F (From) orders. (From is disconnect side of a move order when the customer moves to a new
address).

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

e  Orders with CLECISubscrlber caused dc!ays or CLEC/Subscnber requested due date chanvcs
Business Rules: . : ~ L

The interval is determined for each order processed during the reporting period. This measurement combines two reports:
FOC (Firm Order Confirmation) with Average Order Completion Interval.

This interval starts with the receipt of a valid service order request and stops when the technician or system completes the
order in SOCS. Elapsed time for each order is accumulated for each reporting dimension. The accumulated time for each
reporting dimension is then divided by the associated total number of orders completed. Orders that are worked on zero
due dates are calculated with a .33 day interval (8 hours) in order to report a portion of a day interval. These orders are
issued and worked/completed on same day. They can be either flow through orders (no field work-non-dispatched) or field
orders (dispatched).

Reporting is by Fully Mechanized, Partially Mechanized and Non-Mechamzed receipt of LSRs

Calculation:

Total Service Order Cycle Time: Z(Completion Date of Serwce Order) - (Date of Service Request Receipt) / (Count of
Orders Completed in Reporting Period)

Report Structure:
e CLEC Specific
e CLEC Aggregate
e  BST Aggregate
¢ Fully Mechanized; Partially Mechanized; Non-Mechanized
e  Reported in categories of < 10 line/circuits; > = 10 line/circuits (except trunks)
e  Dispatch/Non-Dispatch categories applicable to all levels except trunks.
° Intervals 0-5, 5-10, 10-15, 15-20, 20-25, 25-30, > = 30 Days. The interval breakout is: 0-5 = 0-4.99, 5-10 = 5-9.99,

10-15 = 10-14.99, 15-20 = 15-19.99, 20-25 = 20-24.99, 25-30 = 25-29.99, > = 30 = 30 and greater.

P —Page 21
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Page 56 of 104

Florida Interim Performance Metrics

(P-8. Total Service Order Cycle Time (TSOCT) — Continued)

Level of Disaggregation:

e Resale Residence

Resale Business

Resale Design

Resale PBX

Resale Centrex

Resale ISDN

UNE Loop and Port Combos

UNE 2 Wire Loop with NP — Non — Design

UNE Loaop Other with NP — Non - Design
UNE Loop Other without NP — Non — Design
UNE Other Non — Design

UNE 2 Wire Loop with NP - Design

UNE 2 Wire Loop without NP — Design
UNE Loop Other with NP — Design

UNE Loop Other without NP — Design

UNE Other Design

Local Interconnection Trunks

Switching

Local Transport

NP (Under development as separate category)
Geographic Scope

e State, Region, and further geographic disaggregation (MSA) as required by State Commission Order.

UNE 2 Wire Loop Without NP — Non — Design

Data Retained Relating to CLEC Experience Data Retained Relating to BST Experience
¢ Report Month e  Report Month
e  Interval for FOC e BST Order Number
e  CLEC Company Name (OCN) ¢  Order Submission Date & Time
e Order Number (PON) e Order Completion Date & Time
e  Submission Date & Time (TICKET_ID) e Service Type
L] Completion Date (CMPLTN_DT) . Geographic Scope
e Service Type (CLASS_SVC_DESC)
e  Geographic Scope
NOTE: Code in parentheses is the corresponding
header found in the raw data file.
Retail Analogue / Benchmark: B
Diagnostic
P - Page 22
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Florida Interim Performance Metrics

PROVISIONING

Report/Measurement:
P-9. LNP-Percent Missed Installation Appomtments

Definition: ) ’
“Percent missed installation appomtmcnts“ monitors the rellablltty of BST commitments with respect to committed due

dates to assure that CLECs can reliably quote expected due dates to their retail customer as compared to BST. This
measure is the percentage of total orders processed for which BST is unable to complete the service orders on the
committed due dates and reported for both BST and End User Mlsses

Exclusions: cl P A N UL L U R T N TR
e Canceled Service Ordcrs
e Order Activities of BST or the CLEC associated with internal or administrative use of local services (Record Orders,

Listing Orders, Test Orders, etc) where identifiable.

e Non - Mechanized

Business Rules:
Percent Missed Installation Appointments (PMI) is the percentage of total orders processed for whxch BST is unable to
complete the service orders on the committed due dates. Missed Appointments caused by end-user reasons will be
included and reported in a separate category. The “due date™ is any time on the confirmed due date, which means there
cannot be a cutoff time for commitments as certain types of orders are requested to be worked after standard business
hours. Also, during Daylight Savings Time, field technicians are scheduled until 9PM in some areas and the customer is
offered a greater range of intervals from which to select.

Calculation:
LNP Percent Missed Installation Appointments = % ( Number of Orders with Completion date in Reporting Period past the
Original Committed Due Date) / (Number of Orders Confirmed in Reportmg) X 100

Report Structure:
e Mechanized (service orders generated by LSRs subrmtted via EDI or TAG)
e CLEC Specific
e CLEC Aggregate

Report explanation: Total Missed Appointments is the total % of orders missed either by BST or the CLEC
end user. End User MA represents the percentage of orders missed by the CLEC end user. The difference
between End User Missed Appointments and Total Missed Appomtments is the result of BST caused misses.

Level of Disaggregation:
e  Product Reporting Levels
> LNP

» UNE Loop Associated w/LNP
» State, Region
Retail Analog: :
Retail Residence and Business
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Florida Interim Performance Metrics

PROVISIONING

Report/Measurement;:

P-10. LNP-Average Disconnect Tlmelmess Interval & Dlsconnect Tlmelmess Interval Dlstnhutlon »

Definition:

Disconnect Timeliness is deﬂncd as the mtcrval between the time thc LNP Gateway receives the ‘Number Portcd' message
from NPAC (signifying the CLEC ‘Activate”) until the time that the Disconnect service order for an LSR is completed in
SOCS. This interval effectively measures BST responsiveness by isolating it from impacts that are caused by CLEC
related activities.

Exclusions: - R N N T e T

e Canceled Service Orders

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

e Non - Mechanized

Business Rules:

The Disconnect Timeliness interval is determined for each Disconnect service order processed on an LSR during the
reporting period. The Disconnect Timeliness interval is the elapsed time from when BST receives the ‘Number Ported’
message for an LSR’s disconnect order from NPAC (signifying the CLEC ‘Activate’) until the Disconnect service order is
completed in SOCS. Elapsed time for each order is accumulated for each reporting dimension. The accumulated time for
each reporting dimension is then divided by the total number of selected disconnect orders which have been comp]eted

Calculation:

Average Disconnect Timeliness Interval:
Z[ (Disconnect Service Order Completion Date & Time) - (‘Number Ported’ Message Received Date & Time) ]/ 2
(Total Number of Disconnect Service Orders Completed in Reporting Period)

Disconnect Timeliness Interval Distribution:
[= (Disconnect Service Orders Completed in “X” days) / (Total Disconnect Service Orders Completed in Reporting
Period)] X 100

Report Structure:

e  Mechanized (service orders generated by LSRs submitted via EDI or TAG)
o CLEC Specific
o CLEC Aggregate

Level of Disaggregation:

e Reported in day intervals = 0,1,2,3,4, 5, >5 days
e  Product Reporting Levels

> LNP

> State, Regxon

Benchmark:

95% < 15 min.
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Florida Interim Performance Metrics

PROVISIONING

Report/Measurement:

P-11. LNP-Total Service Order Cycle Tmle

Definition:

Total Service Order Cycle Time measures the interval from recelpt of a valid service order request to the completmn of the
final service order associated with that service request

Exclusions: : A PR SN

e Canceled Service Orders

e  Order Activities of BST or the CLEC associated with internal or administrative use of local services (Record Orders,
Listing Orders, Test Orders, etc) where identifiable
“L" appointment coded orders (indicating the customer has requested a later than offered interval)

e ”S” missed appointment coded orders (indicating subscriber missed reasons), except for “SP” codes (indicating
subscriber prior due date requested).

¢ Non - Mechanized

Business Rules: ‘ ~ R T A

The interval is determined for each service request processed during the reportmg period. Thrs measurement combmes
two reports: FOC (Firm Order Confirmation) with Average Order Completion Interval.

This interval starts with the receipt of a valid service request and stops when the technician or system completes all the
related service orders for the LSR in SOCS. Elapsed time for each service request is accumulated for each reporting
dimension. The accumulated time for each reporting dimension is divided by the associated total number of service
requests completed to produce the total service order cycle time.

Calculation:

Average Total Service Order Cycle Time:
Z[ (Service Order Completion Date) - (Service Request Receipt Date) ] / & (Total Number Service Requests Completed
in Reporting Period)
Total Service Order Cycle Time Interval Distribution: !
£ (Total Number of Service Requests Completed in “X’* minutes/hours) / (Total Number of Service Requests Received in
Reporting Period)] X 100

Report Structure:

e Mechanized (service orders generated by LSRs submitted via EDI or TAG)
e CLEC Specific

e CLEC Aggregate

o “W” Appointment Code Only (Company Offered)

Level of Disaggregation: s . IR

¢ Reported in day intervals 0- 5, 5 - 10 10-15,15-20,20- 25, 25 - 30, >30 days The mterval breakout is: 0-5 0-
499, 5-10 = 5-9.99, 10-15 = 10-14.99, 15-20 = 15-19.99, 20-25 = 20-24.99, 25-30 = 25-29.99, > = 30 = 30 and
greater.

s  Product Reporting Levels

» LNP
» UNE Loop with LNP
> State, Region

Retail Analogue /Benchmark: -~ . - .~ L. el el an e e ke

Diagnostic
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Florida Interim Performance Metrics

MAINTENANCE & REPAIR

Report/Measurement: ~

M&R-1. Missed Repalr Appomtments

Definition: C oy - : : T

The percent of trouble reports not cleared by the commxtted date and time.

Exclusions:

e Trouble uckets canceled at the CLEC request
e BST trouble reports associated with internal or administrative service.
e  Customer Provided Equ1pment (CPE) troubles or CLEC Equlpment Trouble

FER A;:'(:«:w < LT g Y el

Business Rules:. - = © .'%° 2 NRIPUTEES SRR L AR U e Hg

T

The negonated commitment date and tlme is estabhshed when the repair report is recerved The cleared ume is the date
and time that BST personnel clear the trouble and closes the trouble report in histher Computer Access Terminal (CAT)
or workstation. If this is after the Commitment time, the report is flagged as a “Missed Commitment” or a missed repair
appointment. When the data for this measure is collected for BST and a CLEC, it can be used to compare the percentage
of the time repair appointments are missed due to BST reasons. (“No Access™ reports are not part of this measure
because the appointment was not missed.)

