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-..& 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 &E€s-L3eIlSouth to provide non-discriminatory access to Competitive Local Exchange 
Carriers (CLEC)I 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 kom 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 
influence the S Q M h  .. 

requirements of the industry:. New measurements are added as new 

. .  -The SQM and the reports flowing from it must change to reflect the dynamic 
produeis? s~stcn-is, 

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, (e 

correct errors, &wid respond to both 3d Party audit 
I'SC and Florida .f'SC. 

This document is intended for use by someone with &&&nowledge of telecommunications industry, 
information technologies and a functional knowledge of the subject areas covered by the BellSouth 
Performance ~ n 2 e a s ~ i r e i i i e i i t s  and the reports that flon from ihem. 

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.) 

, requireinents and both the Georgia 

.-( 

Once ir is approved. the most ctirrent copy oftliis document can tie found on the web at URL: && 
gn~ar~.bellsoirth.cori~ in the Help folder. 

Each rriontli, preliminnry SQM reports will be posted to HellSouth's SQM weh site 
(lr~rps:ilwww.pm2cp.h~llsoti~h.com) by 8 9 0  A.M. t S 1  on tjie 21ir day o fmeh  montli or the first busii.tess 
day after ihe 31 st. Final validated Sob1 repot% will be posted by S:OO A.M. on the last daq ofthe month. 

I iv 

CLEC SQbl repoi?s will bc consiclered delivered when posted to the v;eh sire. The Floi.ida PnuMie Seriice 
Conimissictn (11. PSC) G I i  be given access lo the cveh site. in addition. a copy of the il/lonthly State 
Sirinmary reports \vi][ be filed \vi& the FL. PSC as sooxz as pcissihlc after thc last day of each month. 
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m OSS-1: Average Response Time and Response Interval (Pre-Ordering/ 

Ordering) : m 
m 
P 
a Definition 

z 

Exclusions - 

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

m 

None 

Business Rules 
The average response time for retrieving pre-ordedorder information from a given legacy system is determined 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. 

7 
9 
9 
P 

The response interval starts when the client application (LENS or TAG for CLECs and RNS or ROS for RSFlieilSnu1i~) submits a 
request to the legacy system and ends when the appropriate response is returned tn 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. 

& 
6 

and the number whicb 4&6-5-are leis 11m1 or q u i 1  10 6.3 seconds are also captured. a 

E 
?. z 

sprettt- 

Calculation 

Pel+& 
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6'3 Avg. Sec. #of  Calls sec. System Contract Data c 2.3 sec. > 6 sec. 

RSAG RSAG-ADDR Address X X X X X 

ATLAS ATLAS-TN TN X X X X X 

DSAP DSAPRRI Schedule X X X X X 

CRIS CRSOCSR CSR X X X X X 

Florida Interim Performance Metrics 
port Systems (OSS) 

OSS (Operations Support Systems)Operations Sup- 
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3 m 
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OASIS I OASISBIG I Feature/Service I x X X X X 
ii s 
,A 

-- 6.3 Avg. See. #of  Calls sec. System Contract Data e 2.3 sec. > 6 sec. 

RSAG I RSAG-TN I Address I X I X I X I X I X 

nl 
3 
n 
?II 
m 

I 
RSAG I RSAG-ADDR I Address X X X X X 

ATLAS I ATLAS-TN I T N  I X I X I X I X I X 

Li 
0 
0 s 

DSAP 
HAL 
COFFl 
P/SIMS 

VI m 
s - DSAPRRI Schedule X X X X X 

HALKRIS CSR X X X X X 

PSIMS/ORB Feature/Service X X X X X 

COFFIRTSOC Feature/Service x X X X X s 
E - 

I I I I I I I 

CRIS 1 CRSECSR I CSR X X I X I X I X 

System 

RSAG 
RSAG 
ATLAS 
ATLAS 
ATLAS 
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Contract Data 

RSAG-TN Address 
RSAG-ADDR Address 
ATLAS-TN TN 
ATLAS-MLH TN 
ATLAS-DID TN 

c 2.3 sec. 

X 

X 

X 

X 

X 

'+z 6.3 Avg. sec. #o f  Calls sec. > 6 sec. 

X X X X 

X X X X 

X X X X 

X X X X 

X X X X 

DSAP I DSAP-DW I Schedule X X X X X 
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Report Structure 
* Not CLEC Specific 
* Not pmduct/service specific 

Regional Level 

Data Retained 

Relating to CLEC Experience 

TAG 

* Report amtie \Ion& - Legacy Contract Trpe (per reporting dimension) 
* Regional Scope ! .  Hours of Downtime 

CLEC X 

t-- 

LENS 

OSS Interface Availability 

CLEC X 
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BOCRIS I CLECBST 

I Application I Applicable to 1 K Availability 1 
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DSAP 

RSAG 
SOCS 

CLECBST X 

CLECBST X 

CLECBST X 

I€&E€ I x 

LESOG CLEC X 

Pm46 &EG x 
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Relating to CLEC Experience _ _ _ _ ~  - Availability of CLEC TAFI - Availability of LMOS HOST, MARCH, SOCS, CRIS, 

* ECTA 
PREDICTOR. LNP and OSPCM 

- a 
ii: 
3 
8 - Availability of BellSouth TAFI - Availability of LMOS HOST. MARCH, SOCS, CRIS, 

PREDICTOR, LNP and OSPCM 
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Version 3.00 1-8 Issue Date: BsteBeFJunel, 28882001 

n m 



@ BELLSOUTH‘ 
Florida Interim Performance Metrics 
port Systems (OSS) 

OSS (Operations Support Systems)Operations Sup- 

J 

Version 3.00 1-9 Issue Date: Q&&mJunel. 28882001 





@ BELLSOUTH 
Florida interim Performance Metrics 
port Systems (OSS) 

OSS (Operations Support Systems)Operations Sup- 

4 

Version 3.00 1-11 issue Date: Q&&efJunel, ?0@32001 



@ BELLSOUTH" 
Florida Interim Performance Metrics 
port Systems (OSS) 

OSS (Operations Support Systems)Operations Sup- 

.. 

H 

Version 3.00 

~~ ~ 

1-12 Issue Date: QstebeFJunel, 28882001 



@ BELLSOUTH 
Florida Interim Performance Metrics 
port Systems (OSS) 

OSS (Operations Support Systems)Operations Sup- 

4 

Version 3.00 1-13 Issue Date: Q&&efJune?, 28882001 





@ BELLSOUTH' 
Florida Interim Performance Metrics 
port Systems (OSS) 

OSS (Operations Support Systems)Operations Sup- 

ine 

I Relating io CLEG Experience 

isa mark 

J 

Version 3.00 1-15 Issue Date: &A&wJunel, 2€@QZOO1 



*@ BELLSOUTH" 
Florida Interim Performance Metrics Ordering 

Section 2: Ordering 

Version 3.00 2- 1 Issue Date: QdefwJunel, 28882001 



@ BELLSOUTH @ 

Florida Interim Performance Metrics Ordering 

18th Experience 
-~ -1 b 

m 
3 

Q 

m 

ieg to CLEC Experience 

W 

.J 

Version 3.00 2-2 Issue Date: BsteBeFJunel, 2Q0Q2051 



@ BELLSOUTH" 
Florida Interim Performance Metrics Ordering 

e essa P 
? 
!9 

. .  
b 

,- 

isagg~egation - 

Version 3.00 2-3 Issue Date: BdeBeFJunel, 2€IOQ2051 



@ BELLSOUTH" 
Florida Interim Performance Metrics Ordering 

0-3: Percent Flow-Through Service Requests (Summary) 

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

Exclusions - Fatal Rejects - Auto Clarification - Manual Fallout - CLEC System Fallout 
\ciic&d:d:zc 093 >7i,in!wi!n~<: 

Business Rules 
The CLEC mechanized ordering process includes all LSRs, including supplements (subsequent versions) which are submitted through 
one of the three gateway interfaces (TAG EDI; and LENS), that flow fhongh 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 (LJNE). The CLEC mechanized ordering process does not include LSRs: which are; 
submitted manually (eglin ?ui i ipk.  fax; and courier); or are not designed to flow throu&i ioi cumpie, *Manual Fallout) 

Definitions' 

Fatal Rejects: Errors that prevent an LSR, submitted electronically by the CLEC, from bemg processed linther. When an LSR is 
submitted by a CLEC, LEOLNP Gateway will ped01111 edit checks to ensure the data received is correctly formatted and complete. For 
example, if the PON field contains an invalid character. LEOLNP Gateway will reject the LSR and the CLEC will receive a Fatal 
Reject 

Auto-CIaritication: Clarifications that occur due to invalid data within the LSR,. LESOGILAUTO will perform data validity checks 
to ensure the data within the LSR is correct and valid. For example, ifthe address on the LSR is not valid according to RSAG or ifthe 
LNP is not available for the NPA Mw( requested, the CLEC will receive an Auto-Clarification. 

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, LESOGLAUTO will determine if 
the LSR should be forwarded to LCSC for manual handling. Following are the categories for Manual Fallout: 

1. 

2. 

3. 
4. 

5 .  

6. 

7. 

Complex* 8. 

+;t Special pricing plans 9. 

%) Sitme Partial migrations 10. 

%j New telephone nnmkr not yet posted to BOCRIS 
9+ Pending order review required 
CSR inaccuracies such as invalid 01 missing CSR data in 
CRIS 

11. 

12. 

I .? 

4+ Denials-restore and conversion, or disconnect and MU- 

venivn urdcrs 

&I Class of service invalid in certain states with some types 
of service 

84 Low volume such as activity type "T" (move) 

%j More than 25 business lines. o r  more thm 15 loop:; 
Transfer of calls option for the CLEC end users 
:)inecmv L.isting?. (inderriirm~ sild <'qxioi is> G % k e e ~ -  

%Expedites (requested by the CLEC) 
*- See i.!,R iiOi\-'i hmigh Miirk b ! k m i : g  0 - 6  for 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 ifthe error is caused by the CLEC, or is due to 
!lcl!Sauth system functionality. If it is determined the mor is caused by the CLEC, the LSR will be sent back to the CLEC for 
clarification. If it is determined the m o r  is BSFBcllSor~tii caused, the LCSC representative will correct the error, and the LSR will 
continue to be processed. 

Z Status: ! Si l c  tliii! iilcc~vc ,A srrpplcrneirtal 1.SR itihmisrioa p i i~>r  10 f ix1 iliipositiiiii ofdic ori+d i.Sl<. 

J 
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Relating to CLEC Experience 

- Report menth i?on:l; 
* Total hnumber of LSRs KKceived, by linterface, by CLEC 

- TAG 
- ED1 
- LENS 

- Fatal Kwjects 
- Auto i elaritication 
- CLEC C eaused "rystem Hillout 

* Total Naumber of !..errors by Emor (.'a& 
Total 1,fallout for Mmanual i'processing 

- Total lftlrmber of I .errors by ltyp, by CLEC 
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0-4: Percent Flow-Through Service Requests (Detail) 

Definition 
A detailed listrby 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 buman intervention. 

Exclusions - Fatal Rejects 
Auto Clarification 

* Manual Fallout 
* CLEC System Fallout 

SC~l12d,dd oss s l ~ ~ m ~ c , ~ : ~ ~ ~ c c  

Business Rules 
The CLEC mechanized ordering process includes all LSRs. including supplements (subsequent versions) which are submitted through 
one of the three gateway interfaces (TAG EDI. and LENS), that flow through and reach a status for a FOC to be issued, without 
manual intervention. These LSRs can be divided into two classes of service. Business and Resideoce. and three Qpes of service: 
Resale, and Unbundled Network Elements (UNEjm&pee& !. The CLEC mechanized ordering process does not include LSRs. 
which are; submittedmanually (e&>i cut rq4c .  fa; and courier) or are not designed to flow&m@-k , . .ihiou:i~ rfor ~~s:ii::?:k,Manual 
Fallout.! 

Definitions: 

Fatal Rejectp: Errors that prevent an LSR, submitted electronically by the CLEC, from being processed fiuther. When an LSR is 
submitted by a CLEC, LEOLNP Gateway will perform edit checks to ensure the data received is correctly formatted and mmplete. For 
example, if the PON field contains an invalid character, LEOLNP Gateway will reject the LSR and the CLEC will receive a Fatal 
Reject. 

