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- 1  REBUTTAL TESTIMONY OF DAVID A COON 

BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION 

6 

7 

8 Q. PLEASE STATE YOUR NAME, YOUR POSITION WITH BELLSOUTH 

9 

10 ADDRESS. 

1 1  

12 A. 

13 

14 

TELECOMMUNICATIONS, INC. ("BELLSOUTH") AND YOUR BUSINESS 

My name is David A. Coon. I am employed by BellSouth as Director of 

Performance Measurements for the nine-state BellSouth region. My business 

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

15 

16 Q HAVE YOU PREVIOUSLY FILED TESTIMONY IN THIS DOCKET? 

17 

18 A. NO. 

19 

20 Q WHAT IS THE PURPOSE OF YOUR TESTIMONY? 

21 

22 A. 

23 

24 

25 

My rebuttal testimony addresses the direct testimony filed with the Florida Public 

Service Commission on August 16, 1999 by 1TC"DeltaCom witness Christopher 

Rozycki as it relates to the need for performance measurements as part of the 

Interconnection Agreement between BellSouth and ITCADeltaCom in Issue l(a). 
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1 

2 Q. MR. ROZYCKI INTRODUCED 1TC"DELTACOMS ATTACHMENT 10, 

3 ATTACHED HERETO AS EXHIBIT DAC-2, AS ITCADELTACOMS 

4 

5 MR. ROZYCKI'S PROPOSAL TO INCLUDE ATTACHMENT 10 IN THE 

6 BELLSOUTH, 1TC"DELTACOM INTERCONNECTION AGREEMENTS? 

7 

PROPOSED SET OF PERFORMANCE MEASURES. DO YOU AGREE WITH 

8 A. 

9 

10 

11 

12 

13 

14 

15 

16 

17 

I8 

19 

20 

21 

22 

23 

24 

15 

No. As ofthis date, BellSouth has spent in excess of $50 Million dollars 

developing a comprehensive set of performance measurements and reports, 

known as the BellSouth Service Quality Measurements (SQMs), that are available 

to all ALECs in the BellSouth region. These measurements were developed as a 

result of and are consistent with the FCC Notice of Proposed Rulemaking, FCC 

Docket 98-56, RM 9101, the Georgia Performance Measurements Order in 

Docket 7892-U, and the Louisiana Performance Measurements Order in Docket 

U-22252, SubDocket C. The SQMs, as required by the Telecommunications Act, 

demonstrate BellSouth's compliance with providing non-discriminatory treatment 

to ALECs doing business in the BellSouth region. Attached as Exhibit DAC-1 is 

the current version of the BellSouth SQM document which is also posted on the 

BellSouth web site. The SQMs are sufficient for the ALEC industry as a whole 

and should be sufficient for lTCADeltaCom as well. It is unreasonable and 

unnecessary to have BellSouth adhere to individual ALEC performance measures 

as ITCADeltaCom proposes. As of September 9, 1999, there are 772 ALECs 

certified to do business in the BellSouth region. To attempt to produce a separate 

set of performance measurements for each one of them would be virtually 

impossible. More importantly, there is not a computer in existence large enough 
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Q. 

A. 

Q. 

A. 

Q. 

A. 

to handle the volume of data processing that would be required to produce the 

monthly reports to support ALEC specific performance measurements. 

Therefore, BellSouth produced the SQM as a common set of performance 

measurements for all Interconnection Agreements between BellSouth and ALECs 

doing business within BellSouth territory. 

HAS BELLSOUTH DONE A COMPARISON OF HOW THE BELLSOUTH 

SQM COMPARES TO THE 1TC"DELTACOM ATTACHMENT lo? 

Yes. As part of my testimony, I have produced a matrix, Exhibit DAC-3, which 

does a measurement by measurement comparison between BellSouth's SQM and 

the 1TC"DeltaCom Attachment 10. 

DOES THE MATRIX DEMONSTRATE ANY SIGNIFICANT FINDlNGS? 

Yes. If anything, the BellSouth SQMs are more comprehensive than the 

performance measurements proposed in ITC^DeltaCom's Attachment 10. 

DOES THIS CONCLUDE YOUR TESTIMONY? 

Yes 
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BellSouth 
Service Quality Measurements 
Regional Performance Reports 

Data Retained Relating to CLEC Experience: 
0 Report Month 

Legacy Contract (per reporting dimension) 
Response Interval 
Regional Scope 

PRE-ORDERING - OSS 

Data Retained Relating to BST Performance: 
Report Month 
Legacy Contract (per reporting dimension) 
Response Interval 
Regional Scope 

BellSouth Telecommunications, Inc. 
FPSC Docket No. 990750-TP 
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ReporWMeasurement : 

Definition: 
Average OSS Response Time and Response Interval 

Average response 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). 

Exclusions: 
None 

Business Rules: 
The average response time for retrieving pre-orddorder information from a given legacy system is 
determined by summing the response times for all requests submitted to the legacy during the reporting 
period and dividing by the total number of legacy requests for that day X 100. The response interval 
starts when the client application (LENS or TAG for CLECs and RNS for BST) submits a request to the 
legacy system and ends when the appropriate response is returned to the client application. The number 
of legacy accesses during the reporting Deriod, which take less than 2.3 seconds and the number. which 
takemore than 6 seconds are also captured. 

Level of Disaggregation: 
RSAG -Address (Regional Street Address Guide- Address) - stores street address information 
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LEGACY SYSTEM ACCESS TIMES FOR RNS 

LEGACY SYSTEM ACCESS TIMES FOR LENS 

LEGACY SYSTEM ACCESS TIMES FOR TAG 

Revision date: 08/10/99 (Ig) 
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OSS Interface 
LENS 
LEO Mainframe 
LEO UNlX 
LESOG 
ED1 
HAL 
BOCRIS 
ATLASKOFFI 
RSAGIDSAP 
socs 
TAG 

PRE-ORDERING 

%Availability 
X 

X 

X 

X 

X 
X 

X 

X 

X 
X 

X 
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ReportlMeasurement: 

Definition: 
OSS Interface Availability 

Percent of time OSS interface is functionally available compared to scheduled availability. Availability 
oercentazes for CLEC interface svstems and for all Leeacv svstems accessed bv them are caotured 

None 

This measurement captures the availability percentages for the BST systems, which are used by CLECs 
during Pre-Ordering functions. Comparison to BST results allow conclusions as to whether an equal 
opportunity exists for the CLEC to deliver a comparable customer experience. 

Level of Disaggregation: 
Regional Level 

Calculation: 
(Functional Availability) I (Scheduled Availability) X 100 

Report Structure: 
Not CLEC Specific 

0 Not product/seNice specific 

Business Rules: 

Regional Level 
Data Retained Relating to CLEC Experience I Data Retained Relating to BST Experience 

t 0 ReDortMonth I ReDortMonth I 
Legacy contract type (per reporting I dimension) 

Legacy contract type (per reporting I dimension) 

Reai l  Analog/ KT Regional Scope 
Benchmark I 

Revision date: 061281YY (Ig) 
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Regional Performance Reports 

ORDERING 
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ReportIMeasurement: 

Definition: 
Percent Flow Through Service Requests (Summary) 

The percentage of Local Service Requests (LSR) submitted electronically via the CLEC mechanized 
ordering process that flow through to the BellSouth Telecommunications’ f B S n  Ooerations Suonnrt . I .  rr - 
Systems (OSS) without manual intervention 

Fatal Reiects 
Exclusions: 

Auto Clarification 
Manual Fallout 
CLEC System Fallout 

The CLEC mechanized ordering process includes all LSRs, which are submitted through one of the three 
gateway interfaces (TAG, EDI, and LENS), and flow through to SOCS 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 (LINE). The CLEC mechanized ordering process does not 
include LSRs, which are, submitted manually (e.& fax, and courier), or are not designed to flow through, 
i.e., Manual Fallout. 

3usiness Rules: 

Definitions: 
Fatal Rejects: Errors that prevent an LSR, submitted by the CLEC, from being processed further. When an 
LSR is submitted by a CLEC, LEO will perform edit checks to ensure the data received is correctly 
formatted and complete. For example, if the PON field contains an invalid character, LEO will reject the 
LSR and the CLEC will receive a Fatal Reject. 
Auto-Clarification: errors that occur due to invalid data within the LSR. LESOG will perform data 
validity checks to ensure the data within the LSR is correct and valid. For example, if the address on the 
LSR is not valid according to RSAG, the CLEC will receive an Auto-Clarification. 
Manual Fallout: errors that occur by design. Certain LSRs are designed to fallout of the Mechanized 
Order Process due to their complexity. These LSRs are manually processed by the LCSC. When a CLEC 
submits an LSR, LESOG will determine if the LSR should be forwarded to LCSC for manual handling. 
Following are the categories for Manual Fallout. 
1. Complex services’ 
2. Expedites (requested by the CLEC) 
3. Special pricing plans 
4. Denials-restore and conversion, or disconnect and conversion orders 
5. Partial migrations 
6. Class of service invalid in certain states with some types of service 
7. New telephone number not yet posted to BOCRIS 
8. Low volume such as activity type “T’ (move) 
9. Pending order review required 
10. More than 25 business lines 
1 1. Restore or suspend for UNE combos 
12. Transfer of calls option for the CLEC’s end users 
13. CSR inaccuracies such as invalid or missing CSR data in CRIS 

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

Total System Fallout: Errors that require manual review by the LCSC to determine ifthe error is caused 
by the CLEC, or is due to system functionality. If it is determined the error is caused by the CLEC, the 
LSR will be sent back to the CLEC as clarification. If it is determined the error is BST caused, the LCSC 
representative will correct the error. 
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ORDERING -(Percent Flow Through Service Requests (Summary) - Continued) 

laleulation: 
Percent Flow Through Service Requests = X[(Total number of valid service requests that flow-through to 
the BST OSS)] /(Total number of valid service requests delivered to the BST OSS) X 100 

Description: 
Percent Flow Through = (The total number of LSRs that flow through LESOG to the BST OSS) 1 (the 
number of LSRs passed from LEO to LESOG) - X[(the number of LSRs that fall out for manual 
processing) + (the number of LSRs that are returned to the CLEC for clarification) + (the number of 
LSRs that contain errors made by CLECs)] X 100. 

teporl Structure: 
CLEC Aggregate 

BST Aggregate 
9 Region 

9 Region 
xvel of Disaggregation: 

Reeion - 
lata Retained Relating to CLEC Experience 
8 Reportmonth 

Total number of LSRs received, by interface, 
by CLEC: 
9 TAG 
9 ED1 
9 LENS 

9 Fatal rejects 
9 
9 Auto clarification 
9 CLEC caused system fallout 

Total number of errors by type, by CLEC: 

Total fallout for manual processing 

Total number of errors by error code 

Data Retained Relating to BST Experience 
Reportmonth 
Total number of errors by type: 

9 BST system error 

tetail AnaIcg/Benehmark 
Retail Analog: BST Residence Flow Through 

Revision Date: 06/25/99 (tm) 
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ORDERING 

1eporUMeasurement: 

Minition: 
Percent Flow Through Service Requests (Detail) 

A detailed list by CLEC of the percentage of Local Service Requests (LSR) submitted electronically via 
the CLEC mechanized ordering process that flow through to the BellSouth Telecommunications' (BST) 
Operations Suppon Systems (OSS) without manual or human intervention. 

