
State sf Florida 

DATE: October 9,2003 
TO: All Parties of Record 
FROM: Linda Dodson, Attorney, Office of the General Counsel 
RE: Service Quality Measurement Report Structure Changes. 

Staff will hold an informal meeting to discuss BellSouth’s proposed changes to the Service 
Quality Measurement (SQM) report structure at the following time and place: 

10:30 a.m. 
Friday, October 24,2003 
Room 152 Easley Building 
2540 Shumard Oak Boulevard 
Tallahassee, Florida 

Staff is soliciting comments on the SQM report structure Cllanges ant, requests that any 
comments be filed by Tuesday, October 2 1, 2003, with the Division of the Commission Clerk & 
Administrative Services (an electronic version should also be provided to Lisa Harvey at 
Isharvey@psc.state.fl.us). Comments should specifically address BellSouth’s proposal as reflected 
in the attached presentation. A meeting agenda will be provided on Thursday, October 23,2003, 
based on comments submitted by the parties. 

Those parties of record not abre to attend the may participate by dialing (850) 921 -2470 or 
SmCom 29 1-2470 promptly at 10:30 a.m., Friday, October 24,2003. 

If you have further questions about this meeting, please call Linda H. Dodson at (850) 413- 
6216 or Jerry Hallenstein at (850) 413-6818. 

Encl: BellSouth’s Proposal 

cc: Division of Competitive Markets and Enforcement 

I:\OOO 12 1\000 12 I Anot.lhd 



Replacement of Current Reporting with a Single Report Structure 
(SRS) 

October 7, 2003 



BellSouth is currently required to report SQM data sets in 
compliance with the State Order 



The MSS and MSS Charts were initially designed to provide- 
a summary view of parity performance from a common 
baseline 



Combining the SQM and MSS reports and charts has 
distinct advantages: 



The implementation of the Single Reporting Structure will 
eliminate the SQM to MSS data differences 

I) Single month report showing the 
CLEC-specific data in an MSS like 
format. 

~ 2) Single month report showing the 
i state based CLEC-aggregate data and n 

the BST-aggregate data in an MSS like 
format' i 

I 3) I 2  month report showing state 
CLEC- and BST-aggregate data and 
an equity calculation for each of the ............................ !::~.::::>,:,: 

................................................. 

... Numefator .... indicates total number of U E C  rekd n o l h l m  intew& mihin 1 hnlabrlhh diagpnpatim in the reportkg period ..... ,- - I --.--------__l̂---.-----" I---...--.--.....--..t_....._. - ...~. " ,._,.... 4 I._I.__ 

. .  . .  
VDlume indicates tMal number dreiice quests Drthls d r a m o n  rejedd In the repading p n d  

"I .... I. .:.. l̂ l .... "I ,..... ._.. I _., Frodud)  I I I I I I I ' 1  I I I' months with a chart that will provide a 
graphical representation of the 
aggregate data. 

i --111__ ~ - -  



There are three types of 
monthly basis 

reports that will be developed on a 
New Report 

1) Single month report 
s h owi ng the C LEC-s pecif i c 
data in an MSS like format. 

data. 

Reject Intendful ly Mechanized 
(?? of CLEC Reject Nottication within intends) 

Numerator indicates total number of CLEC reject ntifications within inletxi1 hours forthis disaggregation in the reporting period. 
Volume indicates total number of ser ice requests for this disaggregation in the reporting period, 

_________l___ 

CLEC 
Product G r o u ~  Dewintion Benchmark I Intervals Numerator Volume Metric Numerator Volume Metric 

I BST 1 BST 1 CLEC 1 CLEC 1 
BST 



There are three types of reports that will be developed on a 
monthly basis New Report 

Reject In teml-Non-Mechanized 
(% of CLEC Reject Notification within Intenals) 

_I______. 

Numerator indicates total number of CLEC reiect notification within inteml hours for this disaggregation in the report 

r State 
Region 
Region t Region 

1 Region 
I Region 
I Region 
I Region 
I Region 

Product Group BST BST BST CLEC CLEC 
Description Benchmark I Intervals Numerator Volume Metric Numerator Volume 



There are three types of reports that will be developed on a 
month ly basis New Report 

&___ 
Florida, June 2Mn - Ju) 2DEo 

Reject Interra -Fully Mechanized 
("10 of CLEC Rejecl Notication htelvals vitthin f Hour) 

Numerator indicates total number of ClEC reject nolikation idemis d h i n  1 hurlor this disaggregation in the reporting period. 