Auto-Clarificalion: Clarifications that occur due to invalid data within the LSR7. LESOGLAUTO will perform data validity checks 
to ensure the data within the LSR is correct and valid. For example, ifthe address on the LSR is not valid according to RSAG or ifthe 
LNP is not available for the NPA NXXX request4 the CLEC will receive an Auto-Clarification. 

Manual FaUnut: 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. LESOGLAUTO will determine if 
the LSR should be forwarded to LCSC for manual bandling. Following are the categories for Manual Fallout: 

1. Complex' 8. 

2 .  33 Special pricing plans 9. 

3. S j  S t m ?  Partial migrations 10. 

4. %)New telephone number not yet posted to BOCRIS 11. 

5 .  Ir) Pending order review required 12. 

6. CSR inaccuracies such as invalid or missing CSR data in 
CRIS 

l i  

4-, Denials-restore and conversion, or disconnect and wn- 
version orders 

ct;f Class of service invalid in certain states with some types 
of service 

9;) Low volume such as activity type "T' (move) 

4%) More than 25 business lines. or inoir timn 15 loqx 

Transfer of calls option for the CLEC end wen  
r.)iw.ciury l.is!ing< I i;idi.ii$ions ;itid V,:plicm,i 

7. 

*Maehe&s Sei LSfi k~i~iu-~i iuoupl  Rlatrih iolloiv~.iri.~ 0 -6  for a list of semices, including complex services, and whether LSRs 
issued for the services are eligible to flow through. 

2 j  Expedites (requested by the CLEC) 

Version 3.00 2-7 Issue Date: CXebeFJunel, 28882001 
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Total System Fallout: Errors that require manual review by the LSCS to determine ifthe -I is caused by the CLEC, or is due to 
IicLiSoiitb system functionality. If it is determined the ermr is caused by the CLEC, the LSR will be sent back to the CLEC for 
clarification. If it is determined the mor  is 8 ? T ~ 3 c i l S ~ w t l t  caused. the LCSC representative will correct the error, and the LSR will 
continue to be processed. 

Calculation 

Report Structure 
Provides the flow throueh Dementage for each CLEC (by alias designation) submitting LSRs through the CLEC mechanized ordering - .  I 

process. The report provides the following: 

* N u m b  of fatal rejects 
* Mechanized interface used - Total mechanized LSRs 
* Total manual fallout 

* Number of validated LSRs - Number offS&i:i~li\uinh caused fallold - Number of CLEC caused fallout - Number of Service Orders Issued 
* Base calculation - CLEC ermr excluded calculation 

CLEC (by alias desipoation) 

Number of auto clarifications returned to CLEC 

.(ieRgrepkie 

-&pteft 
-piedaet 

x&e&hee 
- 
-% 
- w  
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,- Data Retained 
.~ 

Relating to CLEC Experience 

Total Snumber of LSRs lbeceived, by linterface, by CLEC 

- LENS 
Total fi~umber of 1:errors by I+~pe,  by CLEC 
- Fatal R=jects 
- Auto (:elantication 
- CLEC C'eaused Ssystem kfallout 

I 

* Total Gnumtm of I-.wmrs by Ibnm i eode 
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0-5: Flow-Through Error Analysis 

Definition 
An analysis of each mor  type (by mor code) that was experienced by the LSRs that did not flow through m&eeek,i ICXIICJ a status 
for a FOC to be issued. 

Exclusions 
Each Error Analysis is error code specific. therefore exclusioos are not applicable. 

Business Rules 
The CLEC mechanized orderiug process includes all LSRs, including supplements (subsequent versions) which are submitted through 
one of the three gateway interfaces (TAG EDI, and LENS), that flow through and reach a status for a FOC to be issued. The CLEC 
mechanized ordering process does not include LSRs; which are; submitted manually (e&;v ~ X I I I I &  faw- and courier). 

Calculation 

i0i;ti /or 2:3c!* t:T*>: t>ii.. 

Report Structure 
Provides an analysis of each ermr type (by ermr code). The report is in descending order by wunt of each mor  wde and provides the 
following: 

* Error Type (by error wde) 
* Count of each m r  type - Percent of each error type - Cumulative percent 

Error Description 
* CLEC Caused Count of each efmr code 
* Percent of aggregate by CLEC caused count 

Percent of CLEC caused count 
3SPUo~l5ou:h Caused C u t  of each error code 

* Percent of aggregate by 3SFBzlISuiitii caused count 
* Percent of ~:\.-LlSou:ii by Bs7li%cil5oii:ii caused count 

-Regim 

Data Retained 

I Relatina to CLEC Experience 
~~ - Report rrtwtik Xkiniii 

* Total Nnumber of LSRs Kreceived 
* Total Nnumber of I k m r s  by '1 type (by error code) 

- CLEC Ceaused Eerror 

Relating to - Repon rrtwtik l ion11 - Total \number of Lmors by icype (by error code) 
- B6F Ir4lSciit*li Mystem i error 

I Level of ~ i s ~ ~ g r e g a ~ o ~  

-J 
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Report d Mon:?i - Record of LSRs Kfeceived by ee< C, jxml'OX and Vver - Record of 'I timestamp, 'ltype, 
It$escription for each LSR by eeCC, m i ' O Z  and Vver  

# and htmte or lerror 
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. piff No1 Ap;?iicnbk 

,f- 0-6: CLEC LSR Information 

Definition 

A list; with the flow thmugh activity: o LSRs; by ee<'C, p e d O N  and umler. issued by each CLEC during the report period. 

Exclusions - Fatal Rejects 
i.\K-, si:tmitic'l mmuuii> 

Business Rules 
The CLEC mechanized ordering process includes all LSRs, including supplements (subsequent versions) which are submitted through 
one of the h e  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 LSRsYwhich are; submitted manually (&ox i ~ i i p l i ,  fax; and courier). 

Calculation 
NA 

Report Structure 
Provides a list; with the flow through activity of LSRs by eei'f, p e l ' (  )N and w L c i ,  issued by each CLEC during the report period 
with an explanation of the of the columns and content. This reprt is available on a CLEC speciiic basis. The report provides the 
following for each LSR. 

* cc - PON 
* Ver 

.P. * Timestamp 
* Type 
* E r r #  
* Note or i:error 1)flescriptinu 

Data Retained 

.P- 

I Relating to CLEC Experience I Relating to 86-r BellSouth Experience 1 

s regation ~ Analo 

I Retail Anaiog/~en~hmark 

0 
6 
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Y Y  
Y Y  

Y Y  
Y Y  
N N  
Y !  

Y Y  
Y Y  
Y Y  
Y Y  
Y Y  
Y Y  
Y Y  
Y Y  
N N  
N N  
Y Y  
Y Y  
N N  
N N  

N N  
Y Y  
Y Y  

N N  
N N  
Y Y  
Y Y  
Y Y  
Y Y  
Y Y  
Y Y  
Y Y  
Y Y  
Y Y  
N N  
N N  
Y Y  
Y Y  
N N  

-. 

- 

COM PLEX 
ORDER 

LNP with Complex Listing 

LNP with Complex Services 

Loop+LNP 

LNP with partia~ Migration 

Loop+INP 

Measured RateBus. 
Measured RateiRes. 
Megalink 
Megalink-TI 
Memory Cai - -  
Memory Call Ans. Svc. 
Multiserv 
Native Mode LAN Interconnection 
("1) 
Off-F'rem Stations 
Optional Calling Plan 
Package/Comphte Choice and area 

Pathlink Primary Rate ISDN 
Pay Phone Provider 
PBX Standalone ACT A,C. D 
PBX Trunhs 
Pof ioop  Combo 
PortiLoop PBX 
Preferred Call Forward 

plus 

_ _ ~  

- 
Hmting MLH 

Hunting Series Completion 
INP to LNP Conversions UNE 

LightGate Yes 
I :,,%, \iW"tS,>9 V!', I :\i 

No UNE 
No UNE 
No UNE 
Yes UNE 
Yes UNE 
YeS No 
Yes No 
No Yes 
No Yes 
Yes No 
Yes No 
No Yes 
No Yes 

No Yes 
Yes No 
Yes No 

No Yes 
No No 
No Yes 
No Yes 
Yes UNE 

No No 
Yes No 

. .  . .  
.. - .  

Low1 Numkr PombiliQ Yes [."E 
. .. 

RCF Basic Yes No 
Remote Access to CF 
Repeat Dialing 
Ringmaster 
Smanpath 
S n " G  
Sped  Calling 
Synchronet 
Tie Lines 

____ 

YeS No 
Yes No 
Yes No 
No Yes 
No Yes 
Yes No 
No Yes 
No Yes 

Yes 
Yes 
Yes 
YeS 
No 

~ 

No 
~ 

Yes 
Yes 
No 
No 
Yes 
Yes 

Yes 
No 
No 

~ 

Yes 
No 
Yes 
Yes 

~ 

No 
No 
No 

- 

No 
No 
No 
No 
Yes 
Yes 
No 
Yes 
Yes 

_ _ ~  

Matrix - 
PLANNED 
FALLOUT 

FOR 
MANUAL 

HANDLING' 

No 
Yes 

No 
Yes 

No 
Yes 
Yes 
Yes 
No 
No 
No 
No 

- ... 

___ 

No 
No 
NA 
NA 

NA 
No 
No 

~ 

NA 
NA 
Yes 
Yes 
No 
Yes 
NO 
No 
No 
No 
No 
NA 

~ 

NA 
No 
Yes 
NA 

_ _ _ _ ~  

---T 
EDI 1  TAG^ COMMENTS 
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PLANNED 
FALLOUT 

SERVICE ORDER MANUAL 
COMPLEX COMPLEX FOR 

LSR Flow-Through Matrix 

Touchtone Yes No No No Y Y  Y 

I /  I I HANDLING’ I I I I I 

SL2 
WATS 

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

Note’: The TAG column includes those LSRs submitted via Robo TAG 

~ ~ t e ~ :  FOI 

prompt manual handling: Expedites from CLECs, special pricing plans. denials restore and mversion or disconnect and conversion 
both required partial migrations (although conversions-as-is flow through iiii i%stE g)), class of service invalid in certain states with 
same TOS e.g. gf&tp)vcrniiieiit, or cannot be changed h e n  changing main TN on C activity, low volume e.g. activity type T=move, 
pending order review required, more than 2S business lines- , CSR inaccuracies such as invalid or 
missing CSR data in CRIS, Directory listings; - ludmiiu-. liirtctur> li i - Captima, transfer of calls option for CLEC end user - 
-new TN not yet posted to BOCRIS. Many are uoique to the CLEC environment. 

~ ~ t e ~ :  Services with CIS in the Complex Service andor the Complex order columns can be either complex or simple. 

Xote‘: k i l i s  are inaiiii il 11: \ o r & x d  

services that indicate ‘NO’ for flow-through, the foflowing reasons, in addition to mors or complex services, a1s0 

. 

4 
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0-7: Percent Rejected Service Requests 0 
3 ~~ 

W 

(D a 
;[I s 

: Definition 
Percent Rejected Service Request is the percent of total Local Service Requests (LSRs) received a c h  are rejected due to ermr or 
omission. An LSR is considered valid when it is submitted hy the CLEC and passes edit checks to insure the data received is correctly 
formatted and complete. 

m 

Exclusions 
* Service Requests canceled by the CLEC prior to being rejected/clarifiied 

Jiili-d ( M \ ~ I ~ i ~ x m n ~ . ~  

Business Rules z 
$ 

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

A Fatal Reject occurs when a CLEC attempts to electronically submit an LSR but required fields are either not populated or 
incorrectly populated and the request is returned to the CLEC before it is considered a valid LSR. 

n 
5 

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. 

Nom-Mechanized: LSRs which are faxed or mailed to the LCSC for processing and “clarified” (rejeded) back to the CLEC by the 8SF 
BcIlSoidIi service representative. 