Fatal Rejects 
Auto Clarification 
Manual Fallout 
CLEC S)stem Fallout 

The CLEC mechanized ordering process includes all LSRs, Hhich are submitted through one ofthe three 
gateway interfaces (TAG, EDI, and LENS), and now through to SOCS without manual intervention. 
These LSRs can be divided into two classes of service; Business and Residence, and two types of 
service; Resale and Unbundled Network Elements (UNE). The CLEC mechanized ordering process does 
not include LSRs, which are, submitted manually (e.@., fax, and courier), or are not designed to flow 
through, Le., Manual Fallout. 

:xclusions: 

hsiness Rules: 

Definitions: 
Fatal Rejects: Errors that prevent an LSR, submitted by the CLEC, from being processed further. When 
an LSR is submitted by a CLEC, LEO will perform edit checks to ensure the data received is correctly 
formatted and complete. For example, if the PON field contains an invalid character, LEO will reject the 
LSRand the CLEC will receive a Fatal Reject. 
Auto-Clarification: errors that occur due to invalid data within the LSR. LESOG will perform data 
validity checks to ensure the data within the LSR is correct and valid. For example, if the address on the 
LSR is not valid according to RSAG, the CLEC will receive an Auto-Clarification. 
Manual Fallout: errors that occur by design. Certain LSRs are designed to fallout of the Mechanized 
Order Process due to their complexity. These LSRs are manually processed by the LCSC. When a CLEC 
submits an LSR, LESOG will determine if the LSR should be forwarded to LCSC for manual handling. 
Following are the categories for Manual Fallout: 
1. Complex services' 
2. Expedites (requested by the CLEC) 
3. Special pricing plans 
4. Denials-restore and conversion, or disconnect and conversion orders 
5. Partial migrations 
6. Class of service invalid in certain states with some types of service 
7. New telephone number not yet posted to BOCRIS 
8. Low volume such as activity type"T" (move) 
9. Pending order review required 
10. More than 25 business lines 
1 I .  Restore or suspend for UNE combos 
12. Transfer of calls option for the CLEC's end users 
13. CSR inaccuracies such as invalid or missing CSR data in CRIS 

*Attached is a list of services, including complex services, and whether LSRs issued for the services are 

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

eligible to flow through. 
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ORDERING -(Percent Flow Through Service Requests (Detail) - Continued) 

Calculation: 
Percent Flow Through Service Requests = (Total number of valid service requests that flow-through to 
the BST OSS) /(Total number of valid service requests delivered to the BST OSS) X 100 

Description: 
Percent Flow Through = The total number of LSRs that flow through LESOG to the BST OSS / (the 
number of LSRs passed from LEO to LESOG) - X[(the number of LSRs that fall out for manual 
processing +the number of LSRs that are returned to the CLEC for clarification +the number of LSRs 
that contain errors made by CLECs)] X 100. 

Report Structure: 
Provides the flow through percentage for each CLEC (by alias designation) submitting LSRs through 
the CLEC mechanized ordering process. The report provides the following: 
b CLEC (by alias designation) 
b Number of fatal rejects 
b Mechanized interface used 
% Total mechanized LSRs 
b Total manual fallout 
b Number of auto clarifications returned to CLEC 
b Number of validated LSRs 
b Number of BST caused fallout 
b Number of CLEC caused fallout 
b Number of Service Orders Issued 
% Base calculation 
> CLEC error excluded calculation 

Level of Disaggregation: 
CLEC Specific (by alias designation to protect CLEC specific proprietary data) 
b Region 

Reportmonth 
Total number of LSRs received, by interface, 
by CLEC 

Data Retained Relating to CLEC Experience 

b TAG 
b ED1 
b LENS 

b Fatal rejects 
% 
b Auto clarification 
> CLECerrors 

Total number of errors by type, by CLEC 

Total fallout for manual processing 

)ata Retained Relating to BST Experience 
Reportmonth 
Total number of errors by type: 
b BST system error 

- Total number of errors by error code 
Kelail AnaloglBenchmark: 
ielail Analog: BST Residence Flow Through - . .  - - Kevlslon vate: ut 3 / 9 9  (tm) 
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Kegion - 
Data Retained Relating to CLEC Experience Data Retained Relating to BST Experience 

Reportmonth 8 Reportmonth 
Total number of LSRs received Total number of errors by type (by error 
Total number of errors by type ( by error 
code) b BST system error 

code) 

> CLEC caused error 
Retail Analog/Benchmark 
None 

ORDERING 

ReportIMeasurement: 

Definition: 
Flow Through Error Analysis 

An analysis of each error type (by error code) that was experienced by the LSRs that did not flow 
through to SOCS. 

Exclusions: 
Each Error Analysis is error code specific; therefore exclusions are not applicable. 

The CLEC mechanized ordering process includes all LSRs, which are submitted through one of the three 
gateway interfaces (TAG, EDI, and LENS), and flow through to provisioning SOCS 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 (WE) .  This measurement captures the total 
number of errors by type. The CLEC mechanized ordering process does not include LSRs, which are, 
submitted manually (e.g., fax, and courier). 

2: Of errors by type. 

Business Rules: 

Calculation: 

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

> Error Type (by error code) 
b Count of each error type 
b Percent of each error type 
b Cumulative percent 
b Error Description 
b CLEC Caused Count of each error code 
> Percent of aggregate by CLEC caused count 
> Percent of CLEC by CLEC caused count 
b BST Caused Count of each error code 
b Percent of aeereeate bv BST caused count - -  
b Percent of BST by BS? caused count 

Level of Disaggregation: 
- .  

Revision Date: 06/25/99 (tm) 
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BellSouth Service 
Offered to CLEC via 

resale or UNE 

Flat RateiResidence 

No No no 
No No no ~ 

No No no 

PackageKompIete 

No 1 No 

Choice and area plus 
Optional Calling Plan 
Ga. Community Calling 
Call Waiting Deluxe 
Call Waiting 
Caller ID 
Speed Calling 
3 Way Calling 
Call Fonvarding- 

no 

BellSouth 
Service Quality Measurements 
Regional Performance Reports 

No 
No 
No 
No 
No 
No 
No 
No 

BellSouth Telecommunications, Inc. 
FPSC Docket No. 990750-TP 

Exhibit DAC-I 
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No no 
No no 
No no 
No no 
No no 
No no 
No no 
N n  nn 

Attachment 
BellSouth Flow-through Analysis 

For CLECs LSRs placed via ED1 or  TAG 

No 
No 
No 
UNE 
UNE 

Flow-through 
if no BST or 
CLEC Errors 

(YesiNo) 
Yes 
Yes 
No 
Yes 
Yes 
Yes 
Yes 

Y P C  

No no 
No no 
No no 
No no 
No Yes- 

designed, 
no-non- 

. _" 

Yes 

UNE 
UNE 

Yes 
Yes 
Yes 
Yes 

designed 
No no 
No no 

Yes 
Yes 

Yes 

Yes 
Yes 

Yes Yes LSR electronically submitted; no 
flow throueh 

Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 

Yes 
Yes 

No 
No 

No 
No No 
No no 

INP (all types?) 
Unbundled Loop- 
Analog2W, SLI,SL2 

2 wire analog port 
Local Number 
Portability (always?) 
Accupulse 
Basic Rate ISDN 
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. .- . ._ .._ 
No 1 No 1 no I 
No I No no 
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BellSouth Service 
Offered to CLEC via 

resale or UNE 

Native Mode LAN 
Interconnection 

I P J M W  
42 I Pathlink Primarv Rate 

Smartpath 
Hunting p$$z= 
Off-Prem Stations 

WATS 

grade loop 

I 
57 I 4 wire DS1& PRI 

digital loop 
2 wire ISDN digital 

4 wire DSI & PRI 
digital loop 

2 wire analog DID - 
trunkport 

63 1 2 wire ISDN digital line - 1 side port 
I 4 wire ISDN DSI 64 

digital nunk ports 

Directors Listincls 
I 1 (simple) 

BellSouth 
Service Quality Measurements 
Regional Performance Reports 

Flow-through 
if no BST or 
CLEC Errors 

(YesMo) 
No* 
No 
No 
No 

No 

No 

No 

No 

No 
No 
No 

No 
No 
No 
No 
No 
No .~ 

No 
No 
No 

No 

No 

No 

No* 
No 
No 

No 

No 

y-loop+port 
No* 

Complex 
Service 

(YesMo) 

Yes 
Yes 
Yes 
Yes 

Yes 

Yes 

Yes 

Yes 

Yes 
Yes 
Yes 

Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
UNE 

UNE 

UNE 

UNE 

UNE 
UNE 
UNE 

UNE 

UNE 

UNE 
UNE 

BellSouth Telecommunications, Inc. 
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Complex Design Can ordering this service cause 
Order Service fall out for a reason other than 

(YeslNo) (YesiNo) errors or complex? If so, what 
reason? .. ~.... 