Note: Appointment intervals vary with force availability in the POTS environment. Specials and Trunk intervals are
standard interval appointments of no greater than 24 hours.

Calculation:

Percentage of Missed Repair Appointments = Z (Count of Customer Troubles Not Cleared by the Quorcd Comm1tmcnt
Date and Time) / Z (Total Trouble reports closed in Reporting Period) X 100

Report Structure:

o CLEC Specific
o CLEC Aggregate
e BST Aggregate

Level of Disaggregation:

ISDN Troubles included in Non-Design _ GA Only
e Resale Residence
Resale Business
Resale Design
Resale PBX
Resale Centrex
Resale ISDN
UNE Loop and Port Combos
UNE 2w Loop Non-Design
UNE Loop Other Non-Design
UNE Other Non-Design
UNE 2w Loop -~ Design
UNE Loop Other — Design
UNE Other - Design
Local Interconnection Trunks
Switching
¢ Local Transport
¢ Dispatch / No Dispatch categories applicable to all product levels
e  Geographic Scope
State, Region and further geographic disaggregation as required by State Commission Order (e.g. Metropolitan Service
Area — MSA)

M&R —Page 1
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BellSouth OSS Testing Page 61 of 104
Florida Interim Performance Metrics agesto

(M&R-1. Missed Repair Appointments - continued)

Data Retained Relating to CLEC Experience: Data Retained Relating to BST Experience:
¢  Report month ¢  Report month
e CLEC Company Name e BST Company Code
e  Submission Date & Time (TICKET_ID) o  Submission Date & Time
e  Completion Date (CMPLTN_DT) e Completion Date
o Service Type (CLASS_SVC_DESC) e  Service Type
¢ Disposition and Cause (CAUSE_CD & o Disposition and Cause (Non-Design /Non-Special Only)
CAUSE_DESC) e Trouble Code (Design and Trunking Services)
e  Geographic Scope ¢  Geographic Scope
NOTE: Code in parentheses is the corresponding
header found in the raw data file.
Retail Analog/Benchmark: e
Resale Residence Parity with Retail
Resale Business Parity with Retail
Resale Design Parity with Retail
Resale PBX Parity with Retail
Resale Centrex Parity with Retail
Resale ISDN Parity with Retail
UNE Loop and Port Combos Retail Residence and Business
UNE 2w Loop Non-Design Retail Residence and Business
UNE Loop Other Non-Design Retail Residence and Business
UNE Other Non-Design Retail Residence and Business

UNE 2w Loop - Design

UNE Loop Other — Design Retail Design

UNE Other Design Retail Design

Local Interconnection Trunks Parity with Retail

Switching Retail POTS

Local Transport Retail DS1, or DS3 as appropriate

Retail Residence and Business

M&R —Page 2
October, 2000
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BellSouth OSS Testing E::;bétz?)?ﬁ); 1
Florida Interim Performance Metrics

MAINTENANCE & REPAIR

Report/Measurement:

M&R-2. Customer Trouble Report Rate

Definition: °

Initial and repeated customer dlrect or referred troubles closed within a ca]endar month per 100 lmes/cnrcults in service.

7w P . - 7R - P
R 8o Y.

Exclusmns. },1 E '>. N ;,; RN S kT o --_,\‘;\g\'-;*-;v;.;’\“ Bpase i "} A s

SEa g

e Trouble tmkets canceled at the CLEC request.
e BST trouble reports associated with internal or administrative service.
e Customer Provided Equipment (CPE) troubles or CLEC Equrgment Trouble

Business Rules:

Customer Trouble Report Rate is computed by accumulating the number of maintenance mmal and repeated trouble
reports closed during the reporting period. The resulting number of trouble reports are divided by the total “number of
service” lines, ports or combination that exist for the CLECs and BST respectively at the end of the report month.

eox "

Calculation;

Customer Trouble Report Rate = (Count of Initial and Repeated Trouble Reports closed in the Current Perlod) /
(Number of Service Access Lines in service at End of the Report Period) X 100

Report Structure;

e CLEC Specific
e CLEC Aggregate
e  BST Agegregate

Level of Disaggregation:

ISDN Troubles included in Non-Design _ GA Only
s Resale Residence

Resale Business

Resale Design

Resale PBX

Resale Centrex

Resale ISDN

UNE Loop and Port Combos

UNE 2w Loop Non-Design

UNE Loop Other Non-Design

UNE Other Non-Design

UNE 2w Loop — Design

UNE Loop Other — Design

UNE Other -~ Design

Local Interconnection Trunks

Switching

e Local Transport

Dispatch / No Dispatch categories applicable to all product levels
Geographic Scope

State, Region and further geographic disaggregation as required by State Commission Order {(e.g. Metropolitan
Service Area — MSA)

M&R - Page 3
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Exhibit DAC - 1

Page 63 of 104

(M&R-2. Customer Trouble Report Rate — Continued)

Data Retained Relating to CLEC Experience:

Data Retained Relating to BST Experience:

Report month

CLEC Company Name

Ticket Submission Date & Time (TICKET_ID)

Ticket Completion Date (CMPLTN_DT)

Service Type (CLASS_SVC_DESC)

Disposition and Cause (CAUSE_CD &

CAUSE_DESC)

e  # Service Access Lines in Service at the end of
period

e Geographic Scope

NOTE: Code in parentheses is the corresponding
header found in the raw data file.

Report month

BST Company Code

Ticket Submission Date & Time
Ticket Completion Date

Service Type

Trouble Code (Design and Trunking Services)

Geographic Scope

Retail Analog/Benchmark:

Resale Residence

Resale Business

Resale Design

Resale PBX

Resale Centrex

Resale ISDN

UNE Loop and Port Combos
UNE 2w Loop Non-Design
UNE Loop Other Non-Design
UNE Other Non-Design
UNE 2w Loop — Design

Parity with Retail
Parity with Retail
Parity with Retail
Parity with Retail
Parity with Retail
Parity with Retail
Retail Residence and Business
Retail Residence and Business
Retail Residence and Business
Retail Residence and Business
Retail Residence and Business

UNE Loop Other — Design Retail Design

UNE Other Design Retail Design

Local Interconnection Trunks Parity with Retail

Switching Retail POTS

Local Transport Retail DS1, or DS3 as appropriate

M&R - Page 4
October, 2000
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Florida Interim Performance Metrics

MAINTENANCE & REPAIR

Report/Measurement:

M&R-3. Maintenance Average Duratlon

Definition:

The Average duration of Customer Trouble Reports from the receipt of the Customer Trouble Report to the tlme the
trouble report is cleared

Exclusions: - . L%

o  Trouble tickets canceled at the CLEC requcst

e BST trouble reports associated with internal or administrative service.

e  Customer Provided Equipment (CPE) troubles or CLEC Equipment Trouble.
e Trouble reports greater than 10 days

Business Rules:

For Average Duration the clock starts on the date and time of the receipt of a correct repair request. The clock stops on
the date and time the service is restored and the BST or CLEC customer is notified (when the technician completes the
trouble ticket on his/her CAT or work systems).

Calculation: ) o Co -

Maintenance Average Duration = Z{Date and Time of Service Rcstorauon) (Date and Time ’I‘rouble Ticket was
Opened) / Z(Total Closed Troubles in the reporting period)

Report Structure:

e CLEC Specific
e CLEC Aggregate

o BST Aggregate

Level of Disaggregation:

ISDN Troubles included in Non-Design _ GA Only
» Resale Residence

Resale Business

Resale Design

Resale PBX

Resale Centrex

Resale ISDN

UNE Loop and Port Combos

UNE 2w Loop Non-Design

UNE Loop Other Non-Design

UNE Other Non-Design

UNE 2w Loop — Design

UNE Loop Other — Design

UNE Other — Design

Local Interconnection Trunks

Switching

¢ Local Transport

Dispatch / No Dispatch categories applicable to all product levels
Geographic Scope

State, Region and further geographic disaggregation as required by State Commission Order (e.g. Metropolitan
Service Area — MSA)

M&R —Page 5
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(M&R-3. Maintenance Average Duration —

Continued)

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

e Report month e Report month

e Total Tickets (LINE_NBR) e Total Tickets

e CLEC Company Name e BST Company Code

e  Ticket Submission Date & Time (TICKET_ID) e  Ticket Submission Date

o  Ticket Completion Date (CMPLTN_DT) e  Ticket Submission Time

e Service Type (CLASS_SVC_DESC) e  Ticket Completion Date

e Disposition and Cause (CAUSE_CD & e  Ticket Completion Time

CAUSE_DESC) e  Total Duration Time
e  Geographic Scope e Service Type
o Disposition and Cause (Non-Design /Non-Special Only)
NOTE: Code in parentheses is the corresponding e Trouble Code (Design and Trunking Services)
header found in the raw data file. e Geographic Scope

Retail Analog/Benchmark: R

Resale Residence Parity with Retail

Resale Business Parity with Retail

Resale Design Parity with Retail

Resale PBX Parity with Retail

Resale Centrex Parity with Retail

Resale ISDN Parity with Retail

UNE Loop and Port Combos Retail Residence and Business

UNE 2w Loop Non-Design Retail Residence and Business

UNE Loop Other Non-Design Retail Residence and Business

UNE Other Non-Design Retail Residence and Business

UNE 2w Loop - Design

UNE Loop Other — Design Retail Design

UNE Other Design Retail Design

Local Interconnection Trunks Parity with Retail

Switching Retail POTS

Local Transport Retail DS1, or DS3 as appropriate

Retail Residence and Business

M&R —Page 6
October, 2009
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Florida Interim Performance Metrics g

MAINTENANCE & REPAIR

Report/Measurement:

M&R-4. Percent Repeat Troubles thhm 30 Days

Definition:’

Closed trouble reports on the same line/circuit as a previous trouble report received wuhm 30 calendar days as a percent
of total troubles closed.