Interconnection Trunks: Interconnection Trunks are ordered on Access Service Requests (ASRs). ASRs are subminedto and 
processed by the Irma! Interconnection 

r‘ 

Scr\ici. Center ( R I  .!SC), Tnmk data is repolled . r,eparaiti!; 
’ 

Calculation 

Percent Ktljtcletl Scnicc Reqeesls - [t) . b)X 106 

* a = ‘id liimh;i. 0 1  K 
h = Iolal ?;irniws of Service Ileqi~sri  1lx:ciic.d in I!I~- i i cp th i i ?  I’criod 

Lcd Sen icc ilcijttcsti in t l ic Rqmting, keriod 

Report Structure - Fully Mechanized, Partially Mechanized Total Mechanized, Non-Mechanized -- - CLEC Specific 

- SIdW 
- I<C?.i<ri, - Product Specific W’crcuir Rejected - Total %I’crc?nl Rejected 

fl. 
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Relating to CLEC Experience - Report d M m i h  
* Total %umber of LSRs 

Florida Interim Performance Metrics Ordering 

Relating toBST64Sw% Performance 

1 i o !  ,\rphc.inIc 

,e Data Retained 

I Level of Disaggre 
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Relating to CLEC Experience 

Florida Interim Performance Metrics Ordering 

>20 days 

v 
-ResfflrxestBfftee -- -- 
-- 
. -a 
-- - - 

Data Retained 

eilSouth Performance 

- Reject Interval 
* Total Number of LSRs - Total hnumber of Rejects - State and Region 
* Total Number of ASRs (Trunks) 

Note: KPMG during Phase II will conduct a special study of end-to-end timing of order rejections (from initial receipt of the order b) 
BST to the transmission of the rejection to the ALEC) in order to assess whether the definition of interval used in this metric is appre 
priate. 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 
make a special study of the timing of these queries relative to BST Retail operations. 

not included in this metric. However, KF’MG will 

4 
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I Relatina to CLEC Exwrience - Report RtentB"skn:li 
* Interval for FOC 
* Total Nttumber  of LSRs - State and Region - Total Number of ASRs (Trunks) 

is 

Level of ~ i ~ a ~ ~ r e g a ~ i Q n  

Ordering 

Relating to B61 BellSouth Performance I 
I 

4 
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0-12: Speed of Answer in Ordering Center 

Ordering 

? 
A 

N 
Definition 

Measures the average time a customer is in queue. 

Exclusions 
None 

Business Rules 
The clock starts when the appropriate option is selected (i.e.. 1 for Resale Consumer. 2 for Resale Multiline, and 3 for UNE-LNP. etc.) 
and the call enters the queue for that particular group in the LCSC. m e  clock stops when a W l i L W o u i l i  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 +be-a service representative in WiiciiSiiiiiil 's Local Carrier Service 
Center (LCSC) answers the CLEC call 

Calculation 

tn 
'p 
(D 

B 
5 

Speed id ~Aiisrscr it! Oiilcrieg <:entei ~ (;I - i.: 

* z A: 'loial stcootl: ii: yricii i~ 
* I) ~= 'i otal iliimlxi of calli ;iiisizc.icii it: the Repor5n~. 13criod 

Report Structure 

Aggregate - CLEC ... Local Canier Service Center 
* eS1-l%cl:~outlr 

P 

- Business Service Center 
- Residence Service Center 

Note: Combination of Residence Service Center and Business Service Center data. tateertEevelepwefti 

-Kegww 

Data Retained 

1 Relating to CLEC Experience I Relating to SST BellSouth Performance I 1 * Mechanized tracking through LCSC Automatic Call - Mechanized tracking through BellSouth Retail center support 
nismhutnr 

~ i s a g g r e g a t i o ~  - Anaio 

I LEVEL of Di~aggrega~~on I etail A~alog/~enchmark 
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0-13: LNP-Percent Rejected Service Requests 

Definition 
.1./ 
r z 

Pncent Kejected Senice Request is the percent 0110tal lacd krvicc Requests (I.SKs) which are rejected due to crroror omission. An 
I .SK is cunsidered ialid when i t  is electronicall) suhmined by thhc CLCC and passes LNP Gateway edil checks to Insure the &la 
xceived is conectl! formdrtedmd complete, i.e.. tam1 rejects arc mhW..i ;I .. . ' S I  .. u' 

? 
0 

(D 
$ . ,  I .  " ' . :  ! .<. . ., . . . ' . ~  .. 
a 

Exclusions 3 
2. 

n 

" 

8 - Service Kcquests canceled hy the CLEC 

. .  . .  . . . .  - T e f W . -  rn 
(D 

-+ai 3. 
n m z Business Rules P 

8 

. .  
3 . . ._.). ....' ! . 8,'. , . . 

C a An LSR is consillcred 'rejected whm it is submitted electronicall) hut does not p 

Fully hlechaoimd: lhux are two t)pes of"Uejrss" in the Fully Mechankedcategory: 

edit check in the ordering synms (EUI, IAG 
I.NP Gateuay. I.Alll0) and is returned to the CLEC without manual intenention. 

A Frul Reject uccurs whm a CLtC attempts 10 elecumically submit an LSR (via tD1 or 'IAG) but required fields are not 
ppulatcll cumetly and the request is returned Lo [he CLEC. 

Furul wjecrr aw repnrred i n  a sepururu column. and for infonnarioilal patpores ONL 1: Thq uw nur considered in rhe ralculorian 
t?f rhu perrenr o/iorul L S K r  rejrrred or rhe lord number of rejerred LSRs. 

An Auto Clarification is a valid LSK which is electronicall) suhmined (VI3 ED1 or TAG). hut is rcjucted hum LAIJTO because it 
does not pass Mer ectit checks lor order accuracy. Auto Clarifimtiuns are returned without manual intenention. 

Partially hlechaabed: A Lalid I.SR which ~ elecuonically suhmined(via FSN or IAG). hut cmnut beprucessed elecuonicall) due 10 
a CLEC m o r  and "falls out" for manual handling. It is then put into "clarification", and sent b x k  (rejected) to lhe CLEC. 

Total .Mechanized Comhindtion oIFull) Mechaniied and Paniall) Mechanized rejects. 

\ ' , f i - \ lv . l i2 , , ! . . ,* l .  ,. . I I ' . I :  t .,:. <. : ..: . I . !  I: :. ' , c \ ,  

Calculation 
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I Relating to CLEC Experience I Relaiiiig io BeliSouth Experience I 

1 LEVEL of ~ i ~ a g g ~ e g a ~ i o ~  I I 
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0-14: LNP-Reject Interval Distribution & Average Reject Interval 

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

Exclusions - Service Requests canceled by the CLEC 

i p i n i w  

. iChCdi i I i . d  i3W i~lai,llc,,,%,l~e 

Business Rules 
The Reject interval is determined for each rejected LSR processed during the reporting period. The Reject interval is the elapsed time 
from when 43&FlicliSouih receives LSR until that LSR is rejected back to the CLEC. Elapsed time for each LSR is accumulated 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 @OI, TAG 
LNP Gateway, LAUTO) and is returned to the CLEC Without mnal  intervention. 

Fully Mechanized: There are two types of "Rejects" in the Fully Mechanized categow: 

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

An Auto Clrrification is a valid LSR which is electronically submitted (via ED1 or TAG), but is rejected from LAUTO because it 
does not pass further edit checks for order accuracy. Auto Clarifications are retuned Without mannal intervention. 

Partially Mechanized: A valid LSR which e l e m o n i d y  submitted (via ED1 or TAG), but cannot be processed electronically 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 PrUtially Mechanized rejects 

~ " " - ~ ~ ~ ~ l , ~ u i ~ ~ ~  1 miid  I.SK \rhicli is hxed or niaiicd 10 &e UriISoiali 1.CSC. 

Calculation 
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0 a 

Version 3.00 2-35 Issue Date: &tebwJJunel, 28882001 





@ BELLSOUTH @ 

Florida Interim Performance Metrics Ordering 

D i s ~ g g r ~ ~ ~ ~ i o n  -Analog/ 

SQM LEVEL of Disaggregation 

- LKI' 
f l.iUI: l s J o p  wilh 1.NP 

/-- 
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Section 3: Provisioning 
P-I: Mean Held Order Interval & Distribution Intervals 

0 

Definition z 
E 
go 
E 
% 

z 
2 

When delays occnr in completing CLEC orders, the average period that CLEC orders are held for BSTBcL1Sotilh reasons. pending a 
delayed completion. should be no worse for the CLEC when compared to €5€&l3ziISoiiiii delayed orders. Calculation of the interval is 
the total days orders are held and pending but not completed that have passed the currently commitled due date: divided by the total 
number of held orders. This repoIt is based 00 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 hut not completed over 15 and 90 days. (Orders 
reported in the >90 day interval are also included in the >I5 day interval.) 

2. 
U 

- 
$ Exclusions - Order Activities of RSTilcliSoirili or the CLEC associated with internal or administrative use of local services (Record Orders, z 

i Listing Orders, Test Orders, e t c . 7  
Disconnect (D) & From (F) orders 

* Orders with appointment code of 'A' for h u a l  orders. 

. .  

Business Rules 
Mean Held Order Interval: This metric is wmputed at the close of each report period The held order interval is established by first 
identifying all orders, at the close of the repotting interval, that both have not been reported as completed in SOCS and have passed the 
currently committed due date for the order. For each sncb 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 ilieii 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 

Held Order Distribution Interval: This measure provides data to repori total days held and identities these in categories of >I5 days 
and > 90 days. (Orders counted in >90 days are also included in > 15 days). 

days. 

Calculation 

>- - 
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Report Structure 
* CLEC Specific 
* CLECAggregate - %+TIkiISoiul~ Aggregate 

- Circuit iibreakout < IO, >=lo  (except trunks) 
. 

-- 
-LResttltpRx 
I 

.- ,_ L 

1 

1 -- 
a 

. 
Data Retained 

I Relating to CLEC Experience 
* Reportmonth 
* CLEC Order N m k r  and PON (F'ON) 
* Order Submission Date (TICKET-ID) 
* Committed Due Date (DD) - Service Tqpe (CLASS-SVC-DESC) - HoldReasm 

* GeographicScope 

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

Total linelcircuit count 

Provisioning 

? a .. 

Relating to BellSouth Performance 

* Reportmonth 
* J ~ S T I + ~ L \ C N W  Order Number 
* Order Submission Date 
* Committed Due Date 
* ServiceType - HoldReason - Total linelcircuit count 
* GeographicScope 

Version 3.00 Issue Date: BsteBeFJunel, 28882001 
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I LEVEL of 5isaggre~ation 

. 
I 

1 . 
1 . 
1 

1 

1 

. . 
1 . 

SQM Retail Analog/Bench~ark 
1 
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I SQM LEVEL of Disaggregation 
P. I Retail A~alo~/Bei ichmark I P a .. 

P 
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Relatlng to CLEC Experience - Report hlonlii - CLEC Order Number and PON 
* Date and Time Jeopardy Notice sent - Committed Due Date 

ServiceType 

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

Relating to ' 6eilSouth P e ~ o r m a n c ~  1 - Report atefttk Vlont!i 
* Rs?I WI\otith Order Number 
* Date and Time Jeopardy Notice sent 
* Committed Due Date - SewiceType 
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P-3: Percent Missed Installation Appointments d 
n 

Definition 
m “Percent missed installation appomtments” monitors the reliability of ~ 1 3 r l l S o i i l l i  commitments with respect to committed due 

dates tu assure that I&E&%iIic G .liC can reliably quote expected due dates to their retail customer as compared to ~ I I L U ~ O U ~ I I .  
This measwe is the percentage of total orders processed for which BsTlleIlSo~utli is unable to complete the service orders on the 

a = 
B 

n 
a 
!I 
E! * Canceled Service Orders - - Order Activities of BSTlicllkturti or the CLEC associated with internal or administrative use of local services (Record Orders, 
0 
¶ 

* Disconnect (D) & From F )  orders D a a 

00 
(D committed due dates and reported for and End User Misses. 

- 
Exclusions 

z 
) Listing Orders; Test Orders, e t c . 7  . .  

- End User Misses on 1 ocak Interconnection Trunks 
0 

m 

E; 

2 Business Rules 
Percent Missed Installation Appointments (Ph4I) is the percentage of orders with completion dates in the q a t h g  period that are past 
the original committed due date. Missed Appoin!ments caused by end-user reasnns will be included ¶ 

calcirkititm whcthc: i: is :+ Ileliividb misscd :ppoinrnimr o x  :in I:nd 1 kcr missxi ;q>pointnsnt. 
confirmed due date. which means there cannut be a cutofftime for commitments, as certam types of orders are requested to be worked 
&r standard business bows. Also, during Daylight Saving Time, field technicians are scheduled until 9PM m some areas and the 
customer is offered a greater range of intmals from which to select:. 