Yes 1 Yes I * yes with OSS'99 
Ye< I "PC I 

Yes 

Yes yes 

Yes yes 

Yes ves LSR electronicallv submitted. no 1 flow through 
Yes I Yes 1 LSR electronically submitted; no 

flow through 
Yes Y e5 
Yes Yes 
no no LSR electronically submitted; no 

1 flow through 
Y P C  I no I . _ _  
Yes I Ye5 I 
Yes I Yes 
Yes yes 
Yes yes 
Yes yes 

Yes yes 
Yes Yes 

Yes yes- 
designed, 
no-non- 
designed 

Yes Yes 
I I 

Yes Yes 
I I 

Yes Yes 

* yes as of OSS'99? 

Yes Yes 

Yes 1 yes I 
no * yes as of OSS'99 Yes 
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I 

67 

68 
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BellSouth Service Flow-through Complex Complex Design Can ordering this service cause 
Offered to CLEC via if no BST or Service Order Service fall out for a reason other than 

resale or UNE CLEC Errors (YesMo) (YesMo) (YesMo) errors or complex? If so, what 
(Yes/No) reason? 

Directory Listings No* UNE yes no * yes as of OSS’99, captions and 
(complex) indentions 
ESSX No Yes Yes no 
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Total number of LSRS 
Total number of Rejects 
Total Number of Errors 

BellSouth Telecommunications, Inc. 
FPSC Docket No. 990750-TP 

Exhibit DAC-I 
Page 13 of 69 

State and Region 

ORDERING 

State and Region 

Toial number of LSRs 
Total number of Errors 
Adjusted Error Volume 

Cetail Analog 
Revision date: 07/30/99 (Ig) 
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Report Month 
Reject Interval 
Total Number of LSRs 
Total number of Errors 
State and Region 

BellSouth Telecommunications, Inc. 
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ReportMonth 
Reject Interval 
Total number of LSRs 
Total number of Ermn 
State and Region 

ORDERING 

Definition: 
Reject Interval 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 LEO edit checks to 
insure the data received is correctly formatted and complete. 

Service Requests canceled by CLEC 

Fully Mechanized: The elapsed time from receipt of a valid LSR (date and time stamp in EDI, TAG) 
until the LSR is rejected (date and time stamp of reject in LEO). Fatal Rejects and Auto Clarifications 
are considered in the Fully Mechanized category. 
Partially Mechanized: The elapsed time from receipt of a valid LSR (date and time stamp in EDI, 
TAG) until it falls out for manual handling and is rejected back to the CLEC. 
Total Mechanized = Combination of Fully Mechanized and Partially Mechanized LSRs. 
Non-Mechanized The elapsed time from receipt of a valid LSR (date and time stamp from FAX 
stamp) until notice of the reject is returned to the CLEC via LON. 

Exclusions: 

Business Rules: 

- .  . .. uaIcumion: 
Reject Interval = Z[(Date and Time of Service Request Rejection) - (Date and Time of Service Request 
Receipt)] /(Number of Service Requests Rejected in Reporting Period) 

CLEC Specific 
CLEC Aggregate 

Level of Disaggregation: 
Product Reporting Levels 
b Interconnection Trunks 
b Resale - Residence 
l+ Resale - Business 
% Resale - Design 
b UNE Design 
b UNE Non- Design 
l+ UNE Loop with and w/o NP 

b State, Region and further geographic disaggregation as required by State Commission Order 

Report Structure: 

Fully Mechanized, Partially Mechanized, Total Mechanized, Non-Mechanized, Trunks 

Geographic Scope 

Mechanized: 0-4 minutes, 4-8 minutes, 8-12 minutes, 12-60 minutes, 0-1 hour 1-8 hours, 8-24 hours, 
>24 hwrs. 
Nan-mechanized 0-1 hour, 1-4 hours, 4-8 hours, 8-12 hours, 12-16 hours, 16-20 hours, 20-24 hours 
>24 hours 
Average Interval in Days. 

Data Retained Relating to CLEC Experience: 1 Data Retained Relating to BST Performanee: 

Revision date: 06/28/99 (lg) 
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)ata Retained Relating to CLEC Experience: 
ReportMonth 

0 Interval for FOC 
Total number of LSRs 
State and Region 

0 R D E R I N G 

Data Retained Relating to BST Performance: 
ReportMonth 
Interval for FOC 
Total Number of LSRs 
State and Region 

BellSouth Telecommunications, Inc. 
FPSC Docket No. 990750-TP 

Exhibit DAC-I 
Page 15 of 69 

leport/Measurement: 

>efinition: 
Firm Order Confirmation Timeliness 

Interval for Return of a Firm Order Confnnation (FOC Interval) is the average response time from 
receipt of valid LSR to distribution of a firm order confirmation. 

{xclusions: 
0 Reiected LSRs 

Page 15 of 69 
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Mechanized tracking through LCSC 
Automatic Call Distributor 
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Mechanized tracking through BST 
Retail center support systems 

ORDERING 

ReportIMeasurement: 

Definition: 
Speed of Answer in Ordering Center 

- -. ... . .._ .. . 
Measures the average time a customer is in queue. 

Exclusions: 
NA"p 
L."... 

Business Rules: 
The clock starts when the appropriate option is selected (Le. 1 for Resale Consumer, 2 for Resale 
Multiline, and 3 for WE-LNP, etc.) and the call enters the queue for that particular group in the LCSC. 
The clock stops when a BST service representative in the LCSC answers the call. The speed of answer 
is determined by measuring and accumulating the elapsed time from the entry of a CLEC call into the 
BellSouth automatic call distributor (ACD) until the a service representative in BSTs Local Carrier 
Service Center (LCSC) answers the CLEC call. 

(Total time in seconds to reach the LCSC) I (Total Number of Calls) in the Reportir 
Calculation: 

ReDorl Structure: 
ig Period. 

BST Aggregate 
Level of Disaggregation: 

CLEC Aggregate 

Revision date: 06/28/99 (Ig) 
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PROVISIONING 

ReporWMeasurement: 
Mean Held Order Interval & Distribution Intervals 

uehnition: 
When delays occur in completing CLEC orders, the average period that CLEC orders are held for BST reasons, 
pending a delayed completion, should be no worse for the CLEC when compared to BST delayed orders. 

Mean Held Order Interval: This metric is computed at the close of each report period. The held order interval 
is established by first identifying all orders, at the close of the reporting interval, that both have not been reported 
as completed in SOCS and have passed the currently committed due date for the order. For each such order, the 
number of calendar days between the committed due date 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 then divided by the number of held orders within the same category to produce the mean held 
order interval. 
CLEC Specific reporting is by type of held order (facilities, equipment, other), total number of orders held, and 
the total and average days. 
Held Order Distribution Interval: This measure orovides data to reDort total davs held and identifies these in 

Exclusions: 
Any order canceled by the CLEC will be excluded from this measurement. 
Order Activities of BST associated with internal or administrative use of local services. 

Business Rules: 

categories of>15 days and > 90 days. (orders counied in >90 days are'also included in >I5 days). 

Mean Held Order Interval: 
Calculation: 

2 (Reporting Period Close Date - Committed Order Due Date) I (Number of Orders Pending and Past The 
Committed Due Date) for all orders pending and past the committed due date. 
Held Order Distribution Interval: 
(# of Orders Held for 2 90 days) I (Total # of Orders Pending But Not Completed) X 100 
(# of Orders Held for 2 15 days) I (Total # of Orders Pending But Not Completed) X 100 

CLEC Specific 
CLEC Aggregate 
BST Aggregate 

Level of Disaggregation: 
Product Reporting Levels 

Report Structure: 

b POTS - Residence 
b POTS - Business 
b DESIGN 
b PBX 
b CENTREX 
b ISDN 
b UNE 2 Wire Loop with MP (Design and Non-Design) 
b UNE 2 Wire Loop without INP (Design and Non-Design) 
b UNE Loop Other with M P  (Design and Non-Design) 
b UNE Loop Other without INP (Design and Non-Design) 
b W E  Other (Design and Non-Design) 
b Switching (Under development) 
b Local Transport (Under development) 
b Combos (Under development) 
b NP (Under development as separate category) 
b Local Interconnection Trunks 

b State, Region, and further geographic disaggregation (MSA) as required by State Commission Order 
Geographic Scope 
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PROVISIONING -(Mean Held Order Interval & Distribution Intervals - Continued) 

Data Retained Relating to CLEC Experience 
Report Month 
CLEC Order Number and PON (PON) 
Order Submission Date (TICKET-ID) 
Committed Due Date (DD) 
Service Type(CLASS-SVC-DESC) 
HoldReason 

Geographic Scope 
Total linekircuit count (under development) 

I NOTE: Code in Darentheses is the corresoondine 

Data Retained Relating to BST Experience 
ReportMonth 
BST Order Number 
Order Submission Date 
Committed Due Date 
ServiceType 
Hold Reason - Geographic Scope 

I 

header fdund in the raw data file.' 
Retail Analog/Benchmark: 

CLEC Residence Resale / BST Residence Retail 
CLEC Business Resale / BST Business Retail 
CLEC Design / BST Design 
CLEC PBX, CENTREX, ISDNI BST PBX, CENTREX, ISDN 
Interconnection Trunks-CLEC / Interconnection Trunks -BST 
UNEs-Retail Analog (under development at this time) 

Revision date: 06/24/99 (tat) 
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'ROVISIONING 
kpnrtlMeasu rement: 

)efinitinn: 
Average Jeopardy Notice Interval & Percentage of Orders Given Jeopardy Notice 

When BST can determine in advance that a committed due date is in jeopardy, it will provide advance notice to 
the CLEC. 

Ixclusions: 

lusiness Rules: 
When BST can determine in advance that a committed due date is in jeopardy it will provide advance notice to 
the CLEC. The number of committed orders in a report period is the number of orders that have a due date in 
the reporting period. 