--...,______I_̂  .....--, . ..,,,------ 
Ordering ..... "ll"l..".",.l I" .̂-l..ll".l ,..,.. I ......,....-.- "._l_l_ ----- "-" .--- .......I...," .__,_" ,-.,-I---. + " ..--. __b 

I_. ,,._- " . - ~ - . "  ~ " l - . l l  "..l..lll" "...".l .... I .... I ..., _. " l " . " l . " . " l ~ ~  

1____________11 -+ 
1 

3) I 2  month report for each 
state showing CLEC- and 
BST-aggregate data and an 
equity calculation for each of 
the months with a chart that 
will provide a graphical 
representation of the 
aggregate data. 

'4" i l  
I - 

I 



Example of Reject Interval Report - CLEC Specific 
Florida, June 2003 

1 - M -  

Order! ng 
Reject Interval-Fully Mechanized 

(% of CLEC Reiect Notfication within intervals1 
-1-11 _II ---_I___ _-- _--- ~ - _ _  -_-I_u__ 

Numerator indicates total nurn ber of CLEC reject n-s within interval h o u r s ' f n g  period. 
Volume indicates total number of senice requests for this disaggregation in the reporting period. 

I I I I t 

BST CLEC 
State C A Product Group Description Benchmark I Intervals Numerator or Volume Metric 



Example of Reject Interval Report - State Aggregate 
Florida, June 2003 

Product Group BST BST BST CLEC CLEC 
State Description Benchmark I Intervals Numerator Volume Metric Numerator Volume 

CLEC 
Metric 
2.30% 
60. I I % 
31.91% 
3.37% 
0.53% 
0.71% 
0.18% 
99.1 1% 
0.89% 
4.50 



Example of Reject Interval Report - Historical Aggregate 
n Florida, June 2002 - July 2003 
I Orderincr 

---"--*- -^I-_-_ *-%= A-*---*.-z.+p -- ""---"-PP 

Reject Interval - Fully Mechanized 
(% of CLEC Reiect Notification Intervals within I Hour) 

Numerator indicates total number of CLEC reject notification intervals within 1 hour for this disaggregation in the reporting period. 
Volume indicates total flumber of service requests for this disaggregation rejected in the reporting period. 

Product 
Group 

Measure Descriptio Benchmar BST BST CLEC CLEC 
State , Month , n , klAnaloq ,Numerator, Volume . Metric ,Numerator, Volume Metric , Std Dev , Std Error . Zscore . Eauitv I 

100.00% 

99.00% 

98.00% 

97.00% 

96.00% 

95.00% I 1  I I I , ,  1 1 -  



Example of Order Completion Interval - CLEC Specific 



Example of Order Completion Interval - State Aggregate 

Product Group 
State Description 

I REGION 1 Resale Residence 1 REGION ResaleResidence 
REGION Resale Residence 

REGION Resale Residence 

Retail Residence I 1 I < 10 Circuits 
Retail Residence I 2 I < 10 Circuits 
Retail Residence I 3 1 < 10 Circuits 
Retail Residence 4 < 10 Circuits 
Retail Residence 5 c 10 Circuits 
Retail Residence I > 5 I < 10 Circuits 

Average 
Retail Residence Interval < 10 Circuits 

Dispatch BST BST CLEC CLEC CLEC 
Type Numerator Volume BST Metric Numerator Volume Metric 



Example of Order Completion Interval - Historical Aggregate 

State 
FL 

Product Group Circuit Block BST CLH: CLEC CLEC 
Dispatch BST Measure 

Month 
hsc r ip t i on  Benchmark [Analog Type Numerator Volume BSTMetric Numerator Volume Metric Std Dev Zscore Equity 

Jul-02 Resale Residence RetailResidence < locircuits Dispatch 188,117 38,334 4.91 7,113 1,547 4.60 0.000 0.0000 YES 

t 

i 
__1____1&^" --_-*_C___I 

Volume indicales total number of service orders completed for this disaggrektjon in the seporting period. 



Example - Customer Trouble Report Rate - CLEC Specific 



Example - Customer Trouble Report Rate - State Aggregate 

REGION 
REGION 
RFGION 

Local Interconnection Trunks Panty with Retail 1 Non-Dispatch 496 0.03% I 0 0  578,140 1,967.541 
Local Transport (Unbundled Interoffice Transport) Retail DSl lDS3 Interofftee Dispatch 4,677 21 4,381 2.18% 2 2,434 
I ncal Transnnrt II lnhiindlnd lnternfice Transnnrt) Retail nS1 lnS3 Interoffice i Nan-Dinaatch 2 835 714 3Rq 132% 1 1  2 434 



Example - Customer Trouble Report Rate - Historical Aggregate 

11_1.-----11_-11- 

Florida 
" . - *" -- --.. -__l_rf__ 

Florida, June 2002 - Julv 2003 
I- Maintenance and Relair 

Customer Trouble Report Rate 
I% of Total Troubles Renodedl 

ll I I ProductGroup 1 I I I I I I I I I 5td I I 



Implementation Timeline 

I m pl icat ions 


	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