‘ / h e  “due date“ is 

Calculation 

d 

* B = Uiiiribcr of‘0idcrs 5iirii (:onipic:iun date in R e p i i n g  I’eei-iciii pjrr the Ori$ii:il i ‘ommiiici! i)u; i h i c  
* b = Numher ot‘O?de~i Compictcd in Keporling Ppiiod 

Report Structure 
* CLEC Specifc 
* CLEC Aggregate 
* f!-SWkllSo,aI~ Aggregate - b p o n  in C a:sg,nr.b o f 4 0  linedeks&-i.irculis ? -10 lines/circuits+except trunks) 

- i)isp:nch.’No 1 : ) i y t ch  

Report Expbnation: The difference between End User MA and Total MA is the result of B G T D ~ I ~ S ~ ~ . J ~ ~  caused misses. Here, Total 
MA is the kotal %ix~rci.ul of orders missed eikher bv 3SR3?l!Soiirh or CLEC end user. The End User MA rwresents the Dercentaee of 

. 

orders missed by the CLEC or their end user. 

-4ks&am@ . 
1 

-xed4s€w 
-upJwmettaftBpeffkttftBeu- 

-p - 
-p 
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r‘. . -- 
1 

I . . -- 
I -= . 
1 

-- 
Data Retained 

I Relating to CLEC Experience 1 Relating to BellSouth Performance 
Report mcnttk Zionlh 

* CLEC Order Number and PON (PON) 
* Committed Due Date (DD) - Completion Date (CMPLTN DD) 

* Status Notice Date 

* Geographic Scope 

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

Status Type 

Standard Order Activity 

* Report tftmttk ‘~loiidi - BST I3 I, w i i ,  i Order Number 
* Committed Due Date (DD) - Completion Date (CMPLTN DD) 
* StatusType - Status Notice Date 

- Geographic Scope 
Standard Order Activity 

? u 
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/4 * All Levels are reported <10 line/circuits; >=IO line/circuits <except tnmks) - JSDN t>ider\ inc l i id~4 iii Non-l)e.iip 

-ReyalepRx . 
1 

1 

I . . . 
. 
I . . . . 

. .  . - . . 
I . 

r.. 
Data Retained 

Relating to CLEC Experience 

Report 4 Mmth 
* CLEC Company Name - Order Number (PON) 
* Application Daw & i inw (1WKI~;'I.. I D )  
* .  . .  .. .. .- - 

- Service Type (CLASS-SVC-DESC) - Geographic Scope 

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

Version 3.00 

Relating to ' BellSouth Performance 

* Report wefttk Zlontlr - 8ST D d ~ S w ~ I i  Order Number 
* Applicarion Date it. 'i'iiiic 

* Order Completion Date & Time - ServiceType 
* Geographic Scope 

L 
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P-5: Average Completion Notice Interval 
4 

Definitions 2 s The Completion Notice Interval is the elapsed time bemeen the 3SFI3ellSotstit reported completion of work and the issuance of a valid 
completion notice to the CLEC. 

m 
(P 

0 
0 

E 

a 

Exclusions 3 

8 . 
0 

z 
0 
(P 

a e 

- Cancelled Service Orders - Order Activities of RsTlir'llioiitli or the CLEC associated with intemal or administrative use of local services (Record Orders, 

-B&Ferrtsn 

. .  Listing Orders, Test Orders. e t c . 7  . I  

* I!hl iirt!crs i1,swpioix W" o r d m  associated with i . N P  S I ; ~ ~ ~ ~ O I I C )  - 
Business Rules 

m 
7 
'y Measurement 00 interval olcompletiun date and nnie entered by a tield technician on dispatched orders. and 5P.M start time on the due 

date tor non-dispatched orders. to the release of a notice tu the CLEC/W+.L 
notifies the CLEC the uork was wmplete and lhen he she enters the completion time sump information in hisher compuin 'Ilia 
intomaion switches through to the SOCS systems either complunng the urder or rejecting the order to the Wurk Management Center 
(WMC). I f  the completion is rejected it is manually currected and then conipleted b) thr WMC. The notice is retumed on each 

of the cumpldion slams. Ibe lield technician 

. .  
# l c r w p  

individual - I-- 
G M 4 p -  

. .  

. . .  
-tq+tetm,..i... 

. ... . .  ' .  I"'.. ..: . . , / ,  . .. I I , ..,. . , .  . . , " . . .  l i t  . , , - ' . I .  ..I/~.iI.;: 

. .  _ <  
, . . . .  b , , . ~ . )  I. . : .'.,.?I,:':,' . . ~  . ' , . . ' . .  1 , '  l . ~ : , . l , " / ' . . . . .  $ , i : , ' < .  I . . .  

~ . , : Y . I . .  c . J . ~ .  ...... :. . . I i . i ~ . : . i . . . , .  . .:P. m . ; . ~ ~ , . .  . i . .  : I :  ... 

e 
Calculation 

t < m $ : ~ t i . . I  \,,I,.. . IU!,, ,.,I - , . ' 

2 1 I . c : .  . r, t i t  ,... . I .  % : , , I . ,  

I .  . . . . ,  . , ' > , A  ,, . . \  I , .  " , , S :  

i .,..,:. ( < . / ,  ,:Ir,. I \,,,4w l i , t r r * . ' !  . 
. % ,  . . . I :  : , . :. .>.. ...,. .. .!..! .< 

.\,>. . . . 8 . , '  . . . ..I ',.I ... ,I , . . I .  . , . ,  t ' .  ,9,. , , , .  2 ! > . .  

Report Structure 
CI.EC specific - CI EC Aggregate 

* CIK....:.x I .Aggregate 
, .',. . 

I . . . .  . ' . .  % . ' ,  . >. - Rqoning mtervals in Ilours: 0- I+$-?-.?-& 4 4 ,  X-I2:.12-?4. 1 2 1  p l u  Overall Avenge Huur Interval (lbc categories are inclusive 
ofthesetime intervals:0-I =O-.W: 1-2- 1-1.99: 2-4 = ?-3.99.etc.t ,  

- Kcponed in calegories of <IO km.1. . circuits: 1 - - I O  line circuits i e x c q t  Vunhs) - k - p  . kttkn-1 

. 
I 4 

~~ 

Version 3.00 3-17 Issue Date: Q&&ef.Junel 28882001 



@ BELLSOUTH a 
Florida Interim Performance Metrics Provisioning 

Data Retained 
- 

Relating to CLEC Experience 

Repod fltftntlt \Ion*l1 

Work Completion Date (cmplm-di) 

Completion Notice Availability Date 
Completion Notice Availability Time 

* CLEC Order Number (m-nbr) 

* Work Completion Time 

* ServiceType - GeopphicScope 

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

Relating to ellSouth Performance 

- Report menth l lonih - E&€ Hcli\uuii, OrderNnmber(so-nbr) 
Work Completion Date (cmplm-dt) 

* Work Completion Time 
* Completion Notice Availability Date 
* Completion Notice Availability Time 
* SewiceTqpe 
* GeographicScope 

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

Relating to CLEC Experience - ReportMonth 
* 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. 

&fwbmdf 

ation -  analog^^ 

* No R6T lMl\uinli Analog Exists 

4 
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- 

Data Retained 

Relating to CLEC Experience 

- ReportMonth 
* CLEC Order Number (w-nbr) - Committed Due Date (DD) - Service Tpe (CLASS-SVC-DESC) - Cut over Scheduled Start Time - Cut over Actual Start Time 
* Total Conversions Orders 

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

s 

ellSouth Experience 

- N o w  I k I : \ ~ ~ i i i n  Analog exists 

0 
8 a. a 
B n 
D 

.r/ 
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P 
PP 

Relating to CLEC Experience Relating to BellSouth Experience 

D~saggregation - An~log /Bench~ark  

I SQM LEVEL of Disaggregation: I Retail Anatog/Benc~mark: I 

0 
0 
0 
P 
4 5 
m 

r 
0 
0 
B 
-I 

8 x 
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Data Retained 
- 

Relating to CLEC Experience 

* ReportMontb - CLEC Order Number and PON 
* Order Submissiun Date (TICKET-ID) 

Order Submission Time (TICKET-ID) - stamType 
Status Notice Date 

* Standard Order Activity - Geographic Scope 

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

Relating to BSFBellSouth Experience 

- ReportMonth 
* ~ ~ S F W I \ < W I ~  Order Number - Order Submission Date 
* Order Submission Time - StatusType - Status Notice Date - Standard Order Activity - GwgraphicScope 

1 

1 

1 

. . . 
1 

1 

1 

. . 

. 

isaggregation - AnaloglBench 

r- LEVEL of Disaggregation Retail A~alog/Benchmark 
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P-IO: Total Service Order Cycle Time (TSOCT) ? 
0 
-L 

4 Definition 0 
E 
!t 

This report measures the total service order cycle time h m  receipt of a valid service order request to the x:uw 01 il completion eC 
I ~ : ~ C C  to  the m=vkew& ~ C L F t ~  i*irt~:iiicc. 

2 
ii' Exclusions m 

. .  m, Lisring Orders, Test Orden, e t c . 7  1 

: 
; 

* Canceled Service Orden - Order Activities of €SPIicil!mu?h or the CLEC associated with internal or administrative use of local services (Record Orders, 

0 * D ( V  Dixo!ioecr - P,xcq>f "IY. ojd?:s ,3ssociatcd with I .N!' s i im i .~ io~~, )  and F (Fnom) orders. (From is disconnect side of a w 
% move order when the customer moves to a new address). 

* "L" Appointment coded orders (where the customer has requested a later than offered interval) - Orders with CLEWSubsCriber caused delays or CLEC/Subscriber requested due date changes. 
m 

Business Rules 
0 The interval is determined for each order processed during the reporting period This measurement combines iWBii1lzc reports: FOC 

'c Ordcr Coiiii>Iaii.n h w n d  iind A XF X W L  I oq:,thi': in - 7 
Inquir) liiicrvid y Cumplciim htc$\:i l . 

9dwCompletion Nniicc Interval. 

This intmal starts with the receipt of a valid senice order request and stops when ,f completion rioiicc is  sei!^ 1 0  the ted&km~ 
-CI.IX iuwtrcc ( I k K S .  lA(i OR f:,I>I) andthe 
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 O r b  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 workdcompleted on same day. They can be either flow 
through orders (no field work-nm-dispatched) or field orders (dispatched). 

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

5) w i i i i .  Elapsed time for each 

Calculation 

'Ibtat Srr\icrOrdrr Cjcle'i'ime=(:i - hi  

* ii ~~ Scsvicc Ur&r ('ompiction ?hiice I);ai. . h : Scn7ii.c 1Iqucd  

Zveraee Total Scrric - c = Sun oi;ill Tolai Senici- o & r  ('qcle iiines 
* 3 = 'iotd hiuiiier Senice  O r d m  CompIeicd in Repriiq& Period 

'Kiiuil Service Orfier 

* c = Iiml Nun ik r  <I 

IIIC Interval 1)istribution ( ibr c a d i  inie%\:il) = ( e  - I) I: ! ( i o  

din "x" miniites?iiirui 
1.;. '1'ot:d hi!inb;r ( 1 1  

Report Structure - CLEC Specific 
* CLEC Aggregate 
* B S T I k l l i v i i ~ I ~  Aggregate - Fully Mechanized; Partially Mechimized; Non-Mecbanize3 
* Rep&e&I<cpwi m categories of +:IO line/circuits; ? -10 line/circuits <except t d s )  
T%p&"-I)ispa1cli i >.io Dispatch categories applicable to all levels except tnmks- - h t e ~ a l s  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,lO-15 = 10- 
14.99,15-20 = 15-19.99,2&25 = 20-24.99,25-30 = 25-29.99, -30 = 30 and greater. r 
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-Rede+wx -- -- 

. .  . .  
L 

Data Retained 

Relating to CLEC Experience 

- ReportMonth - Jntewal for FOC 
* CLEC Company Name (OCN) - Order Number (PON) - Submission Date & Time (TICKET-ID) 
* Completion Date (CMPLTF-DT) 
* Completion Notice Date and Time - Service Type (CLASS-SVC-DESC) - GeographicScope 

Note: Code in parentheses i s  the corresponding header 
found in the raw data file 

Relating to BST BellSouth Experience - ReportMontb - BST ii~liSoidr! OrderNnmber 
Order Submission Date & T i e  
Order Completion Date & Time 
ServiceType 
GeographicSwpe 

. 
-I 
0 
h; 
.t z 
ii' m 

4 
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/4 r ~ g a t i o ~  -Analog/ 

S Q M  LEVEL of D i ~ a g ~ r e g ~ t i o n  

Version 3.00 3-34 Issue Date: 86teBeFJune1,28882001 







@ BELLSOUTH" 
Florida Interim Performance Metrics Provisioning 

ellSouth Experience 

I SQM LEVEL of ~isaggregatio~ I SQM Retall & n a ~ o ~ B e n c ~ m a r k  I 

* 
r 

J 
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elating to ~ e l i S o u ~  Experience 

4 
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Relating to CLEC Experience Relating lo BellSouth Experience 
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Section 4: Maintenance & Repair 
M&R-I: Missed Repair Appointments 

Definition 
The percent of trouble reports not cleared by the commitled date and time 

Exclusions - Trouble tickets canceled at the CLEC request. 