Average Jeopardy Interval =E [(Date and Time of Scheduled Due Date on Service Order) - (Date and Time 
of Jeopardy Notice)]/[Number of Orders Notified of Jeopardy in Reporting Period). 
Percent of Orders Given Jeopardy Notice = E [ (Number of Orders Given Jeopardy Notices in Reporting 
Period) I (Number of Orders Committed (due) in Reporting Period) 

Any order canceled by the CLEC will be excluded from this measurement 
Orders held for CLEC end user reasons 
Orders submitted to BST through non-mechanized methods 

Zalculation: 

tepnrt Structure: 

Product Reporting Levels 

CLEC Specific and CLEC Aggregate 
BST Aggregate (under development with estimated release date of 8/15/99 for June reporting) 

.eve1 of Disaggregation: 

9 POTS - Residence 
9 POTS - Business 
9 DESIGN 
9 PBX 
9 CENTREX 
9 ISDN 
D UNE 2 Wire Loop with INP (Design and Non-Design) 
9 UNE 2 Wire Loop without INP (Design and Non-Design) 
D UNE Loop Other with 1NP (Design and Non-Design) 
9 UNE Loop Other without INP (Design and Non-Design) 
9 UNE Other (Design and Non-Design) 
9 Switching (Under development) 
9 Local Transport (Under development) 
D Combos (Under development) 
b 
b Local Interconnection Trunks 

NP (Under development as separate categoly) 

* Geographic Scope 
D -State, Region, and further geographic ( 

)ata Retained Relatine to CLEC ExDerience - 
ReportMonth 

Committed Due Date 
ServiceType 

CLEC Order Number and PON 
Date and Time Jeopardy Notice sent 

VOTE Code in parentheses is the corresponding 

iggregation (MSA) as required by State Commission Order 
Data Retained Relating to BST Experience 

Under development (8/99) 
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CeporUMeasurement: 

>ennition: 
Percent Missed Installation Appointments 

“Percent missed installation appointments” monitors the reliability of BST commitments with respect to 
committed due dates to assure that CLECs can reliably quote expected due dates to their retail customer as 
compared to BST. 

Exclusions: 
Canceled Service Orders - Order Activities of BST or the CLEC associated with internal or administrative use of local services 
(Record Orders, Test Orders, etc.) 
Disconnect (D) & From (F) orders 

3usiness Rules: 
Percent Missed Installation Appointments (MA) is the percentage of total orders processed for which BST is 
unable to complete the service orders on the committed due dates. Missed Appointments caused by end-user 
reasons will be included and reported separately. A business day is any time period within the same date frame, 
which means there cannot be a cutoff time for commitments as certain types of orders are, requested to be worked 
after standard business hours. Also, during Daylight Savings Time, field technicians are scheduled until 9PM in 
some areas and the customer is offered a greater range of intervals from which to select. 

Percent Missed Installation Appointments = 2 (Number of Orders Not Complete by Committed Due Date in 
Reporting Period) / (Number of Orders Completed in Reporting Period) X 100 

CLEC Specific 
CLEC Aggregate 
BST Aggregate 

3aleulation: 

teport Structure: 

Zeport explanation: The difference between End User MA and Total MA is the result of BST caused misses. 
4ere, Total MA is the total % of orders missed either by BST or CLEC end user and End User MA represents the 
percentage of orders missed by the end user 
&vel of Disaggregation: 

Reported in categories of 4 0  line/circuits; > IO line/circuits 
Dispatch / N o  Dispatch 
Product Reporting Levels 
’P POTS -Residence 
> POTS - Business 
b DESIGN 
% PBX 
’P CENTREX 
b ISDN 
’P UNE 2 Wire Loop with M P  (Design and Non-Design) 
> UNE 2 Wire Loop without INP (Design and Non-Design) 
’P UNE Loop Other with INP (Design and Non-Design) 
b UNE Loop Other without INP (Design and Non-Design) 
b UNE Other (Design and Non-Design) 
’P Switching (Under development) 
9 Local Transport (Under development) 
’P Combos (Under development) 
b 
’P Local Interconnection Trunks 

> 

NP (Under development as separate category) - Geographic Scope 
State, Region, and further geographic disaggregation (MSA) as required by State Commission Order 
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PROVISIONING (Percent Missed Installation Appointments - Continued) 

Data Retained Relating to CLEC Experience 
Report Month 

Committed Due Date (DD) 
Completion Date (CMPLTN DD) 
Status Type 
Status Notice Date 

0 Standard Order Activity 
Geographic Scope 

CLEC Order Number and PON (PON) 

Data Retained Relating to BST Experience 
ReportMonth 
BST Order Number 
Committed Due Date 
Completion Date 
StatuSType 
Status Notice Date 
Standard Order Activity 
Geographic Scope 

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

Retail Analog/Benchmark 
CLEC Residence Resale I BST Residence Retail 
CLEC Business Resale / BST Business Retail 
CLEC Design / BST Design 
CLEC PBX, CENTREX, ISDNl BST PBX, CENTREX, ISDN 
Interconnection T N ~ ~ s - C L E C  1 Interconnection Trunks -BST I UNEs-Retail Analog (under development at this time) I 

Revision date: 06/24/99 (taf) 
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The “average completion interval” measure monitors the interval of time it takes BST to provide service for the CLEC 
or its’ own customers. The “Order Completion Interval Distribution” provides the percentage of orders completed 
within certain time periods. 

Canceled Service Orders 

The actual completion interval is determined for each order processed during the reporting period. The Completion 
interval is the elapsed time from when BST issues a FOC or SOCS date time stamp receipt of an order from the CLEC 
to BST’s actual order completion date. The clock starts when a valid order number is assigned by SOCS and stops 
when the technician or system completes the order in SOCS. Elapsed time for each order is accumulated for each 
reporting dimension. The accumulated time for each reporting dimension is then divided by the associated total 
number of orders completed 

Zalculation : 
iverage Completion Interval: 

k d e r  Completion Interval Distribution: 

keport Structure: 

Sxclusions: 

Order Activities of BST or the CLEC associated with internal or administrative use of local services 
(Record Orders, Test Orders, etc.) 
D (Disconnect) and F (From) orders. (From is disconnect side of a move order when the customer moves to a new 
address). 
“L” Appointment coded orders (where the customer has requested a later than offered interval) 

3usiness Rules: 

[ (Completion Date & Time) - (Order Issue Date & Time) ] I (Count of Orders Completed in Reporting Period) 

.X (Service Orders Completed in “ X  days) I (Total Service Orders Completed in Reporting Period) X 100 

CLEC Specific 
CLEC Aggregate 
BST Aggregate 

Level of Disaggregation: 
0 

Product Reporting Levels 

DispatchNo Dispatch categories applicable to all levels except trunks. 
Residence & Business reported in day intervals = 0,1,2,3,4, 5 ,  5+ 
UNE and Design reported in day intervals = 0-5,6-10, 11-15,l6-20,2l-25,26-30,30+ 
All Levels are reported <IO line/circuits; >IO line/circuits 

b POTS - Residence 
P POTS - Business 
b DESIGN 
b PBX 
b CENTREX 
b ISDN 
b UNE 2 Wire Loop with INP (Design and Non-Design) 
b UNE 2 Wire Loop without INP (Design and Non-Design) 
P UNE Loop Other with INP (Design and Non-Design) 
P UNE Loop Other without INP (Design and Non-Design) 
P UNE Other (Design and Non-Design) 
> Switching (Under development) 
b Local Transport (Under development) 
b Combos (Under development) 
P 
b Local Interconnection Trunks 

D 

NP (Under development as separate category) 

0 Geographic Scope 
State, Region, and further geographic disaggregation (MSA) as required by State Commission Order 
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PROVISIONING - 
(Average Completion Interval (OCI) & Order Completion Interval Distribution - Continued) 

Data Retained Relating to CLEC Experience 
ReportMonth 
CLEC Company Name 
Order Number (PON) 

Completion Date (CMPLTN-DT) 
Service Type (CLASS-SVC-DESC) 
Geographic Scope 

Submission Date & Time (TICKET-ID) 

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

Data Retained Relating to BST Experience 
ReportMonth 
CLEC Order Number 

ServiceType 
Geographic Scope 

Order Submission Date & Time 
Order Completion Date & Time 

~ ~~~ ~ ~ ~ ~~~ ~~ 

Retail AnaloglBenchmark 
CLEC Residence Resale 1 BST Residence Retail 
CLEC Business Resale I BST Business Retail 
CLEC Non-UNE Design I BST Design 
CLEC PBX, CENTREX, ISDNl BST PBX, CENTREX, ISDN 
Interconnection Trunks-CLEC / Interconnection Trunks-BST 
UNEs-Retail Analog (under development at this time) 

Revision date: 06/24/99 (tan 
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PROVISIONING 

ReporUMeasurement: 

Definition: 
Average Completion Notice lnterval 

The Completion Notice Interval is the elapsed time between the BST reported completion of work and the 
issuance of a valid completion notice to the CLEC. 

Non-mechanized Orders 
Cancelled Service Orders 

D &  Forders 

Measurement of interval of completion date and time by a field technician on dispatched orders, and 5PM on 
the due date for non-dispatched orders; to the release of a notice to the CLEClBST of the completion status. 
The field technician notifies the CLEC the work was complete and then he enters the completion information in 
his computer. This information switches through to the SOCS systems either completing the order or rejecting 
the order to the Work Management Center (WMC). If the completion is rejected, it is manually corrected and 
then completed by the WMC. The notice is returned on each individual order submitted and as the notice is 
sent electronically, it can only be switched to those orders that were submitted by the CLEC electronically. 

(Date and Time of Notice of Completion) - (Date and Time of Work Completion) / (Number of Orders 

Exclusions: 

Order Activities of BST associated with internal or administrative use of local services 

Business Rules: 

Calculation: 

Completed in Reporting Period) 

CLEC Specific 
CLEC Aggregate 

Level of Disaggregation: 

Report Structure: 

BST Aggregate (in development-expected release date 08/15/99 reporting) 

Reporting intervals in Hours: 0-1, I-2,244-8,8-12,  12-24, > 24, plus Overall Average Hour Interval 
Reported in categories of <IO line/circuits; > IO linelcircuits - Product Reporting Levels 
b POTS - Residence 
b POTS - Business 
b DESIGN 
b PBX 
b CENTREX 
b ISDN 
b UNE 2 Wire Loop with INP (Design and Non-Design) 
b UNE 2 Wire Loop without M P  (Design and Non-Design) 
b UNE Loop Other with INP (Design and Non-Design) 
b UNE Loop Other without INP (Design and Non-Design) 
b UNE Other (Design and Non-Design) 
b Switching (Under development) 
b Local Transport (Under development) 
b Combos (Under development) 
b NP (Under development as separate category) 
b Local Interconnection Trunks 

b 
Geographic Scope 

State, Region, and further geographic disaggregation (MSA) as required by State Commission Order 
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PROVISIONING - (Average Completion Notice Interval- Continued) 

Data Retained Relating to CLEC Experience 
b o r t  Month 

CLEC Order Number 
Work Completion Date 
Work Completion Time 
Completion Notice Availability Date 
Completion Notice Availability Time 
Service Type 
Activity Type 
Geographic Scope 

VOTE Code in parentheses is the corresuondine 

Data Retained Relating lo  BST Experience 
BST Analog expected release 8/15/99 reports 

- 
header found in the raw data file.' 