Exclusions: - - w e T T A

e Trouble tickets canceled at the CLEC request.
s  BST trouble reports associated with internal or administrative service.
e Customer Provided Equlpment (CPE) troubles or CLEC quu)mem Tmuble

Business Rules:

Includes Customer trouble reports recewed within 30 days of an omal Customer trouble report

Calculation:

Percent Repeat Troubles within 30 Days = (Count of closed Customer Troubles where more than one trouble rcport was
logged for the same service line within a continuous 30 days of the reporting period) / (Total Trouble Reports Closed in
Reporting Period) X 100

Report Structure: -

¢ CLEC Specific
e CLEC Aggregate
¢ BST Aggregate

Level of Disaggregation:

ISDN Troubles included in Non-Design _ GA Only

s Resale Residence

Resale Business

Resale Design

Resale PBX

Resale Centrex

Resale ISDN

UNE Loop and Port Combos

UNE 2w Loop Non-Design

UNE Loop Other Non-Design

UNE Other Non-Design

UNE 2w Loop — Design

UNE Loop Other — Design

UNE Other - Design

Local Interconnection Trunks

Switching
¢ Local Transport

e Dispatch / No Dispatch categories applicable to all product levels
Geographic Scope

e  State, Region and further geographic disaggregation as required by State Commission Order (e.g. Metropolitan
Service Area — MSA)

® ® ® ©® @ o & & ¢ o o & o
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Page 67 of 104

(M&R-4. Percent Repeat Troubles within 30 Days)

Data Retained Relating to CLEC Experience:- Data Retained Relating to BST Performance:
» Report month ¢ Report month
e Total Tickets (LINE_NBR) e Total Tickets
e CLEC Company Name e BST Company Code
e Ticket Submission Date & Time {TICKET_ID) o Ticket Submission Date
o Ticket Completion Date (CMPLTN_DT) o Ticket Submission Time
e Total and Percent Repeat Trouble Reports within | e Ticket Completion Date
30 Days (TOT_REPEAT) e Ticket Completion Time
¢ Service Type ¢ Total and Percent Repeat Trouble Reports within 30 Days
e Disposition and Cause (CAUSE_CD & e Service Type
CAUSE_DESC) ¢ Disposition and Cause (Non-Design /Non-Special Only)
e Geographic Scope o Trouble Code (Design and Trunking Services)
e Geographic Scope
NOTE: Code in parentheses is the corresponding
header found in the raw data file.
Retail Analog/Benchmark: ' . :
Resale Residence Parity with Retail
Resale Business Parity with Retail
Resale Design Parity with Retail
Resale PBX Parity with Retail
Resale Centrex Parity with Retail
Resale ISDN Parity with Retail
UNE Loop and Port Combos Retail Residence and Business
UNE 2w Loop Non-Design Retail Residence and Business
UNE Loop Other Non-Design Retail Residence and Business
UNE Other Non-Design Retail Residence and Business
UNE 2w Loop — Design Retail Residence and Business
UNE Loop Other — Design Retail Design
UNE Other Design Retail Design
Local Interconnection Trunks Parity with Retail
Switching Retail POTS
Local Transport Retail DS1, or DS3 as appropriate

M&R - Page 8
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MAINTENANCE & REPAIR

Report/Measurement;

M&R-5. Out of Service (00S) > 24 Hours

Definition:

For Out of Service Troublcs (no dial tone, cannot be called or cannot call out) the percentage of Total OOS Troubles

cleared in excess of 24 hours (All dcsrgn services are con51dered to be out of screr
Exclusions: -~ - . B I T LR RIS St

e  Trouble Reports canceled at the CLEC rcquest
o BST Trouble Reports associated with administrative service
o  Customer Provided Equipment (CPE) Troubles or CLEC Equxpment Troubles.

Business Rules:

Customer Trouble reports that are out of service and cleared in excess of 24 hours The clock begins when the trouble
report is created in LMOS and the trouble is counted if the elapsed tlme. exceeds 24 hours.

Calculation: °

Out of Service (00S) > 24 hours (Total Clcarcd Troubles 00S > 24 Hours) / Total OOS Troubles in Reportmg
Period) X 100

Report Structure:

e CLEC Specific
e BST Aggregate
¢ CLEC Aggregate

Level of Disaggregation:

ISDN Troubles included in Non-Design _ GA Only

Resale Residence

Resale Business

Resale Design

Resale PBX

Resale Centrex

Resale ISDN

UNE Loop and Port Combos

UNE 2w Loop Non-Design

UNE Loop Other Non-Design

UNE Other Non-Design

UNE 2w Loop - Design

UNE Loop Other — Design

UNE Other — Design

Local Interconnection Trunks

Switching
¢ Local Transport

e Dispatch / No Dispatch categories applicable to all product levels
Geographic Scope

e  State, Region and further geographic disaggregation as required by State Commission Order (e.g. Metropolitan
Service Area — MSA)

M&R ~Page 9
October, 2000
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BellSouth OSS Testing

BellSouth Telecommunications Inc
PFSC Docket 001305-TP

Exhibit DAC - 1

Page 69 of 104

Florida Interim Performance Metrics

(M&R-5. Out of Service (O0S) > 24 Hours — Continued)

Data Retained Relating to CLEC Experience . Data Retained Relating to BST Experience
e Report Month ¢ Report Month
¢ Total Tickets ¢ Total Tickets
¢ CLEC Company Name e BST Company Code
e Ticket Submission Date & Time (TICKET_ID) s Ticket Submission Date
e Ticket Completion Date (CMPLTN_DT ¢ Ticket Submission time
» Percentage of Customer Troubles out of ¢ Ticket Completion Date
e Service > 24 Hours (00S>24_FLAG) ¢ Ticket Completion Time
e Service type (CLASS_SVC_DESC) e Percent of Customer Troubles out of Service > 24 Hours
¢ Disposition and Cause (CAUSE_CD & e Service type
CAUSE-DESC) o Disposition and Cause (Non — Design/Non-Special only)
¢ Geographic Scope e Trouble Code (Design and Trunking Services)
e Geographic Scope
NOTE: Code in parentheses is the corresponding
header found in the raw data file.
Retail Analog/Benchmark: ' SRR S
Resale Residence Parity with Retail
Resale Business Parity with Retail
Resale Design Parity with Retail
Resale PBX Parity with Retail
Resale Centrex Parity with Retail
Resale ISDN Parity with Retail
UNE Loop and Port Combos Retail Residence and Business
UNE 2w Loop Non-Design Retail Residence and Business
UNE Loop Other Non-Design Retail Residence and Business
UNE Other Non-Design Retail Residence and Business

UNE 2w Loop — Design

Retail Residence and Business

UNE Loop Other — Design Retail Design

UNE Other Design Retail Design

Local Interconnection Trunks Parity with Retail

Switching Retail POTS

Local Transport Retail DS, or DS3 as appropriate

M&R — Page 10
October, 2000
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BellSouth OSS Testing Exhibit DAC - 1
Florida Interim Performance Metrics Page 70 of 104
MAINTENANCE & REPAIR
Report/Measurement: - : -
M&R-6. Average Answer Time — Repalr Centers
Definition: :
This measures the ave gge t:me a customcr is m Queue when callmg a BcllSouth Repalr Centcr
Exclusions; "~ - . - <. Sl T UERA a TR A e SeoeR g O F A
None
Business Rules. S N P L Flooon T TR e ",‘?f :\';::j‘; Bl

& . P - e S Ao TLETR T E £

The clock starts when a CLEC Representatlve or BellSouth customer makes a cho1ce on the Repair Center s menu and is
put in queue for the next repair attendant. The clock stops when the repair attendant answers the call. (abandoned calls
are not included)

(NOTE: The Total Column is a combmcd BST Res1dence and Busmess number)

Level of Disaggregation: :

Region. CLEC/BST Service Centcrs and BST Repalr Centers are reglonal

Calculation:

Average Answer Time for BST’s Repair Centers = (Tnme BST chalr Attendam Answcrs Call) {Time of entry into
queue until ACD Selection)/ (Total number of calls by reporting period)

Report Structure:

e CLEC Aggregate
e BST Apggregate

Data Retained Relating to CLEC Experience Data Retained Relating to BST Experience
o CLEC Average Answer Time e BST Average Answer Time
Retail Analog/Benchmark: ) - _ :

Parity with Retail

M&R - Page 11
October, 2000
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Florida Interim Performance Metrics

BILLING

Report/Measurement: .

B-1. Invoice Accuracy

Definition: . -~ I : T L

This measure prowdes the percentage of accuracy of the btllmg mvmces rendered to CLECs durm g the current month
Exclusions; ' ' : ;i

Adjustments not related to brllmg errors (e.g., credtts for service outage. spemal promotlon credtts adjustments to satlsfy
the customer)

R : gt Ol e 3SR e ] v« B T N ';,g‘

Business Rules:

The accuracy of billing invoices dehvered by BST to the CLEC must enable them to provrde a degree of billing accuracy
comparative to BST bills rendered to retail customers of BST. CLECs request adjustments on bills determined to be
incorrect. The BellSouth Billing verification process includes manually analyzing a sample of local bills from each bill
period. The bill verification process draws from a mix of different customer billing options and types of service. An
end-to-end auditing process is performed for new products and services. Internal measurements and controls are
maintained on all billing processes.

Calculation: - . v T

Invoice Accuracy = (Total Billed Revenues dunng current month) (Abso!ute Value of Bxllmg Related Adjustments
during current month) / Total Billed Revcnucs durmg current month X 100

Report Structure: o L e . .

e CLEC Specific
e CLEC Aggregate
e BST Aggregate

Level of Disaggregation:

e  Product/ Invoice Type
» Resale
» UNE
> Interconnection

e  Geographic Scope

» Region
Data Retained Relating to CLEC Experience: Data Retained Relating to BST Performance:
e  Report Month e Report month
e Invoice Type e Retail Type
e Total Billed Revenue > CRIS
e Billing Related Adjustments »> CABS
e Total Billed Revenue
o Billing Related Adjustments

Retail Analog/Benchmark: ‘ ' R I

Parity with BST retail aggregate

B —Page 1
October ZOQO
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Florida Interim Performance Metrics g

BILLING

Report/Measurement:

B-2. Mean Time to Delrver Invmces

Definition:

Bill Distribution is calculated as follows: CRIS BILLS-The number of workdays is reported for CRIS bllls This is
calculated by counting the Bill Period date as the first work day. Weekends and holidays are excluded when counting
workdays. J/N Bills are counted in the CRIS work day category for the purposes of the measurement since their billing
account number (Q account) is provided from the CRIS system.