- Customer Provided Equipment (CPE) troubles or CLEC Equipment Trouble. 
3dlSoiriIi trouble reports associated with internal or administrative service. 

Business Rules 
The negotiated commitment date and time is established when the repair report is received. The cleared time is the date and time that 
BSFltdiSoulii  personnel clear the trouble and closes the trouble report in bisher Computer Access Terminal (CAT) or workstation. If 
this is after the Commitment time, the report is flagged as a “Missed Commihnent” or a missed repair appointment. When the data for 
this measure is collected for %SFlMlSo~ith and a CLEC, it can be used to compare the percentage of the time repair appointments are 
missed due to BST-licllSaui!~ reasons. (“No Aeees&icceis reports are not pari ofthis measure because 
not I i l k e d l  n!lssed ;~p~~~ln i I l l e l l~ . )  

r. 
Note: Appointment intervals vary witb force availability in the POTS environment. Specials and Trunk intervals are standard interval 
appoinbnents ofno greater than 24 hours. ~l~iiitI;ilcnic I..Nl’ historica! dm i s  nol it, .iil;hk i i i  tlic iii:iintmiiircc s y s i c ~ ~ ~  ; i MOS u i  

Calculation 

I’wceoiiagr of Miwed Repair , ~ i ~ ~ ~ ) i [ i t n i ~ i i t s  ={:I - ti) U 100 

t~‘ount { i f  C t t s t ~ ” ~  lroiiblcs hot C1e;ised by iiw Omtcd Conrmii 
* h 7. ‘Ioia! InwhiG lejio?lr closed i n  Rc;loilnrg l’aioil 

Report Structure - i x ~ p i t i ~ i i  : kn-r) i \paxi l  
* CLEC Specific 
* CLEC Aggregate 
* ~ 1 3 ~ ~ i l S o ~ t 1 i ~  Aggregate 

-- 
-+&e&+Ux 

-Re” 

1 

. 
-y  -- 

7- 
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@ BELLSOUTH 

* Disposition and Cause (CAUSE-CD & CAUSE-DESC) 
* GmgraphicSwpe 

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

Florida Interim Performance Metrics Maintenance B Repair 

Relating to oottt P e r ~ o f m a ~ c e  

* Reportmonth 
* WXUci!Smith Company Code - Submission Date &Time - Completion Date 
* ServiceTrpe 
* Disposition and Cause won-Design /Non-Special M y )  
* Trouble Code (Design and Tnmking Services) - GmgtaphicScope 

. .. 
(I . 
1 

1 

L 

1 . . . . 
1 

L 

1 . 
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Y- s grega~io~ - Re 
I Level of D i s a ~ g r e g a t ~ ~ ~ ~  

Maintenance 8 Repair 

I 
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M&R-2: Customer Trouble Report Rate 

Definition 
kti(iaiI’crceii! o i  iiiitiiii and repeated customer direct or referred troubles eks&repiini.d within a calendar month per 100 linedcircuits 
in service. 

Exclusions - Trouble tickets canceled at the CLEC request. 

- Customer Pmvided Equipment (CF‘E) troubles or CLEC Equipment Trouble. 
w!11 trouble reports associated with internal or administrative service. 

Business Rules 
Customer Trouble Repon Rate is computed by accumulating the number of maintenance initial and repeated trouble reports 
mUing 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 Bs-FIIeII Souiii respectively at the end of the report month. 

Calculation 

<‘ustonier I r d t i e  Ilqtert Kate = td A 1)) X I O U  
. i 
* h = Viiinhr! i i i  Access Line- in scrvi 11 Iind oi’lhc K~.pttri  l’wioii 

Report Structure 
* ilispatcli i N w v i h  - CLEC Specific 
* CLEC Aggregate 
* BSFfieiiSourh Aggregate 

-Ketale-lkrmtess 

-Re&e+BX 

-&lek+” 

, ,  

1 

~. -P . P . .  
. 
I . 

4 
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/” DataRetained 

/4. 

Relating to CLEC Experience 

- ReportMonth - CLEC Company Name 
* Ticket Submission Date & Time (TICKET-ID) 
* Ticket Completion Date (CMF’LTP-DT) - Service T ~ p e  (CLASS-SVC-DESC) - Disposition and Cause (CAUSE-CD & CAUSE-DESC) - # Service Access Lines in Service at the end of period - GeographicScope 

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

Relating to BeliSouth BM Performance 

* ReportMonth 
BellSouth I3sF 1lciiSrimih Company Code 

* Ticket Submission Date & Time - Ticket Completion Date - ServiceType 
* Disposition and Cause (Non-Design Nan-Special Only) - Trouble Code (Design and Trunking Services) - # Service Access Lines in Service at the end of period 
* GeographicScope 

____ 
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J 

J 
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/4 M&R-3: Maintenance Average Duration 

Definition 
The Average duration of Customer Trouble Reports fiom the receipt of the Customer Trouble Report to the time the trouble report is 
cleared. 

Exclusions 
Trouble tickets canceled at the CLEC request. 
RSFlicliSi.url~ trouble reports associated with internal or administrative service. 

* Customer Provided Equipment (CPE) troubles or CLEC Equipment Trouble. 

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 13STIII.iI Soufh or CLEC customer is notified (wheo the technician completes the trouble ticket on bisiher 
CAT or work systems). 

Calculation 

Sktin$cn:inre Duration i: i:t - I,', 

* a = Ihic and 'lioic . ii - I>Jk anrl 'li1ne 

,ivct.ngc S I ~ i i ~ i i e n ~ i i ~ ~  Durntivn :- ( c  + di  

. i . l~otai of ;ill i n i i i i ~ t ~ i i m c ~ ~  dwiiiorii in the reyofling p 
* d 2 ~lnral  i. l o r d  liouhies iii t l ic rqmrtiiig pcrioil 

P. 

Report Structure 
Oiipii~cI~ ' Xon-I)isp:cii 

* CLEC Specific - CLEC Aggregate 
* RSFBeilSotiii~ Aggregate 

-- 
-RIJalt-pRx 

- k s a k s l w  

1 

1 

-- 
L 

L 

.swi(ekiffg 
r.  

* 
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* Ticket Completion Date 
* Ticket Completion Time - Total Duration Time - ServiceType - Disposition and Cause (Non-Design Mon-Special 

* Trouble Code (Design and Tnmkiig Services) 
* Geographic Scope 

Only) 

- 

Florida Interim Performance Metrics Maintenance & Repair 

m 

5 z s 

(D 

0 

Data Retained 

Relating to CLEC Experience 

* Reportmonth 
* Total Tickets (LINE-NBR) - 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) - Geographic Scope 

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

s regation - Analo 
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__ 
Level of Disaggre 1 SQM Analog/Eenchmark 
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Florida Interim Performance Metrics Maintenance 8, Repair 

/4 DataRetained 

Relating to CLEC Experience 
___ - Repor tZlmth  
* Total Tickets (LlNE-NBR) 
* CLEC Company Name - Ticket Submission Date & Time (TICKET-ID) 
* Ticket Completion Date (CMPLTN-DT) - Total and Percent Repeat Trouble Repolts Witbin 30 Days 

- ServiceType 
* Disposition and Cause (CAUSE-CD & CAUSE-DESC) - Geographic Scope 

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

(TOT-REPEAT) 

Relating to BST BellSouth Performance - RepatMtWnth 
* Total Tickets - fL: l \cwt i  €ST Company Code 
* Ticket Submission Date - Ticket Submission Time - Ticket Completion Date 
* Ticket Completion Time 

* ServiceType - Disposition and Cause woo-Design Non-Special Only) - Trouble Code (Design and Tnu&ing Services) - Geographic Scope 

Total and Percent Repeat Trouble Reports witbin 30 Days 

Disa~gregation - 

~ 

E 
Po 
11 

P 

m 

A 

$ 

F 
8 
2 

z 
P 

C e m 
UI 
s 
5 
5 a 
0 
0 
0 m 
Y 
UI 
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I 

4 
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,p M&R-5: Out of Service (00s )  > 24 Hours 

Definition 
For Out of Service Troubles (no dial tone, cannot be called or cannot call 
of 24 bows. (All design services are considered to be out of service). 

Exclusions - Trouble Reports canceled at the CLEC request 
i d i  Tmuble Reports associated with administrative service 

Customer Provided Equipment (CPE) Tmubles or CLEC Equipment T 

Business Rules 
Customer Trouble reports that are out of service and cleared in excess of 
in LM0SAVI.i and the trouble is counted if the elapsed time exceeds 24 

Calculation 

O u t  of Service (005) 24 itours - (:j I.1 X l i N  

3 = ~ i ~ t : d  i - : i ~ ~ d  '~ninb!cs om : 2.4 i i o m  - h = imi {)Oh 'I niiililcr iu  IRcpwIin: I'crkw! 

Report Structure 
5 0iip;acli .' hm - i)iqxtlch - CLEC Specific 

P 4%SFlleliSutirii Aggregate - CLEC Aggregate 

-R" 

-- 
-f+ew&Wx 

-4eAe4sM 

*- 

-HwI;Btktrpkntl)estgtt 

I 

-- 
.- 
*- -* .- . ,  
-2 

a 

. .  

Version 2.00 4-13 

Maintenance 8 Repair 

,ut) the percentage of Total 00s Troubles cleared in excess 

Subles. 

4 hours. The clock begins when the trouble report is created 
ours. 

Issue Date: BsteBeFJunel, 28882001 
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Data Retained 

I Relating to CLEC Experience - KeportMonih . Total Tickets 
* CLEC Company Name - Ticket Submissiw Date & Time (TICKET-ID) 
* Ticket Completion Date (CMF'LTF-DT - Percentage of Customer Troubles out of 
* Service > 24 Hours (00W24-FLAG) 
* Service type (CLASS-SVC-DESC) - Disposition and Cause (CAUSE-CD & CAUSE-DESC) - GeographicScope 

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

r 

Relating to esFBeliSouth Experience 

ReportMonth 
* TotalTickets - W I + ~ t ! \ o u U i  Company Code - Ticket Submission Date - Ticket Submission time - Ticket Completion Date 
* Ticket Completion Time - Percent of Customer Troubles out of Service > 24 Hours 
* Servicetype 
* Disposition and Cause (Wtnrhiiu-DesigdNon-Special only) - Trouble Code (Design and Trunking Services) 
* GeographicScope 

- 
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M&R-6: Average Answer Time - Repair Centers 

Definition 
.',"&'U' 

. ,  This measnres the average time a customer is in 
~ 

Exclusions 
None 

Business Rules 
The clock starts when a CLEC Representative or BellSouth customer makes a choice on the Repair Center's menu and is put in queue 
for the next repair anendant. The clock stops when the repair attendant answers the call (abandoned calls m not included). 

Note: The Total Column is a combined RSl;lkllSoiilh Residence and Business number, 

Calculation 

Sncvref ' limc for l4eliSciuth R q m r  (enters = < a  - h: 

a = liioc IkilSovtli Kepair .Aiteiid:int ibii\vers Cali 
h ~ I m c  oi  win. i r i i o  qutw arier .ACT) >dcction 

&way? .%nsncr 1Pnie lor BelfSotitii Repair C e i i t t . ~ ~  : cc - ii) - c 
* J ii: To t&  m i i r i k  oI'caU~ h\- rqmting period 

Stirin uf ali : l m w r  I h i e %  

Report Structure 
CLEC Aggregate 

* ~ I k ! l I S ~ n i ~ l ~  Aggregate 

Data Retained 

s 

I Level of ~ i s a g g r ~ g a t i ~ n  I elail Analog i Benchmark I 

4 
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Relating to BellSouth Experience 
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Section 5: Billing 
B-I : Invoice Accuracy 

Definition 
This measure provides the percentage of accuracy of the billing invoices rendered to CLECs during the current month. 