Mai l  Analog/Benchmark 
Under Development at this time 8/15/99 

Revision date: 06/24/99 (taf) 
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CLEC Order Number - Committed Due Date (DD) 
Service Type (CLASS-SVC-DESC) 
Cutover Start Time 
Cutover Completion time 

Totallterns 
Portability start and completion times (INP Orders) 

N O T E  Code in Darentheses is the corresoondine 
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PROVISIONING 

ReporWMeasurement: 

Definition: 
Coordinated Customer Conversions 

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

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

C KComDletion Date and Time for Cross Connection of an Unbundled L O O D ~  (Disconnection Date and 

Exclusions: 
Any order canceled by the CLEC will be excluded from this measurement. 
Delays due to CLEC following disconnection of the unbundled loop 
Unbundled Loops where there is no existing subscriber loop 

Business Rules: 

Calculation: 
., . 

Time of an Unbundled Loop)] / Total Number of Unbundled Loop Items for the reporting period. 

CLEC Specific 
Report Structure: 

L 

header fdund in the raw data file.' 
Retail Analog/Beuchmark 

There is no retail analog for this measurement because it measures cutting loops to the CLEC. 
Benchmark under development. 

Revision date: 06/24/99 (taf) 
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PROVISIONING 

Report/Measurement: 

Definition: 
% Provisioning Troubles within 30 days of Service Order Activity 

Percent Provisioning Troubles within 30 days of Installation measures the quality and accuracy of installation 
activities. 

Exclusions: 
Canceled Service Orders 
Order Activities of BST or the CLEC associated with internal or administrative use of local services (R 
Orders, Test Orders, etc.) 
D&Forders  

Measures the quality and accuracy of completed orders. The frst  trouble report from a service order after 
completion is counted in this measure. Subsequent trouble reports are measured in Repeat Report Rate. 
Reports are calculated searching in the prior report period for completed service orders and following 30 days 
after completion for a trouble report. 
D & F orders are excluded as there is no subsequent activity following a disconnect. 

%Provisioning Troubles within 30 days of Service Order Activity = Z (Trouble reports on all completed 
orders < 30 days following service order(s) completion) / (All Service Orders in a completed in the report 

Business Rules: 

Calculation: 

- 
calendar month) X 100 

CLECSpecific 
Report Structure: 

CLEC Aggregate 
BST Aggregate 

Level of Disaggregation: 
Reported in categories of 4 0  lineicircuits; ? 10 line/circuits 
Dispatch / N o  Dispatch 
Product Reporting Levels 
3 POTS - Residence 
P POTS - Business 
P DESIGN 
P PBX 
9 CENTREX 
P ISDN 
3 UNE 2 Wire Loop with INP (Design and Non-Design) 
P UNE 2 Wire Loop without INP (Design and Non-Design) 
P UNE Loop Other with INP (Design andNon-Design) 
P UNE Loop Other without INP (Design and Non-Design) 
P UNE Other (Design and Non-Design) 
P Switching (Under development) 
P Local Transport (Under development) 
P Combos (Under development) 
P 
3 Local Interconnection Trunks 

9 

NP (Under development as separate category) 

Geographic Scope 
State, Region, and further geographic disaggregation (MSA) as required by State Commission Order 
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PROVISIONING -(% Provisioning Troubles within 30 days of Service Order Activity - Continued) 

lata Retained Relating to CLEC Experience 
ReponMonth 

Order Submission Date(T1CKET-ID) 
Order Submission Time (TICKET-ID) 
StatusType 
Status Notice Date 
Standard Order Activity 
Geographic Scope 

CLEC Ordm Number and PON 

(OTE: Code in parentheses is the corresponding 

Data Retained Relating to BST Experience 
ReportMonth 
BST Order Number 
Order Submission Date 
Order Submission Time 
StatusType 
Status Notice Date 
Standard Order Activity 
Geographic Scope 

header found in the raw data file. 
letail AnaloglBenchmark: 

CLEC Residence Resale / BST Residence Retail 
CLEC Business Resale / BST Business Retail 
CLEC Design I BST Design 
CLEC PBX, CENTREX, ISDN/ BST PBX, CENTREX, ISDN 
Interconnection T N ~ s - C L E C  / Interconnection Trunks -BST 
UNEsRetail Analog (Under Development at this time) 

Revision date: 06/24/99 (taf) 
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ReporUMeasurement : 

Definition: 
Total Service Order Cycle Time (TSOCT) 

This is a new measurement under development to measure the total service order cycle time from receipt 
of a valid service order request to the completion of the service order. 

Canceled Service Orders 

(under development 3499) 

Exclusions: 

Order Activities of BST or the CLEC associated with internal or administrative use of local services 
(Record Orders, Test Orders, etc.) 
D (Disconnect) and F (From) orders. (From is disconnect side of a move order when the customer 
moves to a new address). 
"L" Appointment coded orders (where the customer has requested a later than offered interval) 

The interval is determined for each order processed during the reporting period. This measurement 
combines two reports: FOC (Firm Order Confirmation) with Average Order Completion Interval. 
This interval starts with the receipt of a valid service order request and stops when the technician or 
system completes the order in SOCS. Elapsed time for each order is accumulated for each reporting 
dimension. The accumulated time for each reporting dimension is then divided by the associated total 
number of orders completed 

Total Service Order Cycle Time 
(under development) 

CLEC Specific 
CLEC Aggregate 
BST Aggregate 

,eve1 of Disaggregation: 

Intervals under development 
Product Reporting Levels 
b Interconnection Trunks 
b POTS -Residence 
b POTS - Business 
> DESIGN 
b PBX 
b CENTREX 
b ISDN 
b UNE 2 Wire Loop with INP (Design and Non-Design) 
b UNE 2 Wire Loop without INP (Design and Non-Design) 
b UNE Loop Other with INP (Design and Non-Design) 
b UNE Loop Other without INP (Design and Non-Design) 
b UNE Other (Design and Non-Design) 
b Switching (Under development) 
b Local Transport (Under development) 
b Combos (Under development) 
b 
b Local Interconnection Trunks 

b State, Region and further geographic disaggregation as required by State Commission Order 

hsiness Rules: 

:alculation : 

teport Structure: 

ISDN Orders included in Non Design - GA Only 
Dispatch040 Dispatch categories applicable to all levels except trunks. 

NP (Under development as separate category) 

Geographic Scope 
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Data Retained Relating to CLEC Experience I Data Retained Relating to BST Experience 
ReportMonth I ReoortMonth 
Interval for FOC 
CLEC Company Name 
Order Number (PON) 

Completion Date (CMPLTi-DT) 
Service Type (CLASS-SVC-DESC) . Geographic Scope 

Submission Date & Time (TICKET-ID) 

CiEC Order Number 

Service Type 
Geographic Scope 

Order Submission Date & Time 
Order Completion Date & Time 

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

Retail AnalogIBenchmark 
Under development (BST retail analog available at this time would be Average Completion Interval) 

Revision date: 06/24/99 (tat) 
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ReportlMeasurement: 

Definition: 

Exclusions: 

Missed Repair Appointments 

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

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

Business Rilles: 
~ -. ... _. . . .- _ _ _ _  

The negotiated commitment date and time is established when the repair report is received. The cleared 
time is the date and time that BST personnel clear the trouble and closes the trouble report in his 
Computer Access Terminal (CAT) or workstation. If this is after the Commitment time, the report is 
flagged as a “Missed Commitment” or a missed repair appointment. When the data for this measure is 
collected for BST and a CLEC, it can be used to compare the percentage ofthe time repair appointments 
are missed due to BST reasons. Note: Appointment intervals vary with force availability in the POTS 
environment. Specials and Trunk intervals are standard interval appointments of no greater than 24 hours. 

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

CLEC Specific 
CLEC Aggregate 
BST Aggregate 

Level of Disaggregation: 
ISDN Troubles included in Non-Design - GA ONLY . Product Reporting Levels 

Calculation: 

Report Structure: 

b POTS - Residence, Business 
b Design 
b PBX, CENTREX and ISDN 
b 
b 
D 
b 
> Local Interconnection Trunks 

UNE 2 Wire Loop (Design and Non -Design) 
UNE Loop Other (Design and Non Design) 
UNE Other (Design and Non - Design) 
Switching, Local Transport and Combos (under development) 

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

b State, Region and further geographic disaggregation as required by State Commission Order 
(e& Metropolitan Service Area - MSA) 

Data Retained Relating to CLEC Experience I Data Retained Relating Io BST Experience 
Report Month I Report Month 
CLEC Company Name 

Completion Date (CMPLTN-DT) 
Service Type (CLASS-SVC-DESC) 

Geographic Scope 

Submission Date & Time ( TICKET-ID) 

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

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

BST Company Code 
Submission Date & Time 
Completion Date 
ServiceType 

Geographic Scope 

Disposition and Cause won-Design I 

Trouble Code (Design and Trunking Services) 
Non-Special Only) 
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MAINTENANCE & REPAIR- (Missed Repair Appointments - Continued) 

Retail Analog/Benchrnark 
CLEC Residence-Resale I BST Residence-Retail 
CLEC Business-Resale I BST Business-Retail 
CLEC Design-Resale I BST Design-Retail 
CLEC PBX, Centrex, and ISDN Resale/ BST PBX, Centrex, and ISDN Retail 
CLEC Trunkina-Resale / BST Trunkine-Retail 
UNEs -Retail Analog (under development at this time.) 