CABS BILLS-The number of calendar days is reported for CABS bills. This is calculated by counting the day following
the Bill Period datc as the ﬁrst calendar day Weekends and ho]rdays are mcluded when countmEthe calcndar days

Exclusions:

Any invoices rejectcd due to fonnamnc Or content errors.

Business Rules:

This report measures the mean interval for timeliness of billing records delivered to CLECs in an agreed upon format.
CRIS-based invoices are measured in business days, and CABS-based invoices in calendar days.

Calculation:

Mean Time To Deliver Invoices = £ [(Invoice Transmission Date) (Close Date of Schedulcd Bill Cycle)]/ (Count of
Invoices Transmitted in Reportmg Penod)

Report Structure:

e CLEC Specific
e CLEC Aggregate
e BST Aggregate

Level of Disaggregation:’

e Product/ Invoice Type
» Resale
> UNE

» Interconnection
s  Geographic Scope

» Region
Data Retained Relating to CLEC Experience: Data Retained Relating to BST Performance:
e Report month e Report month
e Invoice Type e Retail Type
e Invoice Transmission Count » CRIS
e Date of Scheduled Bill Close > CABS
e Invoice Transmission Count

e Date of Scheduled Bill Close
Retail Analog/Benchmark: R AP -

Parity with BST retail aggregate

B —Page 2
October 2000
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BILLING

Report/Measurement:

B-3. Usage Data Dethy Accuracy

Definition:

This measurement captures the pcrcentage of recorded usage that is dehvered error free and in an acceptable format to
the appropriate Competitive Local Exchange Carrier (CLEC). These percentages will pravide the necessary data for use
as a comparative measurement for BellSouth performance. This measurement captures Data Delivery Accuracy rather
than the accuracy of thc md1v1dual usaLrecordlmL

SEEEE 2T Lt B TR

Exclusions; - = .7~ cLorn I NI

None

Business Rules:

The accuracy of the data dellvery of usage records delivered by BST to the CLEC must enable them to provndc a degree
of accuracy comparative to BST bills rendered to their retail customers. If errors are detected in the delivery process,
they are investigated, evaluated and documented. Errors are corrected and the data retransmitted to the CLEC.

Calculation:

Usage Data Delivery Accuracy = Z[(Total number of usage data packs sent dunng current month) (Total number of
usage data packs requiring retransmission during current month)] / (Total number of usage data packs send during
current month) X 100

Report Structure:

e CLEC Specific
o CLEC Aggregate
o BST Aggregate

Level of Disaggregation:

e  Geographic Scope

> Region
Data Retained Relating to CLEC Experience: Data Retained Relating to BST Performance: _
e Report Month e Report month
e Record Type e Record Type
> BellSouth Recorded
» Non BellSouth Recorded

Retail Analog/Benchmark:

Parity with retail

B —Page 3
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Florida Interim Performance Metrics

BILLING

Report/Measurement;

B-4. Usage Data Dellvery Completeness

Definition:

This measurement provrdes percentage of complete and accurately recorded usage data (usage recorded by BellSouth
and usage recorded by other companies and sent to BST for billing) that is processed and transmitted to the CLEC within
thirty (30) days of the message recording date. A parity measure is also provided showing completeness of BST
messages processed and transmitted via CMDS. BellSouth delivers its own retail usage from recording location to
billing location via CMDS as well as delivering billing data to other companies. Timeliness, Completeness and Mean
Time to Deliver Usage measures are reported on the same report.

Exclusions;

None

Business Rules:

The purpose of these measurements is to demonstrate the level of quality of usage data dehvered to the appropriate
CLEC. Method of delivery is at the option of the CLEC.

Calculation:

Usage Data Delivery Completeness = X[(Total number of Recorded usage records dehvered durmg current month that
are within thirty (30) days of the message recording date) / X (Total number of Recorded usage records delivered during
the current month) X 100

Report Structure:

e CLEC Specific
e CLEC Aggregate
o BST Aggregate

Level of Disaggregation:

e  Geographic Scope

» Region
Data Retained Relating to CLEC Experience: Data Retained Relating to BST Performance:
e Report Month e Report month
e Record Type e Record Type
» BellSouth Recorded
» _Non BellSouth Recorded

Retail Analog/Benchmark:

Parity with retail

B — Page 4
October ZOQO
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BILLING
Report/Measurement:
B-5. Usage Data DehverLTrmelmess
Definition: )

This measurement provndes a perccntage of recordcd usage data (usage rccorded by BST and usage recorded by other
companies and sent to BST for billing) that is delivered to the appropriate CLEC within six (6) calendar days from the
receipt of the initial recording. A parity measure is also provided showing timeliness of BST messages processed and
transmitted via CMDS. Timeliness, Completeness and Mean Time to Deliver Usage measures are reported on the same
report.

Exclusions: © - . - 7 L A D S S T SN R A

None

Business Rules:

The purpose of this measurement is to demonstrate the level of timeliness for processmg and transmission of usage data
delivered to the appropriate CLEC. The usage data will be mechanically transmitted or mailed to the CLEC data
processing center once daily. The Timeliness interval of usage recorded by other companies is measured from the date
BST receives the records to the date BST drstrlbutcs to the CLEC Method of deIrvery is at the optron of thc CLEC

Calculation:

Usage Data Delivery Timeliness = E(Total number of usage rccords sent wnthm six (6) calendar days from mmal

recording/receipt) / %.(Total number of usage records scnt) X 100
Report Structure: -

o CLEC Aggregate
e CLEC Specific

o BST Aggregate

Level of Disaggregation:
e  Geographic Scope
» Region
Data Retained Relating to CLEC Experience: Data Retained Relating to BST Performance:
s  Report Month ¢ Report Monthly
» Record Type e Record Type
» BellSouth Recorded
» Non-BellSouth Recorded

Retail Analog/Benchmark:

Parity with retail

B —Pages
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Florida Interim Performance Metrics

BILLING
Report/Measurement
B-6. Mean Time to Deliver Usage
Definition: s

This measurement provides the average time it takes to delwer Usage Records toa CLEC A panty measure is also
provided showing timeliness of BST messages processed and transmitted via CMDS. Timeliness, Completeness and
Mean Time to Deliver Usage measures are reported on the same report

Exclusions: > - * . . . S R e T T A T s

None

Business Rules:

The purpose of this measurement is to demonstrate the average number of days it takes BST to deliver Usage data to the
appropriate CLEC. Usage data is mechanically transmitted or mailed to the CLEC data processing center once daily.
Method of delivery is at the optron of the CLEC

Calculation: Lo S Ty e e ..

Mean Time to Deliver Usage b (Record Volume X estlmated number of days to dehver the usage record) / Total
Record Volume Delivered.

Report Structure:

o CLEC Aggregate
e CLEC Specific
e BST Aggregate

Level of Disaggregation:

¢ Geographic Scope
> Region

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

¢ Report Month ¢ Report Monthly
e Record Type * Record Type
» BellSouth Recorded
» Non-BellSouth Recorded

Retail Analog/Benchmark:

Parity with retail

B -Page6
October 2000
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OPERATOR SERVICES AND DIRECTORY ASSISTANCE

Report/Measurement: '

0OS-1. Speed to Answer Performance/Avcrage Speed to Answer Toll

Definition:

Measurement of the average nme in seconds calls walt bcforc answcrcd by a toll opcrator
Exclusions: Ly L R R e N T

None
oA oal P

Busimess Rules: - . [ - - . s . <l mmaee o7 we By Sl miw Ary

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

Calculation:

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

Report Structure: ) ) . ' s - . . -

e Reported for the aggregate of BST and CLECs
> State

Level of Disaggregation:

None

Data Retained (on Aggregate Basis):

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

¢ Month

e Call Type (Toll)

s  Average Speed of Answer

Retail Analog/Benchmark:

Parity by Design

OS/DA -Page 1
October 2000
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Florida Interim Performance Metrics

OPERATOR SERVICES AND DIRECTORY ASSISTANCE

Report/Measurement:

0S-2. Speed to Answer Performance/Percent Answered wnth “X” Seconds - Toll

LT

Definition:

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

State Commission
Exclusions: ©~ . - Con e - R LN S TRV

Calls abandoned by customers are not reﬂected inthe avcrage Speed to answer but are reﬂected in the conversion tables
where the percent answered within “X" seconds is determined.

Business Rules:

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

Calculation: : - T et

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

Report Structure;

e Reported for the aggregate of BST and CLECs
» State

Level of Disaggregation:

None

Data Retained (on Aggregate Basis):

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

e Month

e Call Type (Toll)

e Average Speed of Answer

Retail Analog/Benchmark:

Parity by Design

OS/DA —Page 2
October 2000
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OPERATOR SERVICES AND DIRECTORY ASSISTANCE

Report/Measurement:

DA-1. Speed to Answer PerformancelAverage Speed to Answer Dlrectory Ass1stanceiDA)

Definition:

Measurement of the average tlme in seconds calls wait beforc answered by a DA operator.

Exclusions: S s - T R T A S L T I SR

Calls abandoned by customers are not reﬂected in the average speed to answer but are reflected in the conversion tables
where the pcrcent answered within “X“ scconds is detcmuned

Business Ruless ¢ - &g . R T T A o e AR

The clock starts when the customer enters thc queue and the clock stops when a BcllSouth representatwe answers thc
call or the customer abandons the call. The length of each call is determined by measuring, using a scanning technique,
and accumulating the elapsed time from the entry of a customer call into the BellSouth call management system queue
until the customer call is abandoned or transferred to BellSouth personnel assigned to handle calls for assistance. The

system makes no dlstmctlon bctween CLEC customcrs and BST customers
Calculation: : .