Exclusions - Adjustments not related to billing m r s  (e&, credits for service outage, special promotion credits, adjustments to satisfy the 

* l C i t  Aciount, 
customer) 

Business Rules 
The accuracy of billing invoices delivered by ~ Z c i i S ; n i i l b  to the CLEC must enable them to provide a degree of billing accuracy 
comparative to €%%I3 otiib bills rendered to retail customers of Wile LECs request adjustments on bills determined to 
be incorrect. The BellSouth Billing vetifcation process includes manually a sample of local bills from each bill period The 
bill vdication process maws h m  a mix of different customer billing options and types of service. An end-to-end auditing process is 
performed for new products and services. lntemal measurements and controls are maintained on all billing processes. 

Calculation 
4 

Inwiee Zritmaey = l(.i - h )  

. :i == ,2bso!nic i,.liii, ui'liit.:l IhilrJ I<cvcniai.i iiuriug c~rrciit nmoth 
* b := Ahsolore \-doc 01 liiliirig Kciared -Iciiusiincms diuiiis CIIII~III  :nontii 

:ij X lO(r 

Report Structure 
* CLEC Specific 
* CLEC Aggregate 
* RMliciISoutli Aggregate 
* Geo,gapliic Scnpc 

- Kcgiui: 
" Stlre 

-fk?wh? 
-w  

* 
1 

-state 
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Data Retained 

I Relating to CLEC Experience 

~sag~re~ation - A n a l ~ g ~  

ellSouth BST Performance - Reportmonth - RetailType 
- CRIS 
- CABS 

Billing Related Adjustments 
- Total Billed Revenue 

Version 3.00 5-2 

~~ 
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6-2: Mean Time to Deliver Invoices 

Definition m 

?+ 
L 
D) a 

$ m 

Bill Distribution is calculated as follows: CRIS BILLS-The number of workdays is reported for CRIS bills. 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 wunted 

the CRIS system. 

CABS BILLS-Thenumber of calendar days is reported for CABS bills. This is calculated by counting the day following the Bill Period 
date as the fust calendar day. Weekends and holidays are included when counting the calendar days. 

in the CRIS work day category for the purposes of the measurement since their billing account number (Q account) is pmvided from 

8 

? 
4 

Exclusions a 
- 
5 

% Any invoices rejected due to formatting or wnteot errors. 

2 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. 

Version 3.00 5-3 Issue Date: esleseFJune?, 20W2001 
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,- 

Relating to CLEC Experience I ellSouth Performance 
Report month 
Invoice Type 
- CRIS 
- CABS 
Invoice Transmission Count 1 Date of Scheduled Rill Close 

~saggregatio~ - Analog/ 
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Relating to CLEC Experience 

- ReportMonth - RecordType 
- BellSouth Recorded 
- Non-BellSouth Recorded 

Florida Interim Performance Metrics Billing 

Relating to 86-r BellSouth Performance 

* Reportmonth - RecordTwe 

B-3: Usage Data Delivery Accuracy 

Definition 
This measurement captures the percentage of recorded usage that is delivered mor  free and in an acceptable format to the appropriate 
Competitive Local Exchange Canier (CLEC). These percentages will provide the necessary data for use as a comparative measurement 
for BellSouth performance. This measurement captures Data Delivery Accuracy rather than the accuracy of the individual usage 
rewrding, 

Exclusions 
None 

Business Rules 
The accuracy of the data delivery of usage records delivered by €%Fi!cllScsmh to the CLEC must enable them to provide a degree of 
accuracy comparative to %SFfli.ilSoirlli bills rendered to their retail customers. If errors are detected in the delivery process, they are 
investigated, evaluated and documented. Ermrs are corrected and the data retransmitted to the CLEC. 

Calculation 

I.sape Uata Iklivery Accur:rcy: (a - h i  - A X !OO - ii = 'Iotui nun:brr of iisii:~e Jata pa I!: diriiii:r c i i n m t  inoiitii 
h = i;iwl oLuiikrofii. 

Report Structure - CLEC Specific 
* CLEC Aggregate 
* BMHeil%wiLi Aggregate 
* Geugapliic >ccr>pe 

- Kegioii 

Data Retained 

I Level of ~ i ~ a g ~ r e g a ~ i o n  I I 
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B-4: Usage Data Delivery Completeness 

Definition 
This measurement provides percentage of complete and accurately recorded usage data (usage recorded by BellSouth and usage 
recorded by other companies and sent to €+%€k%elI%mlIi for hilling) 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 BsTi3cll\oti:h messages processed 
and transmitted via CMDS. BellSouth delivers its own retail usage from recording location to hilling location via CMDS as well as 
delivering billing data to other companies. Timeliness. Completeness and Mean Time to Deliver Usage measures a ~ e  reported on the 
same report. 

Exclusions 
None 

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

Calculation . 
&N 

lsagr I)atn 1)ciivery Complctcarr~ := (ii ~~ IO0 

ii = iota! I w I ) ~  of1ii;cordcd u 
dale 

'Ititid n i i i I i i~ r ) i  iii l ko r i i ed  u 

dii:in:. c~ii-rciit iriimtli &at arc hi:liiii thin) iiiil dciyi oi ihc ni 

dwiug the curiciit riioixh * h 

Report Structure - CLEC Specific 

* ~ ~ i c 1 : l l S o u ~ I i  Aggregate 
* Region 

CLEC Aggregate 

1 .  .- 
Data Retained 

Relating to CLEC Experience 

* ReportMonth - RecordType 
- BellSouth Recorded 
- Non-BellSouth Recorded 

Relating to B8FBeflSouth Performance 

- Reportmonth 
* RecordType 

Version 3.00 56 Issue Date: -June?, 2QW2001 
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Relating to CLEC Experience 

- ReportMonth 
* RecordType 1 - BellSouth Recorded 

- Nan-BellSouth Recorded 

Florida Interim Performance Metrics Billing 

Relating to BellSouth BST Performance 

- ReportMonthly - RecordType 

I 

B-6: Mean Time to Deliver Usage 

Definition 
This measurement provides the average time it takes to deliver Usage Records to a CLEC. A parity measure is also provided showing 
timeliness of BGTBeliSuuch messages processed and "it ted via CMDS. Timeliness. Completeness and Mean Time to Deliver 
Usage measures are reported on the same report 

Exclusions 
None 

Business Rules 
The pmpose of this measurement is to demonstrate the average number of days it takes B s T l i c i l  ioiiili to deliver Usage data to the 
appropriate CLEC. Usage data is mechaicdly transmitied 01 mailed to the CLEC data p m s m g  cente~ once daily. Method of 
delivery is at the option of the CLEC. 

Calculation 

Qeheefk 

l ienn Tinic 10 LWiver 1 sage -- (:I Y I ? )  ~ c X it!!) 
* 3 = \i>Ium; of J<xor , l~ ,  1)i.iiir.rciI 
* h = i:ititiiar:il iiimbc; iif d a y  ID de.ii\ c i  

c = 10i;ii !<.!ct,nl \'i>lUlli.. 1). 

Report Structure 
* CLEC Aggregate 
* CLEC Specific 

' d S u w i  Aggregate 

.- . I  

-w 

4 
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a 

I 
!? 

z Section 6: Operator Services And Directory Assistance 
OS-I : Speed to Answer PerformancelAverage Speed to Answer - Toll 

W 

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

Exclusions 
None 

a Business Rules e 
ID 
fn 
TI 
8 
P 

The clock starts when the customer enters the quene and the clock stops when a BellSouth representative answers the call or the 

elapsed time from the enhy of a customer call into the BeUSoutb call management system queue until the customer call is abandonedor 
transferred to BellSouth personnel assigned to handle calls for assistance. The system makes no distinction between CLEC customers 
and 4W-13cilSoLilli customers. 

customer abandons the call. The length of each call is determined by measuring. using a scanning technique, and accumulating the 

a 
z 

Calculation 

P 
Speed I O  .\nrwcr I'cr.fol .manc~/:i~er~c Speed $11 . \nwcr  - 'Sbil =~ :! - i, 

* i, = 1<'131 C 2 I l S  i ) l i S L \ i i U i  

a l i m i  q ~ e w  1:inr 

Note: Total queue time includes time that answered calls wait in queue as well as time abandoned calls wait in queue prior to abandon- 
ment. 

Report Structure 
* Reported for the aggregate of 3SPilellSoiitli and CLECs 

- State 

?&ne 

Data Retained (on Aggregate Basis) - For the items below, Wt3eliSoiiiii~s Performance Measurement Analysis Platform (PMAF') receives a h a 1  computation; therefore, 

- Month 

* Average Speed of Answer 

no raw data file is available in PMAP 

Call Type (Toll) 

Version 3.00 6-1 Issue Date: BFileBeFJunel, 28882001 
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4 

4 
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OS-2: Speed to Answer Performance/Percent Answered with "X" Seconds - 
Toll 

Definition 
.. .. Measurement of the percent of toll calls that are answered in less than +ihir!:b, seconds- 

Exclusions 

None 

Business Rules 
The clock stats 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 measwiug, 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 
transfemed to BellSouth personnel assigned to handle calls for assistance. The system makes no distinction between CLEC customers 
and RGT-ikli"lwth customers. 

Calculation 
The Percent Answered within "X Seconds measurement for toll is derived by usmg the BellCore Statistical Answer Conversion 
Tables, to convert the Average Speed to Answer measure mto 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 sue and call abandonment 
rates. 

Report Structure - Reported forthe aggregate ofWllcliSoiitii and CLECs 
- state 

"e 

Data Retained (on Aggregate Basis) 
* For the items below, €%Pkll~oidl, 's Performance Measurement Analysis Platform (PIvlAP) receives a final computation; therefore. 

* Month - Call Type (Toll) 

no raw data file is available m PMAP 

Average Speed of Answer 

gregation - enchmark 
1 

Retail Rnalog/Benchmark: 

ri:) i?; Dcsipi 

Version 3.00 6-3 Issue Date: BsteBeFJunel, 28882001 



@ BELLSOUTH a 
Florida Interim Performance Metrics Operator Services And Directory Assistance 

DA-1: Speed to Answer PerformancelAverage Speed to Answer - Directory 
Assistance (DA) 

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

Exclusions 

\*in, 

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 f” the entry of a customer call into the BellSouth call management system queue until the customer call is abandoned or 
transferred to BellSouth personnel assigned to handle calls for assistance. The system makes no distinction between CLEC customers 
and BGTIii.llbiuili customers. 

Calculation 

Sjrrctl to inswrr i’cr.foru-ul;mcl.12\rrugr Speed to :knsn~er - Director! Assislunce (Ut) =: t - h 

Note: Total queue time includes time that answered calls wait in queue as well as time abandoned calls wait in queue prior to abandon- 
ment. 

Report Structure - Reported for the aggregate of BSTliellitriitii and CLECs 
- State 

Data Retained (on Aggregate Basis) 
For the items below, RSFIIe!; io id l i ‘s  Performance Measurement Analysis Platform @‘MAP) receives a final computation: therefore, 
no raw data file is available m PMAP - Month 

* Call Type (DA) - Average Speed of Answer 

__. 
I 

- 
SQM Level of Di~ag~rega t ion  I Retail A i ~ a i o g / B e ~ c ~ ~ a r k  
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,p’ DA-2: Speed to Answer Performance/Percent Answered within “X” Seconds g 
8 
B 
z 
2 e 
2 

- Directory Assistance (DA) !? 
m 
0 

P 
. .. .. Definition 

Measurement of the percent of DA calls that are answered in less than =243%\t:iii > seconds. TI-. 