Revision date: 06/09/99 (see) 
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CLEC Company Name 

Ticket Completion Date (CMPLTN-DT) - Service Type (CLASS-SVC-DESC) 
0 Disposition and Cause (CAUSE-CD & 

CAUSE-DESC) 
# Service Access Lines in Service at the end of period 
Geographic Scope 

Ticket Submission Date & Time (TICKET-ID) 

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

MAINTENANCE & REPAIR 

BellSouth Telecommunications, Inc. 
FPSC Docket No. 990750-TP 

Exhibit DAC-I 
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ReportIMeasurement: 

Definition: 
Customer Trouble Report Rate 

Initial and repeated customer direct or referred troubles reported within a calendar month per 100 lined 
circuits in service. 

- 
Customer Trouble Report Rate is computed by accumulating the number of maintenance initial and 
repeated trouble reports during the reporting period. The resulting number of trouble reports are divided by 
the total “number of service” lines, ports or combination of existing for the CLEC’s and BST respectively 
at the end of the report month. 

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

CLEC Specific 
CLEC Aggregate 

Exclusions: 
Trouble tickets canceled at the CLEC request. 
BST trouble reports associated with administrative service. 
Customer provided Equipment (CPE) troubles or CLEC equipment troubles. 

Business Rules: 

Calculation: 

Report Structure: 

BST Company Code 
Ticket Submission Date & Time 
Ticket Completion Date 
Service Type 
Disposition and Cause (Non-Design I 
Non-Special Only) 
Trouble Code (Design and Trunking 
Services) 
# Service Access Lines in Service at the 
end of period 
Geographic Scope 
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MAINTENANCE & REPAIR - (Customer Trouble Report Rate - Continued) 

Retail Analog/Benehmark: 
CLEC Residence-Resale / BST Residence -Retail 
CLEC Business-Resale / BST Business-Retail 
CLEC Design-Resale / BST Design-Retail 
CLEC PBX, Centrex and ISDN Resale/ BST PBX, Centrex, and ISDN Retail 
CLEC Trunking-Resale / BST Trunking-Retail 
UNEs - Retail Analog (under development at this time) 

Revision date: 06/09/99 (see) 
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ReporUMeasurernent: 

Definition: 
Maintenance Average Duration 

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

Exclusions: 

* 
Trouble reports canceled at the CLEC request 
BST trouble reports associated with administrative service 
Customer Provided Equipment (CPE) troubles or CLEC Equipment Troubles. 
Trouble reports greater than 10 days 

Business Rules: 
For Average Duration the clock starts on the date and time of the receipt of a correct repair request. The 
clock stops on the date and time the service is restored (when the technician completes the trouble ticket 
on h i h e r  CAT or work system). 

Maintenance Average Duration = Z(Date and Time of Service Restoration) - (Date and Time Trouble 
Ticket was Opened) I Z( Total Closed Troubles in the reporting period) 

CLEC Specific 
BST Aggregate 
CLEC Aggregate 

Level of Disaggregation: 

Calculation: 

Report Structure: 

ISDN Troubles included in Non Design - GA Only 
e Product Reporting Levels 

b POTS- Residence and Business 
b Design 
'P PBX, CENTREX, and ISDN 
D UNE 2 Wire Loop (Design Non - Design) 
'P UNE Loop Other (Design Non - Design) 
b UNE Other (Design Non -Design) 
b Switching, Local Transport and Combos (under development) 
b Local Interconnection Trunks 

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

'P Sfate, Region and further geographic disaggregation as required by State Commission Order 
(e.g. Metropolitan Service Area - MSA) 
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Total Tickets (LINE-NBR) 
CLEC Company Name 

Ticket Completion Date (CMPLTN-DT 
Service Type (CLASS-SVC-DESC) 

CAUSE-DESC) 
Geographic Scope 

Ticket Submission Date & Time (TIME-ID) 

Disposition and Cause (CAUSE-CD & 

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

BellSouth Telecommunications, Inc. 
FPSC Docket No. 990750-TP 

Exhibit DAC-I 
Page 36 of 69 

Toial Tickets 
BST Company Code 
Ticket Submission Date 
Ticket submission Time 
Ticket completion Date 
Ticket Completion Time 
Total Duration Time 
ServiceType 

Non-Special Only) 
Trouble Code (Design and 

Trunking Services) 
Geographic Scope 

Disposition and Cause (Non - Design / 

MAINTENANCE & REPAIR - (Maintenance Average Duration -Continued) 

Data Retained Relating to CLEC Experience 
ReportMonth 

I Data Retained Relating to BST Experience 
I ReaortMonth 

Revision date: 06/09/99 (see) 
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LeportlMeasurement: 

befinition: 
Percent Repeat Troubles within 30 Days 

Trouble reports on the same linelcircuit as a previous trouble report received within 30 calendar days as 
a percent of total troubles reported. 

:xclusions: 
Trouble Reports canceled at the CLEC request 
BST Trouble Reports associated with administrative service 

Includes Customer trouble reports received within 30 days of an original Customer trouble report. 

Customer Provided Equipment (CPE) Troubles or CLEC Equipment Troubles. 
usiness Rules: 

'alculatinn: 
Percentage of Missed Repair Appointments = (Count of Customer Troubles where more than one 
trouble report was logged for the same service line within a continuous 30 days) / ( Total Trouble 
Reports Closed in Reporting Period) X IO0 

CLECSpecific 
CLEC Aggregate 
BST Aggregate 

eve1 of Disaggregation: 

eport Structure: 

ISDN Troubles included in Non Design - CA Only 
Product Reporting Levels 
> POTS Residence and Business 
b Design 
P PBX, CENTREX and ISDN 
b 
> 
b 
P 
> Local Interconnection Trunks 

UNE 2 Wire Loop (Design and Non - Design) 
UNE Loop Other (Design and Non - Design) 
UNE Other (Design Non - Design) 
Switching, Local Transport and Combos (under development) 

Geographic Scope 
DispatchMo Dispatch categories applicable to all product levels 

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

ata Retained Relating lo CLEC Experience 
ReportMonth 
Total Tickets (LINE-NBR) 
CLEC Company Name 

(TICKET-ID) 
Ticket Completion Date (CMPLTN-DT) 

ServiceType 

Geographic Scope 

gOTE: Code parentheses is the corresponding 

Ticket Submission Date & Time 

Total and Percent Repeat Trouble Reports 
within 30 Days (TOT-REPEAT) 

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

header format found in the raw data file. 

lata Retained Relating to BST Experience 
ReportMonth 
Total Tickets 
BST Company Code 
Ticket Submission Date 
Ticket Submission Time 
Ticket Completion Date 
Ticket Completion Time 

ServiceType 

Trouble Code (Design and 

Geographic Scope 

Total and Percent Repeat Trouble Reports 
within 30 Days 

Disposition and Cause (Non - Design/ 
Non-Special only) 

Trunking Services) 
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MAINTENANCE & REPAIR - (Percent Repeat Troubles within 30 Days - Continued) 

Retail AnalogBenchmark: 
CLEC Residence-Resale / BST Residence-Retail 
CLEC Business- Resale I BST Business-Retail 
CLEC Design-Resale I BST Design-Retail 
CLEC PBX, Centrex and ISDN Resale I BST PBX, Centrex and ISDN Retail 
CLEC Trunking-Resale I BST Trunking-Retail 

I UNEs - Retail Analog (under development at this time) 
Revision date: 06/09/99 (see) 
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ReporUMeasurement: 

Definition: 
Out of Service (00s) > 24 Hours 

For Out of Service Troubles (no dial tone, cannot be called or cannot call out) the percentage of troubles 
cleared in excess of 24 hours. (All design services are considered to be out of service.) 

9 

9 

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

Out of Service (00s) > 24 hours = ( Total Troubles 00s > 24 Hours) / Total 00s  Troubles in 
Reporting Period) X 100 

Exclusions: 
Trouble Reports canceled at the CLEC request 
BST Trouble Reports associated with administrative service 
Customer Provided Equipment (CPE) Troubles or CLEC Equipment Troubles. 

Business Rules: 

Zalculation: 

Report Structure: 
9 CLEC Specific 

BST Aggregate 
9 CLEC Aggregate. 

Level of Disaggregation: 
ISDN Troubles included in Non Design - GA Only 

Product Reporting Levels 
P POTS Residence and Business 
P Design 
b PBX and CENTREX and ISDN 
P UNE 2 Wire Loop (Design and Non - Design) 
b UNE Loop Other (Design and Non - Design) 
P UNE Other (Design and Non -Design) 
D Switching, Local Transport and Combos (under development) 
P Local Interconnection Trunks 

DispatchNo Dispatch categories applicable to all product levels . ~~ 

Geographic Scope 
P State, Region and further geographic di: 

(e.g. Metropolitan Service-Area MSA: 
Data Retained Relating to CLEC Experience . ReportMonth 

Total Tickets 
CLEC Company Name 
Ticket Submission Date & Time 

Ticket Completion Date (CMPLTF-DT 
Percentage of Customer Troubles out of 

Service type (CLASS-SVC-DESC) 
Disposition and Cause (CAUSE-CD & 

Geographic Scope 

(TICKET-ID) 

Service > 24 Hours (00S>24_FLAG) 

CAUSE-DESC) 

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

gregation as required by State Commission Order 

la ta  Retained Relating to BST Experience 
ReportMonth 
Total Tickets 
BST Company Code 
Ticket Submission Date 
Ticket Submission time . Ticket Completion Date 
Ticket Completion Time 

Servicetype 

Non-Special only) 
Trouble Code (Design and 

Trunking Services) 
Geographic Scope 

Percent of Customer Troubles out of 
Service > 24 Hours 

Disposition and Cause (Non - Design/ 
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Retail Analog/Benchmark: 
* 

UNEs Retail Analog (under development at this time.) - 

CLEC Residence-Resale / BST Residence- Retail 
CLEC Business- Resale / BST Business-Retail 
CLEC Design-Resale / BST Design-Retail 
CLEC PBX, Centrex and ISDN Resale I BST PBX, Centrex and ISDN Retail 
CLEC Trunking-Resale /BST Tmnking- Retail 

BellSouth Telecommunications, Inc. 
FPSC Docket No. 990750-TP 

Exhibit DAC-I 
Page 40 of 69 

MANTENANCE & REPAIR - (Out of Service (00s) > 24 Hours - Continued) 
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MAINTENANCE & REPAIR 

ReporUMeasurement: 

Definition: 
OSS Interface Availability 

The percentage of time the OSS Interface is functionally available compared to scheduled availability. 
Availability percentage for the CLEC and BST interface systems and for the legacy systems accessed 
by them are captured. 