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

Report Structure:

e Reported for the aggregate of BST and CLECs
» State

Level of Disaggregation:

None

Data Retained (on Aggregate Basis)

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

e  Month

e (Call Type (DA)

e  Average Speed of Answer

Retail Analog/Benchmark

Parity by Design

OS/DA -Page 3
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OPERATOR SERVICES AND DIRECTORY ASSISTANCE

Report/Measurement: L - : e

DA-2. Speed to Answer Performance/Percent Answered wnthm “X” Seconds - Dnrectory Assxstance (DA)
Definition: - - ol

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

->' - te s Y - ;‘ & '.f--u.( .: AN

.Exclusions;: . > L - B PO I A AN T PR LA

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

Business Rules: . i : : : R

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

Calculation: -

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

Report Structure:

¢ Reported for the aggregate of BST and CLECs
» State

Level of Disaggregation:

None

Data Retained (on Aggregate Basis)

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

e Month

e Call Type (DA)

e  Average Speed of Answer

Retail Analog/Benchmark

Parity by Design

OS/DA —Page 4
October 2000
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E911

Report/Measurement:

E-1. Timeliness

Definition:

Measures the percent of batch orders for E911 database updatcs (to CLEC resale and BST retail records) processed
succcssfully wrthm a 24-hour perrod __

. . NS Lt L e L MR G T G
Exclusions; -~ '~ - ¢~ T A T e S T TS A R M AR L S

¢ Any resale order canceled by a CLEC
¢ Facilities-based CLEC orders

Business Rules:

The 24-hour processmg period is calculatcd based on thc date and time processing starts on the batch orders and the date
and time processing stops on the batch orders. Mechanical processing starts when SCC (BST’s E911 vendor) receives
E911 files containing batch orders extracted from BST’s Service Order Control System (SOCS). Processing stops when
SCC loads the individual records to the E911 database. The E911 database includes updates to the Automatic Location
Identification (ALI) database. The system makes no distinction between CLEC resale records and BST retail records.

Calculation:

E9%1] Timelines=X (Number of batch orders processed wrthm 24 hours -'-Total number of batch ordcrs submrtted) x 100

Report Structure:

e Reported for the aggregate of CLEC rcsale updates and BST retail updates
> State
> Region

Level of Disaggregation:

None

Data Retained

e Report month
e Agprepate data

Retail Analog/Benchmark:

Parity by Design

E -Page1
October 2000
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911

Report/Measurement:

E-2. Accuracy

Definition:

Measures the percent of E911 telephone number (TN ) record updates (lo CLEC resale and BST retml records) processed
successully for E911 mcludmgthc Automauc Locanon Identlt‘ catnon (ALI) database

~ \,/‘:—&‘ s
R

Excll,Slonso L., PR T o 3 oA oweTt o in ,v\,\""A ';;_’\v ‘%\:» ;\ LR Ye ¥

e  Any resale order canceled by a CLEC
e Facilities-based CLEC orders

Business Rules: - e L RSt A

Accuracy is based on the number of records processed without error at the conclusmn of the processing cycle.
Mechanical processing starts when SCC (BST"s E911 vendor) receives E911 files containing telephone number (TN)
records extracted from BST’s Service Order Control System (SOCS). The system makes no distinction between CLEC
resale records and BST retail records.

Calculation: i P E T S L

E911 Accuracy = Z (Number of record individual updates processed with no errors +Total number of 1nd:v1dual record
updates) x 100

Report Structure;

e Reported for the aggregate of CLEC resale updates and BST retail updates
> State
» Region

Level of Disaggregation:

None

Data Retained

¢ Report month
e  Apogregate data

Retail Analog/Benchmark:

Parity by Design

E —Page 2
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911

Report/Measurement:

E-3. Mean Interval

Definition: -

Measures the mean interval processing of E911 batch orders (to update CLEC resale and BST retail records) meludmg
processing against the Automattc Locatlon Idenuﬁcatmn (ALI) database

AL

Exclusions: . . - o I O R

e  Any resale order canceled by a CLEC
o  Facilities-based CLEC orders

- e

Business Rules: -

The processing period is calculated based on the date and time processmg starts on the batch orders and the date and
time processing stops on the batch orders. Data is posted is 4-hour increments up to and beyond 24 hours. The system
makes no distinction between CLEC resale records and BST retail records.

Calculation:

E911 Mean Interval = Z (Date and time of batch order completion — Date and time of batch order submission) +
(Number of batch orders completed)

Report Structure:

e Reported for the aggregate of CLEC resale updates and BST retail updates
> State
» Region

Level of Disaggregation:

None

Data Retained

e Report month
e Apgregate data

Retail Analog/Benchmark:

Parity by Design

E—Page 3
October 2000




BellSouth Telecommunications Inc
PFSC Docket 001305-TP

Exhibit DAC -
BellSouth OSS Testing ot 107

Florida Interim Performance Metrics

TRUNK GROUP PERFORMANCE

Report/Measurement::’

TGP-1. Trunk Group Performance-Aggregate _

Definition: - s e T Sl PN T

The Trunk Group Performance report dlsplays, over a reportmg cycle, aggrcgatc. average trunk group blockmg data for
each hour of each day of the reportmg cycle, for both CLEC affectmg and BST affectmg_trunk groups

Exclusions: v L3 A

e Trunk Groups for whrch vahd data is not avallable for an entire study penod
o  Duplicate trunk group mformatlon

Businéss Ruless =~ .~ .0 ¢ 0 R S e R R

The purpose of the Trunk Group Performance Report is to provide trunk blocking measurements on CLEC and BST trunk
groups for comparison only. It is not the intent of the report that it be used for network management and/or engineering.

Monthly Average Blocking:

e The reporting cycle includes both business and non-business days in a calendar month.

e Monthly average blocking values are calculated for each trunk group for each of the 24 time consistent hours across
a reporting cycle.

Aggregate Monthly Blocking:

e Used to compare aggregate blocking across trunk groups which terminate traffic at CLEC points of presence versus
BellSouth switches.

e Aggregate monthly blocking data is calculated for each hour of the day across all trunk groups assigned to a
category.

Trunk Categorization:

o This report displays, over a reporting cycle, aggregate, average blocking data for each hour of a day. Therefore, for
each reporting cycle, 24 blocking data points are generated for two aggregate groups of selected trunk groups.
These groups are CLEC affecting and BellSouth affecting trunk groups. In order to assign trunk groups to each
aggregate group, all trunk groups are first assigned to a category. A trunk group’s end points and the type of traffic
that is transmitted on it define a category. Selected categories of trunk groups are assigned to the aggregate groups
so that trunk reports can be generated. The categories to which trunk groups have been assigned for this report are
as follows.

CLEC Affecting Categories:

Point A Point B
Category I: BellSouth End Office BellSouth Access Tandem
Category 3: BellSouth End Office CLEC Switch

Category 4: BellSouth Local Tandem CLEC Switch

Category 5: BellSouth Access Tandem CLEC Switch

Category 10: BellSouth End Office BellSouth Local Tandem
Category 16: BellSouth Tandem BellSouth Tandem

BellSouth Affecting Categories:

Point A Point B
Category 9: BeliSouth End Office BellSouth End Office
TGP - Page 1
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(TGP-1. Trunk Group Performance-Aggregate - Continued)

Calculation:

Monthly Average Blocking:

For each hour of the day, each day’s raw data are summed across all valid measurements days in a report cycle for
blocked and attempted calls.
The sum of the blocked calls is divided by the total number of calls attempted in a reporting period.

Aggregate Monthly Blocking:

For each hour of the day, the monthly sums of the blocked and attempted calls from each trunk group are separately
aggregated over all trunk groups within each assigned category.

The total blocked calls is divided by the total call attempts within a group to calculate an aggregate monthly
blocking for each assigned group.

The result is an aggregate monthly average blocking value for each of the 24 hours by group.

The difference between the CLEC and BellSouth affecting trunk groups are also calculated for each hour.

Report Structure;
e CLEC Aggpregate
e BST Aggregate
» State
Level of Disaggregation:
Trunk Group
Data Retained Relating to CLEC Experience Data Retained Relating to BST Experience
e Report Month e Report Month
o  Total Trunk Groups e Total Trunk Groups
¢  Number of Trunk Groups by CLEC o  Aggregate Hourly blocking per trunk group
¢  Hourly blocking per trunk group e  Hourly usage per trunk group
e Hourly usage per trunk group e Hourly call attempts per trunk group
e  Hourly call attempts per trunk group
Retail Analog/Benchmark:
Parity with Retail
TGP - Page 2

October 2000
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TRUNK GROUP PERFORMANCE

Report/Measurement:

TGP-2. Trunk GrorgLPerformance-CLEC Speclfic

Definition: - T L T e o

The Trunk Group Performance report dlsplays overa reportmg cycle, aggregate, average trunk group blocktng data for
each hour of each day of the reportmg cycle, for both CLEC affectmg and BST affect ng trunk g oups

Exclusions: ;. . . s

e  Trunk Groups for whlch vahd data is not avaxlable for an entire study penod
. Duphcate trunk group mformatlon

Business Rules: . 5.« 10 L A S e

The purpose of the Trunk Group Performance Report is to provide trunk blocking measurements on CLEC and BST trunk
groups for comparison only. It is not the intent of the report that it be used for network management and/or engineering.

Monthly Average Blocking:
o The reporting cycle includes both business and non-business days in a calendar month.
e Monthly average blocking values are calculated for each trunk group for each of the 24 time consistent hours across
a reporting cycle.
Aggregate Monthly Blocking:
e Used to compare aggregate blocking across trunk groups which terminate traffic at CLEC points of presence versus
BellSouth switches.
e Aggrepate monthly blocking data is calculated for each hour of the day across all trunk groups assigned to a
category.
Trunk Categorization:
e This report displays, over a reporting cycle, aggregate, average blocking data for each hour of a day. Therefore, for
each reporting cycle, 24 blocking data points are generated for two aggregate groups of selected trunk groups.
These groups are CLEC affecting and BellSouth affecting trunk groups. In order to assign trunk groups to each
aggregate group, all trunk groups are first assigned to a category. A trunk group’s end points and the type of traffic
that is transmitted on it define a category. Selected categories of trunk groups are assigned to the aggregate groups
so that trunk reports can be generated. The categories to which trunk groups have been assigned for this report are
as follows.
CLEC Affecting Categories:

Point A Point B
Category 1: BellSouth End Office BellSouth Access Tandem
Category 3: BellSouth End Office CLEC Switch

Category 4: BellSouth Local Tandem CLEC Switch

Category 5: BellSouth Access Tandem CLEC Switch

Category 10: BellSouth End Office BellSouth Local Tandem
Category 16: BellSouth Tandem BellSouth Tandem

BellSouth Affecting Categories:

Point A Point B
Category 9: BellSouth End Office BellSouth End Office
TGP - Page 3
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(TGP-2. Trunk Group Performance-Aggregate — Continued)

Calculation:

Monthly Average Blocking:

e For each hour of the day, each day’s raw data are summed across all valid measurements days in a report cycle for

blocked and attempted calls.

e The sum of the blocked calls is divided by the total number of calls attempted in a reporting period.