Exclusions 

Nonc 
m 
a Business Rules 0 
E 
0 

m 
2 

The clock starts when the customer enters the queue and the clock stops when a BellSouth representative mwers the call or the 

5 
and B G T l k l i i i r i i t F  customers. z 

2 
2 

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 uo distinction between CLEC customers 

Calculation 
The Percent Answered within “X Seconds measurement for DA is derived by usmg the BellCore Statistical Answer Conversion 
Tables, to convert the Average Speed to Answer measure mto a percent of calls answered within “ X  seconds. The BeUCore 
Conversion Tables are specific to the defmed parametem of work time. number of operators, max queue size and call abandomnent 

P 

= s 
5 rates. s 
” 

r-. 
Report Structure 

f! 
- State 2 

- Reported for the aggregate of 8SPI3cllSautli and CLECs 0 

P 
m 
I 

”e 

3 

0 

Data Retained (on Aggregate Basis) - FM the items below, BSTt3e!!Soiall‘s Performance Measurement Analysis Platform (PMAP) receives a hal computation: therefore, 

* Month 
* Call Type (DA) 
* Average Speed of Answer 

D m no raw data file is available m PMAP. 

s s 
0 m 

s regation - A n a i o ~ ~ ~ e n c h ~ a r k  
I Level of D i s a g g ~ e ~ ~ ~ i o f l  I Retail Anaiag/Beflchmark I 
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ine 

ation - Analog1 
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r 
L 

r 

a 
n 

0 
p3 

W 

U 
Y 

2 
4 
2' 
W 

d 
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Section 8: E911 

SQM Level of Disaggregation Retail Anaiog/Benchmark 

f 3onc 1 * t'arily by i)esigi 

E-I: Timeliness 

Definition 
Measures the percent of batch orders for E91 1 database updates (to CLEC resale and BsTiiu!iStii.rii retail records) processed 
successfully within a 24-how period. 

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

Business Rules 
The 24-hour processing period is calculated based on the date and time processing starts on the batch orders and the date and time 
processing stops onthe batch orders. Mechanical processing starts when SCC (3FA-h' Hell~ourii E911 vendor) receives E911 files 
containing batch orders extracted f" WST%rhc I~IISINI!II Service Order Control System (SOCS). Processing stops when SCC loads 
the individual records to the E911 database. The E91 1 database includes updates to the Automatic Location Identification (ALI) 
database. The system makes no distinction between CLEC resale records and Rfi-Tti~4iSoiilh retail records. 

Calculation 

cessed uithiii 2 1  i i o m  
* /i .:. Ioml nuinher ol'tmtch o ~ d e i ~  subiidttd 

Report Structure 
Reported for the aggregate of CLEC resale updates and RSTIicllSoii!lr retail updates 

- State 
* Region 

weee 

Data Retained 
Report month - Aggregate data 

; 
m 
a m a a 

-. 
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E-2: Accuracy 

Definition 
Y n 
0 

5 Measures the percent of E91 1 telephone number (TN) record updates (to CLEC resale and B s T l ~ c l l ~ o u t l i  retail records) processed 
successfully for E911 iincluding the Automatic Location Identification (&I) database,. n 

U 

Exclusions - Any resale order canceled by a CLEC - Facilitierbased CLEC orders 

Business Rules 
Accuracy is based on the number of records processed without error at the conclusion of the processing cycle. Mechanical processing 
starts when SCC (&STWhc il 
f+Sl:kllS~nirh's Service Order Control System (SOCS). The system makes no distinction between CLEC resale records and &%+F 
ilcliS~iutli retail records. 

oiitli E911 vendor) receives E911 files containing telephone number (TN) records extracted from 

Calculation 

* a = Numbcr of rectxd iudvrdud irpdatcs p o c  
* b= 'lotel uuruher olindividua! record updatcs 

Report Structure 
Reported for the aggregate of CLEC resale updates and BSTlf?liSoritii retail updates 

- State - Region 

"6 

Data Retained - Report month - Aggregate data 

S 

J 
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SQM Level of Di~aggregatio~ 

Section 8: E911 Florida Interim Performance Metrics 

Retail A~aiog/Benchmark 

p. E-3: Mean Interval '? 
0 
E 

Definition 
s 
2 

Measures the mean interval processing of E911 batch orders (to update CLEC resale and B%=Ih ilSlxttli retail records) including - 
i? processing against the Automatic Location Identification (ALI) database. 

Exclusions 
* Any resale order canceled by a CLEC 
* Facilities-based CLEC orders 

Business Rules 
The processing period is calculated based on the date and time processing starts on the batch orders and the date and time processing 
stops on the batch orders. Data is posted 
CLEC resale records and B%=I3 

'+-hour increments up to and beyond 24 hours. The system makes no distinction between 

Calculation - 
E9fll intervui . ( : I -  h l  

. a = 1):tlC m d  linic Ol'b;!izh *>Tiicl. - 1, =. l):m mi! iimc o tb ;~ml i  iirdui 

E911 Wcilir Intenrl ~ lc -:- il) 

'timhrr 01 bzitcii orders coin))l P. 

Report Structure 
Reported for the aggregate of CLEC resale updates and BGTHeIlSoutii retail updates 

* state 
* Region 

Nene 

Data Retained 
Report month 

* Aggregate data 

isaggregation - Analo 

c 
E 
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Section 9: Trunk Group Performance 
TGP-1: Trunk Group Performance-Aggregate 

Definition 
The Trunk Group Performance report displays, over a reporting cycle, aggregate, average tnmk group blocking data for each hour of 
each day of the rep0rt;lg cycle, for both CLEC affecting and s6TIlellSoudi affecting tnmk groups. 

Exclusions - Tnmli Ggroups for which valid data is not available for an entire study period 
* Duplicate tnmk group information 
(I :x,m yolip5 bioikrt: &:c 1,) 

Business Rules 
The purpose of the Tnmk Group Performance Report is to provide trunk blocking measurements on CLEC and BC;FLlr i ! h i i l i  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: 

The reporting cycle includes both business and oon-business days in a calendar month. 
Monthly average blocking values an calculated for each trunk group for each of the 24 time consistent hours across a repotting cycle. 

Aggregate Monthly Blocking: - Usedto compare aggregate blocking across trunk groups which terminate traffic at CLEC points of presence versus BellSouth 

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

Trunk Categorization: 

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

CLEC Affecting Categories: 

Category 1: 

Category 3: 

Category 4: 

Category 5: 

Category 10 
Category 16: 

9-1 Issue Date: €WebeJunel, 2WQ2001 

Point A Point B 
BellSouth End Office 
BellSouth End Office CLEC Switch 

CLEC Switch BellSouth Local Tandem 
BellSouth Access Tandem CLEC Switch 

BellSouth End Ofice 
BellSouth Tandem BellSouth Tandem 

BellSouth Access Tandem 

BellSouth Local Tandem 

Version 3.00 
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P 

BellSouth Affecting Categories: 

Category 9: 

Calculation 
Monthly Average Blocking: 

Point A Point 6 

BellSouth End Office BellSouth End Offce 

- 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 

* 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 kom each tnmk group are separately aggregated over 

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

* The result is an aggregate monthly average blocking value for each of the 24 hours by group. 
* The M e r a c e  hetween the CLEC and BellSouth affecting hunk groups are also calculated for each hour. 

attempted calls. 

all tnmk groups within each assigned category. 

assigned group. 

Report Structure 
CLEC Aggregate 

- State 
* ~ L 1 e i l S o i l i h  Aggregate 

P. - 
Data Retained 

Relatlng to CLEC Experience 

* ReportMonth 
TotalTrunkGroups - Number of Trunk Groups by CLEC - Hourly blocking per tnmk group 

* Hourly usage per "k group - Hourly call attempts per tnmk group 

 isa aggregation - Analog/Bench~ark 

* ReportMonth 
* TotalTrunkGroups 
* Aggregate Hourly blocking per trunk group 
* Hourly usage per trmk group 
* Hourly call attempts per tnmk group 

I SQM Levei of Disaggf~gation 

Relating to Bs.T BellSoiith Experience 

-I 
G) 
P a .. 
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TGP-2: Trunk Group Performance-CLEC Specific 

Definition 
The Trunk Group Performance ~epor t  displays. over a reporting cycle, aggregate, average trunk group blocking data for each hour of 
each day of the reporting cycle, for both CLEC affecting and € & S F H ~ l l ~ ~ r r * l i i  affecting tnmk groups. 

2 a 
G) 
X 

Exclusions 2 
3 
3 
3 

x 

U - Trunk Groups for which valid data is not available for an entire study -od 
* Duplicate trunk group information 

‘i riii- :o (~ L i:C ii~.rizorl\.;eyriipnicia i~;iiiicx 

nl 
3 ooi,cd Ciiw 1 0  iinanticipmxl signiikmt iiicre 

u d l y  iiii.~ iisi\sii>p. uvi l h c h e d  n 

r m 
0 
cn 
-0 m 
3 
0 

Business Rules 
The purpose of the Trunk Group Performance Report is to provide tnmk blocking measurements on CLEC and BScBci!’ioiirii trunk 
groups for comparison only. It is not the intent of the report that it be used for network management andor engineering 

Monthly Average Blocking: SL 

* The reporting cycle includes both business and oon-business days in a calendar month. 
* 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: 

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

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

Trunk Categorization: - 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 pints a~ generated for two aggregate groups of selected trunk groups. These groups are CLEC affecting and 
BellSouth affecting blmk groups. In order to assign trunk groups to each aggregate group, all trunk groups are fmt assigned to a 
category. A tnmk group’s end points and the type of traffic that is transmitted on it defme a category. Selected categories of trunk 
groups are assigned to the aggregate groups so that tnmk repmts can be generated. The categories to which trunk groups have been 
assigned for this report are as follows. 

switches. 

‘4 

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 1 6  BellSouth Tandem BellSouth Tandem 

BdlSouth Affecting Categories: 

Point A Point B 

Categoly 9: BellSouth End Ofiice BellSouth End Office 
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,/- 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 reporbhg period. 

Aggregate Monthly Blocking: - For each hour of the day, the monthly sums of the blocked and attempted calls fiom each hunk group are separately aggregated over 
all rmnk 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 hy group. 
* The difference between the CLEC and BellSouth affecting hunk groups are also calculated for each hour. 

Report Structure 
* CLEC Specific 

- State 

Data Retained 

Relating to CLEC Experience I Relating to BST BellSouth Experience 

ReportMonth 
* TotalTdGroups 
* N w b e r  of Trunk Groups by CLEC 
* Hourly blocking per tnmk group 
* Hourly usage p" tnmk group 
* Hourly call attempts per bunk group 

- ReportMonth - Total T d  Groups 
* Aggregate Hourly biucking per tnmk group - Hourly usage per hunk group 
* Hourly call attempts per tnslk group 

Version 3.00 9-4 Issue Date: 0eSseFJunel,2eee2oOl 



@ BELLSOUTH e 
Florida Interim Performance Metrics Section 9 Trunk Group Performance 

I 1 

Version 3.00 9-5 Issue Date: esleseFJunel1?QW2OO1 



@ BELLSOUTH 
Florida Interim Performance Metrics Section 9 Trunk Group Performance 

Version 3.00 9-6 Issue Date: €W&efJunel, 28882001 



@ BELLSOUTH e 
Florida Interim Performance Metrics 

* * .  

Section 9 Trunk GrouD Performance 

d 
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Section I O :  Collocation 
c-I : Average Response Time 

Definition 2 m 

m m 

m 

U 

: 
Exclusions 

Any application eme&e&imcili.ii by the CLEC 

Business Rules 
The clock starts on the date that €%T-HrIISouUi receives a wmplete and accuxate collocation application ;izi.onip;iiiied by the 
qyropi iiirc :ipplication fce if rcyiiired. The clock stops on the dale that BSTWeIlSoirth returns aresponse. The clock will restart upon 
receipt of changes to the original application request. 

Calculation . 
Hr5ponse Time = ( i t  - b) 

* a = 1<cL~ii:~: Kesp-roiisc Cfiiie 
* b -~ Ueqiu: Suhinissiou Klaw 

.\\engc Kcsponsc 'l-iin&..F= i c  .: J i  

. '.= Simi ofail Rcsponw linie% 
* tl  = Corn% ofllcspinise Raiiriieil wihi i i  Reporting i'criori 

Report Structure 
* Individual CLEC (alias) aggregate 

Aggregate of all CLECs 

. .  - P h y m u & d  
1 

1 . - DataRetained 
* Reportperiod 
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Aggregate data 

r- Retail Analo~/EeRchniark 

4 
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/-- c-3: n Percent of Due Dates Missed 

Definition 
Measures the percent of missed due dates for bo& vinoal and p h j s i u J  wllocation arrangements; 

Exclusions 
Any Bona Fide firm order eme&&i.:riii.?i~d by the CLEC 

Section I O :  Collocation 

? u 

s Business Rules .-. 
0, Percent Due Dates Missed is the percent of total collocation arrangements which BsTt3ellS~)iriii is unable to wmplete by end of the 

order ncioinp;miai 1,) tlic qq?soiiriatc I &  i f  rcqwircil. The arrangement is considered a missed due date if it is not completed on or 
W I k ! h i x h  committed due date. The clock starts on the date that WUcliSoriili receives a complete and accurate Bona Fide f m  

before the committed due date. 