Exclusions: 
None 

Business Rules: 
This measure is designed to compare the OSS availability versus scheduled availability of BST's legacy 
systems. 

OSS Interface Availability = (Actual System Functional Availability) / (Actual planned System 
Availabilih.) X 100 

Calculation: 

-- - 
BST Aggregate -- I 
BST/CLEC 

Level of Disaggregation: 
Region 

Data Retained Relating to CLEC Experience 
Availabilitv of CLEC TAFI 
Availability of LMOS HOST, MARCH 

CRIS, PREDICTOR, LNP, and OSPCM 
and SOCS 

Data Retained Relating to BST Experience 

Availability of LMOS HOST, MARCH 
Availability of BST TAFI 

and SOCS 

(under development at this time) 
Retail AnaloglBenchmark: 

Parity by design; Retail Analog 
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MAINTENANCE & REPAIR 

ReportIMeasurernent: 

Definition: 
OSS Response Interval and Percentages 

The response intervals are determined by subtracting the time a request is received on the BST side of 
the interface until the response is received from the legacy system. Percentages ofrequests falling into 
each interval category are reported, along with the actual number of requests falling into those 
categories. 

Queries received during scheduled system maintenance time. 

This measure is designed to monitor the time required for the CLEC and BST interface system to obtain 
from BST’s legacy systems the information required to handle maintenance and repair functions. The 
clock starts on the date and time when the request is received and the clock stops when the response has 
been transmitted through that same point to the requester. 

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

Exclusions: 

Business Rules: 

Calculation: 

IO, 2 30 seconds. 

Report Structure: 
CLEC 

0 BST Residence 
BST Business (BST Total is under development at this time) by interface for each legacy system 

and function as appropriate. 
Level of Disaggregation: 

Region 
Data Retained Relating to CLEC Experience I Data Retained Relating to BST Experience 

CLEC Transaction Intervals I BST Business and Residence transaction 
Intervals 

Retail AnaloglBenchmark: 
Retail Analog 
Audit Verification 

Revision date: 06/09/99 (see) 
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e BST Average Answer Time 

MAINTENANCE & REPAIR 

ReportJMeasurement: 

Definition: 
Average Answer Time - Repair Centers 

This measure demonstrates an average response time for the CLEC representative to contact a BST 
representative. The average time a CLEC Rep is in queue waiting for the LCSC or UNE Center Rep to 
answer. 

Exclusions: 
hl-"', 
I . V L . C  

Business Rules: 
This measure is designed to measure the time required for CLEC & BST from the time of the ACD 
choice to the time of being answered. The clock starts when the CLEC Rep makes a choice to be put in 
queue for the next repair attendant and the clock stops when the repair attendant answers the call. 