Aggregate Monthly Blocking:

e  For each hour of the day, the monthly sums of the blocked and attempted calls from each trunk group are separately
aggregated over all trunk groups within each assigned category.
e The total blocked calls is divided by the total call attempts within a group to calculate an aggregate monthly

blockirg for each assigned group.

o  The result is an aggregate monthly average blocking value for each of the 24 hours by group.
e The difference between the CLEC and BellSouth affecting trunk groups are also calculated for each hour,

Report Structure; -
o CLEC Specific
» State
Level of Disaggregation:
Trunk Group
Data Retained Relating to CLEC Experience Data Retained Relating to BST Experience
e Report Month e Report Month
e Total Trunk Groups e Total Trunk Groups
e  Number of Trunk Groups by CLEC e Aggregate Hourly blocking per trunk group
e Hourly blocking per trunk group e Hourly usage per trunk group
e  Hourly usage per trunk group o  Hourly call attempts per trunk group
o  Hourly call attempts per trunk group
Retail Analog/Benchmark:
Parity with Retail
TGP - Page 4
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TRUNK GROUP PERFORMANCE

Report/Measurement:

TGP-3. Trunk Group Servxce Report

MY

Definition:

A report of the percent blocking above thc Measured B]ockmg Threshold (MBT) on all fmal trunk groups between
CLEC Points of Tcrrmnatlon and BST cnd ofﬁces or tandems

Exclusions: ~ -~ - .. .-« - 7 C T s s e T e T T g

o  Trunk groups for whlch vahd trafﬁc data is not avallable
» High use trunk  groups

Business Rules;

Traffic trunking data measurements are validated and processed by the Network Informgmgn Warehousc (NIW), on an
hourly basis for Business and non-business Days . The traffic load sets, including offered load and observed blocking
ratio (calls blocked divided by calls attempted), are averaged for the entire report period, and the busy hour is selected.
The busy hour average data for each trunk group is captured for reporting purposes. Although all trunk groups are
available for reporting, the report highlights those trunk groups with blocking greater than the Measured Blocking
Threshold (MBT) and the number of consecutive monthly reports that the trunk group blocking has exceeded the MBT.
The MBT for CTTG is 2% and the MBT for all other trunk groups is 3%.

Calculation:

Measured blocking = @tal number of blocked calls) / (Total number of attemptcd calls) X 100

Report Structure:

e BST Aggregate
» CTIG
» Local
o CLEC Aggregate
» BST Administered CLEC Trunk
» CLEC Administered CLEC Trunk
¢ CLEC Specific
» BST Administered CLEC Trunk
» CLEC Administered CLEC Trunk

Level of Disaggregation;
State
Data Retained Relating to CLEC Experience: Data Retained Relating to BST Experience:
¢  Report month e  Report month
e Total trunk groups e  Total trunk groups
e  Total trunk groups for which data is available ¢  Total trunk groups for which data is available
e Trunk groups with blocking greater than the MBT e Trunk groups with blocking greater than the MBT
e Percent of trunk groups with blocking greater than e Percent of trunk groups with blocking greater than
the MBT the MBT
Retail Analog/Benchmark: : Ny S e R ‘ s
Parity with Retail
TGP —Page 5
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Report/Measurement: -

TGP-4. Trunk Group Servrce Detall

Definition: R Lo R

sl A s
3

A detailed list of all ﬁnal trunk groups between CLEC Points of Presence and BST end ofﬁces or tandems, and the

actual blockmg performance when the blockmg excceds the Measured Blockmg Threshold (MBT) for xhe trunk groups.
Exclusionss .-« ™ 3 S e AR

e  Trunk groups for wluch valld trafﬁc data is not ava1lable
e High use trunk groups

Business Rules:

Traffic trunking data measurements are vahdated and processed by the Nelwork Information Warehouse (NIW) on an
hourly basis for Business and non-business Days. The traffic load sets, including offered load and observed blocking
ratio (calls blocked divided by calls attempted), are averaged for the entire report period. and the busy hour is selected.
The busy hour average data for each trunk group is captured for reporting purposes. Although all trunk groups are
available for reporting, the report highlights those trunk groups with blocking greater than the Measured Blocking
Threshold (MBT) and the number of consecutive monthly reports that the trunk group blocking has exceeded the MBT.
The MBT for CTTG is 2% and the MBT for all other trunk groups is 3%.

Calculation: -

Measured blockmg {Total number of blocked calls) / (Total number of attempted calls) X 100

Report Structure:

¢  BST Specific/CLEC Specific
Traffic Identity
TGSN

Tandem

End Office

CLEC POT
Description
Observed Blocking
Busy Hour
Number Trunks
Valid study days
Number reports
Remarks

YVVVVVVVVVVYYV

Level of Disaggregation:

State

Data Retained Relating to CLEC Experience:

Data Retained Relating to BST Experience:” . << °

e  Report month

Total trunk groups

Total trunk groups for which data is available

Trunk groups with blocking greater than the MBT

Percent of trunk groups with blocking greater than

the MBT

e Traffic identify, TGSN, end points, description, busy
hour, valid study days, number reports

Report morith

Total trunk groups

Total trunk groups for which data is available

Trunk groups with blocking greater than the MBT
Percent of trunk groups with blocking greater than
the MBT

e Traffic identify, TGSN, end points, description, busy

Retail Analog/Benchmark:

hour, valid study days, number reports

Parity with Retail

TGP - Page 6
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COLLOCATION

Report/Measurement:

C-1. Average Response Tlme
Definition: : ‘

Measures the average time (counted in calendar days) from the recelpt of a complete and accurate collocanon apphcatlon
to the date BellSouth returns a response

o’ v

Exclusions: - . -~ 35

Any application cancelled by the CLEC

Sl iy T, Qe ‘_;\,\_5—.“.

Business Rules: :-< -

The clock starts on the date that BST receives a complete and accurate collocatlon applrcanon The clock stops on the

date that BST returns a response The clock will restart upon recerpt of changes to the original apphcatlon request
Calculation: " N :

Average Response Time = Z[(Request Response Date) - (Request Submlss:on Date)] / Count of Responses Returned
within Reporting Perrod

Report Structuré: -~ - ... - R T T T

¢ Individual CLEC (alnas) aggregate
o Agpregate of all CLECs

Level of Disaggregation: ..

e State, Region and further geographic disaggregation as required by Slate Commission Order
Virtual-Initial

Virtual-Augment

Virtual-Combined

Physical-Initial

Physical-Augment

Physical-Combined

o Caged/Cageless (under development)

Data Retained

e Report period
e Agpregate data

Retail Analog/Benchmark:

Virtual 15 Calendar Days
Physical 15 Calendar Days

C-Pagel
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COLLOCATION
Report/Measurement: . . . .- I L 2 T e : 2
C-2. Average Arrangement Ttme _
Definitionz » =~ o lsoc o R I I TR SR E O R S I e

Measures the average time (counted in calendar days) from the recelpt of a oomplete and accurate Bone dee ﬁrm order

to the date BST completes the collocatton arrangement and nottﬁes the CLEC.
Exclusions: ‘

Any Bona Fide firm order cancelled by the CLEC

Business Rules:

The clock starts on the date that BST receives a complete and accurate Bone Ftde firm order. The clock stops on the date
that BST completes the collocanon arrangement and nonﬁes the CLEC

<

Calculation: - - ; ot

Average Arrangement Tlme Z[(Date Collocatton Arrangement is Complete) (Date Order for Collocatton Ammge

ment Submitted)] / Total Number of Collocation Arrangements Completed durmg Reportmg Period.
Report Structure: .

e Individual CLEC (alias) aggregate
e Aggregate of all CLECs

Level of Disaggregation: -

o State, Region and further geographicdisaggregation as required by State Commission Order
Virtual-Initiai

Virtual-Augment

Virtual-Combined

Physical-Initial

Physical-Augment

Physical-Combined

e Caged/Cageless (under development)

Data Retained

¢ Report period
e Agpregate data

Retail Analog/Benchmark:

e Physical 90 Calendar Days

Physical Augment (with space increase) 90 Calendar Days
Physical Augment (without space increase) 45 Calendar Days
Virtual 60 Calendar Days

Virtual Augment (with space increase) 60 Calendar Days
Virtual Augment (without space increase) 45 Calendar Days

C-Page?2
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COLLOCATION
Report/Measurement:; -

C-3. Percent of Due Dates Mlssed
Definition: : ¥

Measures the percent of mrssed due dates for collocatron arrangements ,
Exclusions: . 2 Tl Tl W v g

Any Bona F|de ﬁrm order cancelled by the CLEC

Business Rules:

Percent Due Dates Missed is the percent of total collocatron arrangements whrch BST is unable to complete by end of the
ILEC committed due date. The clock starts on the date that BST receives a complete and accurate Bona Fide firm order.
The arrangement is considered a missed due date if it is not compleled on or before the committed due date.

Calculation: .

% of Due Dates Missed = X (Number of Completed Orders that were not completed w/T ILEC Committed Due Date dur
ing Reporting Period) l Number of Orders Completed in Reportmg Perrod) X 100

Report Structure:

Individual CLEC (alias) aggregate
Agaregate of all CLECs

Level of Disaggregation:

State, Region and further geographicdisaggregation as required by State Commrssron Order
Virtual-Augment

Virtual-Combined

Physical-Initial

Physical-Augment

Physical-Combined

Caped/Cageless (under development)

Data Retained:

Report period
Aggregate data

Retail Analog/Benchmark:

90% < Commit Date (Virtual and Physical)

C-—Page3
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CHANGE MANAGEMENT

\n‘,,‘ o | : Do, T T e e Do TEOISARE M aNw e, g oo Tt s ma
Report/Measurements i I3 a2 3L s PEE 00, 7 g ik 1 CL R DS B B T o

Sk DF B

CM-1. Timeliness of Change Mauement Notnces

L2 *'g’; 3 éﬂ < ;}.&‘;&A éxi,gg

Definition: <7 25 &34 > 3 iy T

Measures whether CLECs receive requnred notices on time to prepare for ILEC mterfacc/system changes so CLEC
interfaces are not lmpalred by change

TR DA AR LI T PR L TR Ay PR

‘Exclusions: > £ 350 5355 s

None
Business Rules: ‘75w oa b S sks Sy hobow oy

LAY N SIEWTS TN EETNTY o hE P mieuhea g a?
58 PR PR ALL R L SRR e T TR R

This metric is desagncd to measure the percent of change management notices sent to the CLECs according to notification
standards and timeframes set forth in the Change Control Process. The CCP is used by BeilSouth and the CLECs to

manage requested changes to the BcllSouth Local Interfaces.