E m 
0 

m 
(D 

% 

L 
8’ 

n 

Calculation 

(D m 
ox, 0 1  I),W r ) ; m  \ i iS~t ! t i  .. ($1 ~ h~ x I MI 

* .j -= Nunihai oiCouiplcicd OiWei3 h a t  ~ c i e  iiot c i m i d ~ i d  wiiiiin 13L,LSuti!i> (“mitied !.hie i ) i i t i  dinins lkpoitiixg !’CTI!IJ 
* I? = “iiiaiiwr. 01 Orders Gmplc~wd io i<eporiing i’criod 

Report Structure 
* Individual CLEC (alias) aggregate 
* Aggregate of all CLECs 

/-- 

. .  . .  *a . -  - 

-F%pe&Wd 

. . 
. .  

I . 
L 

Data Retained 
* Report period 
* Aggregate data 

Di~aggregation - A n a l o g / ~ e n c h ~ a r k  

I SQM Level of D i s a ~ ~ r e g ~ t i o ~  I Retail Anaiog/Benc~mark I 

P- 
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F- Level of Disaggregation - Analogl 0 

? .. 
; 
'D 
a m 
-. 
UI 
01 

s 
3 
m a 
m 
,a 
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Florida Interim Performance Metrics Section 11: Change Management 

Relating to BellSQUth Experience 

* \Ot 2,,pliL..~ble 

I li>l 
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Level of Disagg~~ga~ion - 
SQM Level of D~saggregation 
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Appendix A: Reporting Scope 

These aTe the generic WlVeliSouWCLEC service order activities tkfteuhizii are included in the fie-ordering, Ordering, and 
Provisioning sections of th is  document. It is not meant to indicate specific reporting categories. 

Service Migrations With Changes 
* Move and Change Activities - Service Disconnects (Unless noted otherwise) - New Service Installations 

Pie-Ordering Query Types 
* Address 

Telephone Number 
Appointment Scheduling 
Customer Service Record 
Feature Availability 

Maintenance Query Types: 
?211 - ' iAi1 I,iiCliLiS :he systi.ins bd<,i\  

* ( R1S 
* \l:ltcb 
I l ' n A L * t > !  

" 1.510s 
- i>l I< 
- I ~ l l ' i l i  
- I \lO<U,Xi . !si' . i i w  - i)Sl'(..'M . soc'i 

Report Levels - CLECRESH - CLEC State - CLEC Region - Aggregate CLEC State 4 
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Appendix B: Recommended Additional Metrics 

KPMG bas 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 f" 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 and Timeliness of ED1 and TAG LSR Achowledgments 
* Provisionin8 Troubles mor to Loop Acceptance 

Percent Orders Canceled After Missed Due Date - Percent Fonnd OK,Test OWCPE - ALEC Center Call Abandonment Rate 
* Average Notification of MerfacelOSS Outage - Percent of Change Management Notices and Documentation Sent on Time 
* Percent of S o h e  Certification Failures and Software Problem Resolution 
* Percent Billing Errors Corrected in X days - Loop Make-up Jnformatiou 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 witbin 7 days of a Hot Cut1 

Percent of Orders Canceled or Supplemented at the Request of BellSouth 

J 

I .  Supplemental Metrics as ofNovember 16, 2000 4 
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C 

D 

BRC: Business Repair Center - The BellSouth Business Systems trouble receipt center which serves -business and CLEC cus- J 
tomers. 

Bfil'. IIeIISoulli : BellSouth Telewmmnnications, Jnc 

me~l h: I o c . ~ /  ;uilinnpe c:!rii ii.!iicii i s  similar t t t  .: l'ri 
i ~ :  iliz roicyl!rrirc irimpart> (.cntrdi O&c !COi. 

CKTID: A unique identifier for elements combined in a service wnfignration: 

CLEC Competitive Local Exchange Carrier 

CLP Competitive Local Provider = NC CLEC 

CMDS: Centralized Message Distribution System - 8eWeeTelcordia administered national system used to transfer specially format- 
ted messages among companies. 

COFFI: 
. .  . .  

J 

c ruhluisioii oExDS1 l .o~: i i  Seniilz Reqoeds. 

CRIS: Customer Record Information System - The BellSouth proprietary corporate database and billing system for non- 
access customers and services. 

CRSACCTS: CRIS s o h e  contract for CSR information 

CKSG: i.oinpi;x Rcsaiz Siippun <irixr> 

i',, icc ihdcr  17;*,:king bysteui 

CSR: Customer Service Record 

CTTG Common Transport Tnmk Gmup - Final trunk groups between +36WlicliSoulli & Independent end offices and the BSF.KcII- 
iuuih access tandems. 

I>*. 1)ircci.ny ?.sisfance 

DESIGN: Design Service is defmed as any Special or Plain Old Telephone Service Order which requires BellSouth 

Design Engineering Activities. d 
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/4 
DISPOSITION & CAUSE: Types of trouble conditions, e.g. No Trouble Found, Central Office Equipment, Customer Pre- 
mises Equipment. etc. 

DLETH Display Lengthy Trouble Histoly - 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. 

>p:cil Ibr oiie &$.:tl iiki sigiiul 1,irJU00 bpsi. 

IXW: .M m u 5  ( I  

DOE: Direct Order Entry System - An internal BellSouth service order entry system used by BellSouth Service Repre- 
sentatives to input business service orders in BellSouth format. 

i.. . L ~ X t l i e l  z > s l r l n s i  

i m w s s i m  of il>Sl. I ticiii 5 

DSAP: DOE (Direct Order Entry) Support Application - The BellSouth Operations System which assists a Service Repre- 
sentative or similar carrier agent in negotiating service provisioning commitments for non-designed services and GWG 
d :iibuiiiilc.d heti\oih f:lcmcnis. 

DSAPDDI: DSAP software contract for schedule information. 

DSL: Digital Subscriber Line 

. .  . E911: Provides callers access to the applicable emergency services bureau .hy 
dialing i i  .T-dizii universal telcpirmc nurnhcr. 

EDI: Electronic Data Interchange - The computer-to-computer exchange of inter and/or intra-company business docu- 
ments in a public standard format. 

E SS*: I~cliStrurli Cnilrch S m i i i  

F 

-. $-atrl Kejecl: %%wi&e&LSRs tk&weielectronically rejected from LEO, which checks to see of the 
LSR has all the required fields correctly populated. 

M F l n w 4 € € R & & X  '1hniu:h: In the context of this document, LSRs submitted electronically via the CLEC mecha- 
nized ordering process that flow through to the %fTfkIlSw~tli OSS without manual or human intervention. 

FOC: Firm Order Coufiiation - A notification retumed to the CLEC m n f i i g  that the LSR has been received and accepted, 
including the specified commitment date. 

I'V: I'kreigi 1.xcli;li:ye 
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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 activi- 
ties. 

LMOS EOST: LMOS host computer 

LMOSupd: LMOS updates 

1.\1{': L.oop M:Ac-U~~ 

LMtyk I.oop !vlahe-up Ssni ie  1:iquii) 

L N P  Local Number Portability - In the context of this document, the capability for a subscriber to retain his current tele- 
phone number as he transfers to a different local service provider. 

LOOPS : Transmission paths from the central ofice to the customer premises. 

1,ltY: I ( i cd l im I<,,tnin;. Nisnhei 

L S R  Local Service Request - A  request for local resale service or unbundled network elements h m  a CLEC. 

M 

-liaintcnnuLe & -tcpatr: The process and function by which trouble reports are passed to Bell- 
South and by which the related service problems are resolved. 

MAR- &BellSouth Operations System which accepts service orders, interprets the coding contained in the service 
order image, and constructs the specific switchng system Recent Change command messages for input into end office 
switches. 

P 

N 

NBK: h a s  llusiiicsb Rcq0;it  

NC: "'No Cicuits" - All circuits busy announcement. 

YIW: iciwt>rl, hwmmtion % ~ ~ t e I m m  

hLlI.1: Fratii:c Modi. L I X  htciumnectirm 

hl'k iumhcriug i%n :kc3 

h X k  I ;IC ~ ' c x c l ~ ~ g c ~ '  poriiori of a ielephmi. mmibis. 

0 

OASIS 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 featureiservice 

OASISCAR: OASIS software contract for featureiservice 

OASISLPC OASIS software contract for featureiservice 

OASISMTN: OASIS software contract for featurehervice 

P-- 
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J OASISNET: OASIS software contract for featureIservice 

OASISOCP OASIS software contract for featwelsewice 

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

OSPCM. Outside Plant Contract Management System - Provides Scheduling Information. 

OSS: 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. 

P 

k'\l.-%P: Pc:fori:?:mc. 

I*\~<).sI': ~ J ; ~ O ; ~ I I ~ K X X  I t h l a w i t t 1 m  i)uiiiiiy n s w . m r i  plan 

POTS Plain Old Telephone Service 

PREDICTOR: The BellSouth 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 Test- 

plant facilities. 
ing and switching system IIO ports, and provide certain information regarding the attributes and capabilities of outside .d 

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

J'W R m a v  IbIe 1 S D i  

i"ro\.icionirtg: 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 billmg and accounting functions. 

PSIMS ProductIService Inventory Management System - A BellSouth database Operations System which contains avail- 
ability 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 featurekervice. 

Q 

R 

RNS: Regional Negotiation System - An internal BellSouth service order entry system used by BellSouth Consumer Ser- 
vices to input service orders in BellSouth format. 

KO<: Kepinidl i hLim,g i ) > t e I l l  

d RRC: Residence Repair Center - The BellSouth Consumer Services trouble receipt center which serves residential customers 
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RSAG: Regional Street Address Guide - The BellSouth database, which contains street addresses validated to be accurate 
with state and local governments. 

RSAGADDR RSAG software contract for address search 

RSAGFN: RSAG software contract for telephone number search. 

S 

I. 21: suli LKecrwiiii~ I!~ifitl.ceiiieiir Rlcciiaiiism 

SOCS: Service Order Control System - The BellSouth Operations System which routes service order images among Bell- 
South 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 
911iE911: 

T 

TAFI: Trouble Analysis Facilitation Interface - The BellSouth Operations System that supports trouble receipt center per- 
sonnel 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 hi-directional flow of information between BellSouth's OSSs and participating CLECs. 

T N  Telephone Number 

P Total l.lsuud E'nlfoue The number of LSRs which are entered electronically hut require 
manual entering into a service order generator. 

/'. 

U 
UNE: Unbundled Network Element 

I <,E,: i,'nbmdlcrl Coppei 1.iiA 

I WC:  Universal Sen ice Oi(i~7 Code 

V 
. ., wErEiw- 
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Start Time for Duration 

Initial Receipt of the transac- 
tions by BST 

Appendix D: Study of End-to-End Timing 

End Time for Duration 

Transmission ofthe response 
to the CLEC 

KPMG Consulting during Phase II will conduct a special study of end-to-end timing of pre-ordering and orderhg lmw3c&” (from 
initial receipt of the transaction by BST {Start Time for Duration) to transmission of the response/rejection/contkuation to the CLEC 
{End Time for Duration)) in order to assess whether the definitions of response/rejection/confirmation time {Dmation Target) used in 
selected metria are apppriate. 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 tbk metric. 
However, KPMG Consulting will make a special study of the timing of these queries relative to BST Retail operations. 

1. 

2. 

3. 

Duration Targel Service Quality 

.. 
oss Average Response Time and Response Time 

Response Interval (Fve-Order- 
ingI0rdering) 

Ordering Rejecthterval Reject Interval 

Ordering Firm Order Confirmation Time- Timeliness Dura- 
tion liness 

Initial Receipt ofthe order by 
BST 
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Transmission of the confin- 
mation to the CLEC 
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