Calculation: * .- - R

TS P .. FRRE T W s A Bty cre T il i
3 B DA TR g L e L T BRSBTS
¥ {(Change Managemcnt Notxﬁcanons Sent Within Required Timeframes) + (Total Number of Change Management

Notifications Sent)] X 100 _ ] :

2 LAy F1e EREEDAPCESYR \\:_‘ -

Report Structure:” > - 535 & Lo R SRR IS SO

BST Aggregate

Level of Disaggregations; " < "2 7 "y g0 070

L i e g e oY
”:r‘ ‘;&!? «ge 7@ g ”};5 FERCES SRR WO 2%

Region
Data Retained : SR S Tt e e et S g FRAR e L B A 0T et e
¢ Report Period

e Notice Date

s Release Date

Retail Analog/Benchmark ;. . 7277 . o EEe R RN e B T S S 2Ry

98% on Time

CM —Page 1
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CHANGE MANAGEMENT
Report/Measurements 5«57 5 .~ &2 % oo nEn viw RN E PR L TR A LD S e o R R
CM-2. Aver%l)elay Days for Chagge Manggement Notxces
Definition:. -, . .. "0 % w00 A R R BRI U L A D R R RO B8

Measures the average delay days of change management notices sent outsu:le the tlmcframe set forth in the Change Control

Process.
Exclusionsi® #3278
None
Biisiness Rules; = = & ki -7 . L0 o PR Ew 0 g B el e VR W S U O A
This metric is designed to measure the percent of change management notices sent to the CLECs according to notlﬁcatton
standards and timeframes set forth in the Change Control Process. The CCP is used by BellSouth and the CLEC:s to
manage requested changcs to the Bel[South Local Interfaces
Calculation:~ . .~ .« s L RE Rty feReR w6 T Ao el o dsl, o r B
¥, [(Date Notice Sent - Datc NOthe Due) (Total Number of Nonces Sent)]
‘Report Structure;* = . el BT T
BST Aggregate

W2y Aqy 7 -y
LT e R A e T Y

Level of Disaggregation: © R T i e R R I N 3 i et P AR o
Region
Data Retained - - . : NS I 3 .

e Report Period
» Notice Date
o Release Date
Retail Analog/Benchmark
90% < 5 Days

CM -Page?2
October 2000
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CHANGE MANAGEMENT

‘Report/Measurements 3. < L% T g A Ui b Ty Se F S i ST el R T e LT gl L TR

CM-3. Timeliness of Documents Assocxated wnth Change

Definition: . 7 - 0% e W0 U Ty G e o e UM iR A R a8 vt IR ok Yo Lot ALY
Measures whether CLECs received documentatlon on time to prepare for ILEC interface/system changcs so CLEC
interfaces are not ualred by change

Exclusions: > ** Sk Ty AR AR R R Y b SRR ERRE D
None

Business Rules: S SRR e e P EE FASR RS SR PR e

This metric is demgned to meaeure the pefcent of documentation sent to the CLECs accordmg to documentation standards
and timeframes set forth in the Change Control Process. The CCP is used by BellSouth and the CLECs to manage

requested changes to the Bel]South Local Interfaccs

Calculation: . .- . [: Sl r sk R T
¥ [(Change Management Documentanon Sent Wlthm Requlred Tlmeframcs after Notxces) + (Total Number of Change
Management Documentation Sent)] X 100

Report Structure:'. = . 7% “wb, S8y cg a0 B v W DR Ay Nl el T

BST Aggregate

Level of Disaggregations : = % xv . Y3 i &
Region

Data Retained " . - Ty : B T T 4o s
* Report Period
o Notice Date
o Release Date :
Retail Analog/Benchmark =~ . =~ * -~~~ &0 LAy A

98% on Time

CM ~Page 3
October 2000
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CHANGE MANAGEMENT

»

. N Y e e Y TR, st B S s e ila e
Reportheasurement. AL iy Moty ey ’é;;‘* L \‘}"‘é“;b D Tt B I R LT A WL T S ot

CM-4. Average Delay Dals for Dccumentatlon

N T, % % PR A ! LR EE o, u‘ B tHw & .
Definition: © <3 8 o AE D g0 g e R R o I R e N o BT i i By LT

5

Measures the average delay days of documentation sent outside the txmcframe set forth in thc Changg Control Process.

Exclusions: 117" ©¢ /. Vi 550 L0NE e e @ PR MBS EAGES FOIR R B I RN RRR T

None
| Business Rules: i 51550 208 e .3 L R S kSN B

E

rrap sty AR
Do & 1“3 ‘\ t-zi'ri' T out ,¢ °'“‘"‘r§?k‘v a—?&

This metric is designed to measure the percent of documcntanon sent to the CLECs according to notification standards and
timeframes set forth in the Change Control Process. The CCP is used by BellSouth and the CLECs to manage requested
changes to the BellSouth Local Interfaces

Calculation; = . - .. T Cinn U Ry e 2 S ED ; R I R RS
¥ [(Date Documentatlon Provnded Datc Documentatlon Due) (Total Change Management Documents Scnt)}

Report Structure: -~} 751,35 220084 B L W e e i SR AR PR B RE TR ST L BRI
BST Aggregate

Level of Disaggregation: . - R e R PR S AR
Region

: 3 - LR . - % o . L e Y DI Lot D g B e
Data Retained -~ ... . S T T T B o e A RN = A AN

*  Report Period
. Notice Date
. Release Date

Retail Analog/Benchmark

90% < 5 Days

CM - Page 4
October 2000



Appendix A: Reporting Scope

BellSouth OSS Testing
Florida Interim Performance Metrics

BellSouth Telecommunications Inc
PFSC Docket 001305-TP

Exhibit DAC - 1

Page 97 of 104

‘u‘. v . i IR
RS ‘s;er"ﬁ” 1},?»3

% ,,,,«

e B Ly B S e

Tz
T
v

TR TR S

Standard Service Order Activities

These are the generic BST/CLEC service
order activities that are included in the Pre-
Ordering, Ordering, and Provisioning
sections of this document. It is not meant to
indicate specific reporting categories.

» New Service Installations

» Service Migrations Without Changes

» Service Migrations With Changes

» Move and Change Activities

» Service Disconnects (Unless noted otherwise)

Ly sntei a8 e

Bl Fa e i

Pre-Ordering Query Types:

Maintenance Query Types:

» Address

» Telephone Number

» Appointment Scheduling
» Customer Service Record
» Feature Availability

Med et ada FEVSS R Firgar B WY B0V & Lu 5
Sl D A S 45’35'?“ e L R

e R end
DBl 5 T

"
L,
‘s;

M ey
S L Ay

B D EE PR

5 %‘%’M '!‘rg '\Q ~&f;g‘,w ﬁw‘ o \{i%mf‘m‘*‘ 13 ij.r' Gt

Report Levels

> CLECRESH

» CLEC State

» CLEC Region

» Aggregate CLEC State
» Aggregate CLEC Region
> BST State

» BST Region

Appendix A — Page 1
October 2000
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Appendix B: Recommended Additional Metrics

KPMG has agreed to investigate the feasibility of capturing these additional metrics results
through its role as an ALEC during the testing. These additional metrics include:

Percent Service Loss from Early and Late Cuts

Percent of Hot Cuts Not Working When Initially Provisioned

Percent Completions or Attempt without Notice or with Less than 24 Hours Notice
Percent Order Accuracy

Percent of Orders Canceled or Supplemented at the Request of BellSouth
Percent and Timeliness of EDI and TAG LSR Acknowledgments
Provisioning Troubles Prior to Loop Acceptance

Percent Orders Canceled After Missed Due Date

Percent Found OK/Test OK/CPE

ALEC Center Call Abandonment Rate

Average Notification of Interface/OSS Outage

Percent of Change Management Notices and Documentation Sent on Time
Percent of Software Certification Failures and Software Problem Resclution
Percent Billing Errors Corrected in X days

Loop Make-up Information Timeliness

Provisioning Trouble Reports Prior to Service Order Completion
Coordinated Customer Conversions as a Percentage On-Time

Service Inquiry with Firm Order (Manual)*

Percent Troubles within 7 days of a Hot Cut’

Supplemental Metrics as of November 16, 2000

Appendix B — Page 1
October, 2000
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Appendix C: Glossary of Acronyms and Terms

A ACD Automatic Call Distributor - A service that provides status monitoring of agents in a call
center and routes high volume incoming telephone calls to available agents while
collecting management information on both callers and attendants.

AGGREGATE Sum total of all items in like category, e.g. CLEC aggregate equals the sum total of all
CLECs’ data for a given reporting level.

ALEC Alternative Local Exchange Company = FL. CLEC

ASR Access Service Request - A request for access service terminating delivery of carrier

traffic into a Local Exchange Carrier’s network.

ATLAS Application for Telephone Number Load Administration System - The BellSouth
Operations System used to administer the pool of available telephone numbers and to
reserve selected numbers from the pool for use on pending service requests/service

orders.
ATLASTN ATLAS software contract for Telephone Number
AUTO The number of LSRs that were electronically rejected from LESOG and electronically

CLARIFICATION | returned to the CLEC for correction.

B BILLING The process and functions by which billing data is collected and by which account
information 1s processed in order to render accurate and timely billing.

BOCRIS Business Office Customer Record Information System - A front-end presentation
manager used by BellSouth organizations to access the CRIS database.

BRC Business Repair Center — The BellSouth Business Systems trouble receipt center which
serves large business and CLEC customers.

BST BellSouth Telecommunications, Inc.
C CKTID A unique identifier for elements combined in a service configuration
CLEC Competitive Local Exchange Carrier
cLp Competitive Local Provider = NC CLEC
CMDS Centralized Message Distribution System - BellCore administered national system used

to transfer specially formatted messages among companies.

COFFI Central Office Feature File Interface - A BellSouth Operations System database which
maintains Universal Service Order Code (USOC) information based on current tariffs.
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Appendix C: Glossary of Acronyms and Terms — Continued

C COFIUSOC COFFI software contract for feature/service information
CRIS Customer Record Information System - The BellSouth proprietary corporate database
and billing system for non-access customers and services.
CRSACCTS CRIS software contract for CSR information
CSR Customer Service Record
CTTG Common Transport Trunk Group - Final trunk groups between BST &
Independent end offices and the BST access tandems.
D DESIGN Design Service is defined as any Special or Plain Old Telephone Service Order which
requires BellSouth Design Engineering Activities
DISPOSITION & Types of trouble conditions, e.g. No Trouble Found, Central Office Equipment,
CAUSE Customer Premises Equipment, etc.
DLETH Display Lengthy Trouble History - A history report that gives all activity on a line
record for trouble reports in LMOS
DLR Detail Line Record - All the basic information maintained on a line record in LMOS,
e.g. name, address, facilities, features etc.
DOE Direct Order Entry System - An internal BeliSouth service order entry system used by
BellSouth Service Representatives to input business service orders in BellSouth format.
DOE (Direct Order Entry) Support Application - The BellSouth Operations System
DSAP which assists a Service Representative or similar carrier agent in negotiating service
provisioning commitments for non-designed services and UNEs.
DSAPDDI DSAP software contract for schedule information
DSL Digital Subscriber Line
E E911 Provides callers access to the applicable emergency services bureau by
dialing a 3-digit universal telephone number.
EDI Electronic Data Interchange - The computer-to-computer exchange of inter and/or intra
company business documents in a public standard format.
F FATAL REJECT | The number of LSRs that were electronically rejected from LEO, which checks to see
of the LSR has all the required fields correctly populated
FLOW- In the context of this document, LSRs submitted electronically via the CLEC
THROUGH mechanized ordering process that flow through to the BST OSS without manual or
human intervention.
FOC Firm Order Confirmation - A notification returned to the CLEC confirming that the

LSR has been received and accepted, including the specified commitment date.

Appendix C ~ Page 2
October 2000



BellSouth Telecommunications Inc

PFSC Docket 001305-TP
Exhibit DAC - 1
BellSouth OSS Testing Page 101 of 104
Florida Interim Performance Metrics
Appendix C: Glossary of Acronyms and Terms - Continued
G
H HAL “Hands Off” Assignment Logic - Front end access and etror resolution logic used in
interfacing BellSouth Operations Systems such as ATLAS, BOCRIS, LMOS, PSIMS,
RSAG and SOCS.
HALCRIS HAL software contract for CSR information
| ISDN Integrated Services Digital Network
IPC Interconnection Purchasing Center
K
L LCSC Local Carrier Service Center - The BellSouth center which is dedicated to handling
CLEC LSRs, ASRs, and Preordering transactions along with associated expedite
requests and escalations.
LEGACY SYSTEM | Term used to refer to BellSouth Operations Support Systems (see OSS)
LENS Local Exchange Negotiation System - The BellSouth LAN/web server/OS application
developed to provide both preordering and ordering electronic interface functions for
CLECs.
LEO Local Exchange Ordering - A BellSouth system which accepts the output of EDI,
applies edit and formatting checks, and reformats the Local Service Requests in
BellSouth Service Order format.
LESOG Local Exchange Service Order Generator - A BellSouth system which accepts the
service order output of LEO and enters the Service Order into the Service Order
Control System using terminal emulation technology.
LMOS Loop Maintenance Operations System - A BellSouth Operations System that stores the
assignment and selected account information for use by downstream OSS and
BellSouth personnel during provisioning and maintenance activities.
LMOS HOST LMOQOS host computer
LMOSupd LMOS updates
LNP Local Number Portability - In the context of this document, the capability for a
subscriber to retain his current telephone number as he transfers to a different local
service provider.
LOOPS Transmission paths from the central office to the customer premises.
LSR Local Service Request — A request for local resale service or unbundled network
elements from a CLEC.
M MAINTENANCE & | The process and function by which trouble reports are passed to BellSouth and by
REPAIR which the related service problems are resolved.
MARCH A BellSouth Operations System which accepts service orders, interprets the coding
contained in the service order image, and constructs the specific switching system
Recent Change command messages for input into end office switches.
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NC “No Circuits” - All circuits busy announcement

0ASIS Obtain Availability Services Information System - A BellSouth front-end processor,
which acts as an interface between COFFI and RNS. This system takes the USOCs in
COFFI and translates them to English for display in RNS.

OASISBSN OASIS software contract for feature/service

OASISCAR OASIS software contract for feature/service

OASISLPC OASIS software contract for feature/service

OASISMTN OASIS software contract for feature/service

OASISNET OASIS software contract for feature/service

OASISOCP OASIS software contract for feature/service

ORDERING The process and functions by which resale services or unbundled network elements are
ordered from BellSouth as well as the process by which an LSR or ASR is placed with
BellSouth.

OSPCM Outside Plant Contract Management System - Provides Scheduling Information.

0SS Operations Support System - A support system or database which is used to mechanize
the flow or performance of work. The term is used to refer to the overall system
consisting of hardware complex, computer operating system(s), and application which
is used to provide the support functions.

OUT OF SERVICE | Customer has no dial tone and cannot call out.

POTS Plain Old Telephone Service

PREDICTOR The BeliSouth Operations system which is used to administer proactive maintenance
and rehabilitation activities on outside plant facilities, provide access to selected work
groups (e.g. RRC & BRC) to Mechanized Loop Testing and switching system I/O
ports, and provide certain information regarding the attributes and capabilities of
outside plant facilities.

PRECRDERING The process and functions by which vital information is obtained, verified, or validated
prior to placing a service request.

PROVISIONING The process and functions by which necessary work is performed to activate a service
requested via an LSR or ASR and to initiate the proper billing and accounting
functions.

PSIMS Product/Service Inventory Management System - A BellSouth database Operations
System which contains availability information on switching system features and
capabilities and on BellSouth service availability. This database is used to verify the
availability of a feature or service in an NXX prior to making a commitment to the
customer.

PSIMSORB PSIMS software contract for feature/service
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Q

R RNS Regional Negotiation System - An internal BellSouth service order entry system used
by BellSouth Consumer Services to input service orders in BellSouth format.
Residence Repair Center - The BellSouth Consumer Services trouble receipt center

RRC which serves residential customers.

Regional Street Address Guide - The BellSouth database, which contains street

RSAG addresses validated to be accurate with state and local governments.

RSAG software contract for address search

RSAGADDR RSAG software contract for telephone number search

RSAGTN

S S0CS Service Order Control System - The BellSouth Operations System which routes
service order images among BellSouth drop points and BellSouth Operations Systems
during the service provisioning process.

SOIR Service Order Interface Record - any change effecting activity to a customer account
by service order that impacts 911/E911.

T TAFI Trouble Analysis Facilitation Interface - The BellSouth Operations System that
supports trouble receipt center personnel in taking and handling customer trouble
reports.

TAG Telecommunications Access Gateway — TAG was designed to provide an electronic
interface, or machine-to-machine interface for the bi-directional flow of information
between BellSouth’s OSSs and participating CLECs.

TN Telephone Number

TOTAL MANUAL | The number of LSRs which are entered electronically but require manual entering into

FALLOUT a service order generator.

U UNE Unbundled Network Element

\4 VSEEM Voluntary Self Effectuating Enforcement Mechanism

W | WIN A unique identifier for elements combined in a service configuration

X

Y

Z

z Sum of:
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KPMG Consulting during Phase I will conduct a special study of end-to-end timing of pre-ordering and
ordering transactions (from initial receipt of the transaction by BST {Start Time for Duration} to
transmission of the response/rejection/confirmation to the CLEC { End Time for Duration}) in order to
assess whether the definitions of response/rejection/confirmation time { Duration Target} used in selected
metrics are appropriate. This study will determine the transit times between the CLEC interface and the
BST legacy systems. Loop qualification and loop make-up queries are not automated functions for BST.
Therefore, these are not included in this metric. However, KPMG Consulting will make a special study
of the timing of these queries relative to BST Retail operations.

Category | Service Quality Duration Target Start Time for | End Time
Measurement Duration for Duration
1. {OSS Average Response Time and | Response Time Initial Receipt | Transmission
Response Interval (Pre- of the of the
Ordering/Ordering) transactions by | response to
BST the CLEC
2. | Ordering | Reject Interval Reject Interval Initial receipt Transmission
of the order by | of the
BST rejection to
the CLEC
3. | Ordering | Firm Order Confirmation Timeliness Initial Receipt | Transmission
Timeliness Duration of the order by | of the
BST confirmation
to the CLEC
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BELLSQUTH’S AUDIT POLICY

A. BELLSOUTH’S Internal AUDIT POLICY:

BellSouth’s internal efforts to make certain that the reports produced by the PMAP plattorm are of the highest
accuracy has been formalized into a Performance Measurements Quality Assurance Plan (PMQAP) that
documents and augments existing quality assurance processes integral to the production and validation of
Performance Measurements data.

The plan consists of three sections:
1) Change Control addresses the quality assurance steps involved in the introduction of new
measurements and changes to existing measurements.
2) Production addresses the quality assurance steps used to create monthly SQM reports.
3) Monthly Validation addresses the quality assurance steps used to ensure accurate posting of monthly
results.

The BeliSouth PMQAP will ensure that BellSouth effectively and consistently provides accurate performance
measurements data for the activities included in the SQM. The BellSouth Internal Audit department will audit
this plan and its quality assurance steps annually, beginning in 4Q01.

B. BELLSOUTH'S External AUDIT POLICY:

BellSouth currently provides many CLECs with audit rights as a part of their individual interconnection
agreements, BellSouth has developed a proposed Audit Plan for use by the parties to an audit. If requested
by a Public Service Commission or by a CLEC exercising contractual audit rights, BellSouth will agree to
undergo a comprehensive audit of the current year aggregate level reports for both BeliSouth and the CLECs
for each of the next five (5) years (2001 — 2005), to be conducted by an independent third party auditor. The
results of audits will be made available to all the parties subject to proper safeguards to protect proprietary
information. Requested audits include the following specifications:

1. The cost shall be borne 50% by BellSouth and 50% by the CLECSs.

2. The independent third party auditor shall be selected with input from BellSouth, the PSC, if
applicable, and the CLEC(s).

3. BeliSouth, the PSC and the CLECs shall jointly determine the scope of the audit.

These comprehensive audits are intended to provide the basis for the PSCs and CLECs to determine
that the SQM and PMAP produce accurate data that reflects each States Order for performance
measurements. Once this has been verified by audit, the BellSouth PMQAP will provide the basis for
future audits.