Region. CLECIBST Service Centers and BST Repair Centers are regional. 
Level of Disaggregation: 

~~~ 

 calculation^ 
' 

Average Answer Time for BST's Repair Centers = (Time BST Repair Attendant Answers Call) - (Time 
of entry into queue until ACD Selection) / (Total number of calls by reporting period) 

CLEC Aggregate 
Report Structure: 

Retail Analog/Benchmark 
Retail Analog 
Audit Verification 

Revision date: 06/09/99 (see) 
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Billing Related Adjustments 
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Retail Type 
P CRlS 
> CABS 

8 Total Billed Revenue 
Billing Related Adjustments 

BILLING 

ReportIMeasurement: 
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 errors (e.g., credits for service outage, special promotion credits, 
adjustments to satisfy the customer) 

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

Calculation: 
Invoice Accuracy = (Total Billed Revenues during current month) - (Billing Related Adjustments during 
current month) I Total Billed Revenues during current month X 100 
Report Structure: 
CLEC Specific, CLEC Aggregate and BST Aggregate 
Level of Disaggregation : 

Product / Invoice Type 
P Resale 
P W E  
P Interconnection 

Geographic Scope 
i Region 

Data Retained Relating to CLEC Expcrience: I Data Retained Relating to BST Performance: 
ReDorIMonth I ReponMonth 
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Data Retained Relating to CLEC Experience: 
ReportMonth 
Invoice Type 
Invoice Transmission Count 
Date of Scheduled Bill Close 

BellSouth Telecommunications, Inc. 
FPSC Docket No. 990750-TP 
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Data Retained Relating to BST Performance: 
ReportMonth 
Retail Type 
9 CRIS 
> CABS 

Invoice Transmission Count 
Date of Scheduled Bill Close 
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Data Retained Relating to CLEC Experience: 
ReportMonth 
RecordType 
P BellSouth Recorded 
> Non BellSouth Recorded 

BellSouth Telecommunications, Inc. 
FPSC Docket No. 990750-TP 

Exhibit DAC-I 
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Data Retained Relating to BST Performance: . ReportMonth 
RecordType 

BlLLlNG 

ReporUMeasurement: 

Definition: 
Usage Data Delivery Accuracy 

This measurement captures the percentage of recorded usage that is delivered error free and in an 
acceptable format to the appropriate Competitive Local Exchange Carrier (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 
recording. 

Exclusions: 
None 

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

Usage Data Delivery Accuracy = X [(Total number of usage data packs sent during current month) - 
(Total number of usage data packs requiring retransmission during current month)] I (Total number of 
usa 

Renor 

Business Rules: 

Calculations: 

r - ~  ... - 
CLEC Specitic, CLEC Aggregate a 
Level of Disaggregation: 
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BILLING 

ReportlMeasurement: 

Definition: 
Usage Data Delivery Completeness 

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

Exclusions: 
None 

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

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

Report Structure 
CLEC Specific, CLEC Aggregate, BST Aggregate 
Level of Disaggregation: 

Geographic Scope * Region 
Data Retained Relating to CLEC Experience: I Data Retained Relating to BST Performance: 

Rewrt Month I Report Monthly 

I * BellSouth Recorded 
RecordType I 
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BILLING 

ReportIMeasurement: 

Definition: 
Usage Data Delivery Timeliness 

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

Exclusions: 
None 

Business Rules: 
The purpose ofthis measurement is to demonstrate the level of timeliness for processing and 
transmission of usage data delivered to the appropriate CLEC. The usage data will be mechanically 
transmitted or mailed to the CLEC data processing center once daily. The Timeliness interval of usage 
recorded by other companies is measured from the date BST receives the records to the date BST 
distributes to the CLEC. Method of delivery is at the option of the CLEC. 

Usage Data Delivery Timeliness = 

from initial recordingreceipt) I I: (Total number of usage records sent) X 100 

CLEC Aggregate 
CLEC SDecific 

Calculation: 
(Total number of usage records sent within six (6) calendar days 

Report Structure: 

BST Aggregate 
Level of Disaggregation: 

Geographic Scope 
i -Region 

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

I ReportMonth I Report Monthly I 
RecordType 
b BellSouth Recorded I I RecordType 

P Non-BellSouth Recorded 
Retail Analog/Benchmark 
Retail Analog 
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Report Month 
RecordType 
P BellSouth Recorded 
% Non-BellSouth Recorded 
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Data Retained Relating to BST Performance: 
Report Monthly 
RecordType 

BILL 1 N G 

ReportlMeasurement: 

Definition: 
Mean Time to Deliver Usage 

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

Exclusions: 
None 

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

Mean Time to Deliver Usaee = (Record volume X estimated number of davs to deliver the Usage 
Calculation: 

L - 
Record) I total record volume 

CLEC Aggregate 
Report Structure: 

Page 49 of 69 Version 08/10/99 



BellSouth 
Service Quality Measurements 
Regional Performance Reports 

OPERATOR SERVICES AND DIRECTORY ASSISTANCE 

BellSouth Telecommunications, Inc. 
FPSC Docket No. 990750-TP 

Exhibit DAC-1 
Page 50 of 69 

ReporUMearurement: 

Definition: 

Exclusions: 

Speed to Answer Performance/Average Speed to Answer - Toll 

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

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

The call waiting measurement scan starts when the customer enters the queue and ends when a BST 
representative answers the call. The average speed to answer is determined by measuring and 
accumulating the seconds of wait time from the entry of a customer into the BST call management 
system queue until the customer is transferred to a BST representative. No distinction is made between 
CLEC customers and BST customers. 

The Average Speed to Answer for toll is calculated by using data from monthly system measurement 
reports taken from the centralized call routing switches. The “total call waiting seconds” is a sub- 
component of this measure which BST systems calculate by monitoring the number of calls in queue 
throughout the day multiplied by the time (in seconds) between monitoring events. The “total calls 
served” is the other sub-component ofthis measure, which BST systems record as the total number of 
calls handled by Operator Services toll centers. Since calls abandoned zre not reflected in the 
calculation. the Dement answered within the reauired timeframe is determined bv usine conversion 

Business Rules: 

ralculation: 

. .  - 
tables with input for the abandonment rate. 

Reoort Structure: 
Reported for the aggregate of BST and CLECs 

State 
Level of Disaggregation: 

N0”P 

Data Retained (on Aggregate Basis) 
For the items below. BST’s Performance Measurement Analrsis Platform (PMAP) receives a final 
computation; therefore, no raw data file is available in PMAP. 

Month 
Call Type (Toll) 
Average Speed of Answer 

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

Exclusions: ~ ~~~~~ 

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

The call waiting measurement scan starts when the customer enters the queue and ends when a BST 
representative answers the call. The average speed to answer is determined by measuring and 
accumulating the seconds of wait time from the entry of a customer into the BST call management 
system queue until the customer is transferred to a BST representative. No distinction is made between 
CLEC customers and BST customers. 

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

Reported for the aggregate of BST and CLECs 

Business Rules: 

Calculation: 

Report Structure: 

State 
Level of Disaggregation: 

?.Innn ,.“,ab 

Data Retained (on Aggregate Basis) 
For the items below, BST’s Performance Mcasurement AnalSsis Platform (PMAP) receives a final 
computation; therefore, no raw data file is available in PMAP. 

Month 
Call Type (Toll) 
Average Speed of Answer 

Retail AnalngIBenchmark 
Parity by Design 
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OPERATOR SERVICES AND DIRECTORY ASSISTANCE 

ReportlMeasurement: 

Definition: 
Speed to Answer Performance/Average Speed to Answer - Directory Assistance (DA) 

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

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

The call waitinn measurement scan starts when the customer enters the aueue and ends when a BST 

Exclusions: 

Business Rules: 
- ~ 

representative answers the call. The average speed to answer is determined by measuring and 
accumulatingthe seconds of wait time from the ently of a customer into the BST call management 
system queue until the customer is transferred to a BST representative. No distinction is made between 
CLEC customers and BST customers. 

The Average Speed to Answer for DA is calculated by using data from monthly system measurement 
reports taken from the centralized call routing switches. The "total call waiting seconds" is a sub- 
component of this measure which BST systems calculate by monitoring the number of calls in queue 
throughout the day multiplied by the time (in seconds) between monitoring events. The 'total calls 
served" is the other sub-component of this measure, which BST systems record as the total number of 
calls handled by Operator Services DA centers. Since calls abandoned are not reflected in the 
calculation, the percent answered within the required timeframe is determined by using conversion 
tables with input for the abandonment rate. 

Reported for the aggregate of BST and CLECs 
State 

None 

Calculation: 

Report Structure: 

Level of Disaggregation: 
~ .... 

Data Retained (on Aggregate Basis) 
For the items below, BST's Performance Measurement Analysis Platform (PMAP) receives a fmal 
computation; therefore, no raw data file is available in PMAP. 

Month 
Call Type (DA) 
Average Speed of Answer 

Retail AnalogIBenchmark 
Parity by Design 
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ReporUMeasurement: 

Definition: 
Speed to Answer PerformanceiPercent Answered within “X” Seconds - Directory Assistance (DA) 

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

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

The call waiting measurement scan starts when the customer enters the queue and ends when a BST 
representative answers the call. The average speed to answer is determined by measuring and 
accumulating the seconds of wait time from the entry of a customer into the BST call management 
system queue until the customer is transferred to a BST representative. No distinction is made between 
CLEC customers and BST customers. 

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

Exclusions: 

Business Rules: 

Calculation: 

Report Structure: 
Reported for the aggregate of BST and CLECs 

State 
Level of Disawreeation: 

I Nnne I .... 

Data Retained (on Aggregate Basis) 
For the items below, HST’s Performance Measurement Analysis I’latform (PMAP) receives a final 
computation; therefore, no raw data file is available in PMAP. 

Month 
Call Type (DA) 
Average Speed of Answer 

Retail Analog/Benchmark 
Paritv bv Derim 
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E911 

ReporUMeasurement: 
E91 l/Timeliness 

Definition: 
Measures the percentage of batch orders for E91 1 database updates (to CLEC resale and BST retail 
records) processed successfully within a 24-hour period. 

Facilities-based CLEC orders 

The 24-hour processine ueriod is calculated based on the date and time Drocessine starts on the batch 

- 

Exclusions: 
Any resale order canceled by a CLEC 

Business Rules: 
- .  - 

orders and the date and time processing stops on the batch orders. Mechanical processing starts when 
SCC (BST's E91 1 vendor) receives E91 1 files containing batch orders extracted from BST's Service 
Order Communication System (SOCS). Processing stops when SCC loads the individual records to the 
E91 I database. No distinctions are made between CLEC resale records and BST retail records. 

E91 I Timeliness = 13 (Number of hatch orders processed within 24 hours + Total number of batch 
orders submitted) X 100 

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

None 

Reportmonth 
Aggregate data 

Retail Analog/Benchmark 
Retail Analog 

Calculation: 

Report Structure: 

Levels of Disaggregation: 

Data Retained 
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E911 - 

ReporWMeasurement: 
E91 I/Accuracy 

Definition: 
Measures the individual E91 I telephone number (TN) record updates (to CLEC resale and BST retail 
records) processed successfully for E9 I 1 with no errors. 

Facilities-based CLEC orders 

Accuracy is based on the number of records processed without error at the conclusion of the processing 
cycle. Mechanical processing starts when SCC (BST's E91 1 vendor) receives E91 I files containing 
telephone number (TN) records extracted from BST's Service Order Communication System (SOCS). 
No distinctions are made between CLEC resale records and BST retail records. 

E91 1 Accuracy = Z(Number of record individual updates processed with no errors + Total number of 
individual record updates) X 100 

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

None 

Reportmonth 

Ex c Ius i o n s : 
Any resale order canceled by a CLEC 

Business Rules: 

Calculation: 

Report Structure: 

Level of Disaggregation: 

Data Retained 

Aggregate data 
Retail AnaloglBenchmark 

Retail Analog 
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- ReporVMeasurement: 
E91 l/Mean Interval 

Measures the mean interval processing of E91 1 batch orders (to update CLEC resale and BST retail 
records). 

Exclusions: 

Facilities-based CLEC orders 

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 in 4-hour increments up to and 
beyond 24 hours. No distinctions are made between CLEC resale records and BST retail records. 

E91 1 Mean Interval = 2 (Date and time of batch order completion - Date and time of batch order 
submission) + (Number of batch orders completed) 

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

None 

Reportmonth 

Definition: 

Any resale order canceled by a CLEC 

Business Rules: 

Calculation: 

Report Structure: 

Level of Disaggregation: 

Data Retained (on Aggregate Basis) 
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Aggregate data 
Retail Analog/Benchmark 

Retail Analog 
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TRUNK GROUP PERFORMANCE 

Data Retained Relating to BST Experience 
Reportmonth 
Total trunk groups 
Total trunk groups for which data is available 
Trunk groups with blocking greater than the 
MBT 
Percent of trunk groups with blocking greater 
than the MBT 

RepnrtIMeasurement: 

Definition: 
Trunk Group Service Report 

A report of the percent blocking above the Measured Blocking Threshold (MBT) on all final trunk 
groups between CLEC Points of Termination and BST end offices or tandems. 

High use trunk groups 

Traffic trunking data measurements are validated and processed by the Total Network Data 
Systemfhnking (TNDSITK), a Telcordia (Bellcore) supported application, on an hourly basis for 
Average Business Days (Monday through Friday). The traffic load sets, including offered load and 
observed blocking ratio (calls blocked divided by calls attempted), are averaged for a 20 day period, 
and the busy hour is selected. The busy hour average data for each trunk group is captured for reporting 
purposes. Although all trunk groups are available for reporting, the report highlight those trunk groups 
with blocking greater than the Measured Blocking Threshold (MBT) and the number of consecutive 
monthly reports that the trunk group blocking has exceeded the MBT. The MBT for CTTG is 2% and 
the MBT for all other trunk groups is 3%. 

3alculatiou: 
Measured blocking = (Total number of blocked calls) / (Total number of attempted calls) X 100 

teport - Structure: 
BST Aggregate 
b ClTG 
b Local 

CLEC Aggregate 
b BST Administered CLEC Trunk 
b CLEC Administered CLEC Trunk 

b BST Administered CLEC Trunk 
b CLEC Administered CLEC Trunk 

Exclusions: 
Trunk groups for which valid traffic data is not available 

Business Rules: 

CLEC Specific 

.eve1 of Disaggregation: 
State 

)ata Retained Relating to CLEC Experience 
Reportmonth 
Total trunk groups 
Total trunk groups for which data is available 
Trunk groups with blocking greater than the 
MBT 
Percent of trunk groups with blocking greater 
than the MBT ~ 

letail Analog/Benchmark 
Letail Analog 
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Data Retained Relating to CLEC Experience 
Reportmonth 
Total trunk groups 

0 

Total trunk groups for which data is available 
Trunk groups with blocking greater than the 
MBT 
Percent of trunk groups with blocking greater 
than the MBT 
Traffic identity, TGSN, end points, 
description, busy hour, valid study days, 
number reports 

TRUNK GROUP PERFORMANCE 

Data Retained Relating to BST Experience 
Reportmonth 
Total trunk groups 
Total trunk groups for which data is available 
Trunk groups with blocking greater than the 
MBT 
Percent of trunk groups with blocking greater 
than the MBT 
Traffic identity, TGSN, end points, 
description, busy hour, valid study days, 
number reports 
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ReporVMeasurement: 

Definition: 
Trunk Group Service Detail 

A detailed list of all final trunk groups between CLEC Points of Presence and BST end offices or 
tandems, and the actual blocking performance when the blocking exceeds the Measured Blocking 
Threshold (MBT) for the trunk groups. 

High use trunk groups 

Traffic trunking data measurements are validated and processed by the Total Network Data 
System/Trunking (TNDS/TK), a Telcordia (Bellcore) supported application, on an hourly basis for 
Average Business Days (Monday through Friday). The traffic load sets, including offered load and 
observed blocking ratio (calls blocked divided by calls attempted), are averaged for a 20 day period, 
and the busy hour is selected. The busy hour average data for each trunk group is captured for reporting 
purposes. Although all hunk groups are available for reporting, the report highlight those trunk groups 
with blocking greater than the Measured Blocking Threshold (MBT) and the number of consecutive 
monthly reports that the trunk group blocking has exceeded the MBT. The MBT for CTTG is 2% and 
the MBT for all other trunk groups is 3%. 

Measured Blocking =(Total number of blocked calls) / (Total number of attempted calls) X 100 

BSTS~ecific 

Exclusions: 
Trunk groups for which valid traffic data is not available 

Business Rules: 

Calculation: 

Report Structure: 

D Traffic Identity 
D TGSN 
D Tandem 
D Endoffice 
9 Description 
D Observed Blocking 
D Busy Hour 
b Number Trunks 
b Valid study days 
b Number reports 
b Remarkc 

CLEC Specific 
D Traffic Identity 
3 TGSN 
D Tandem 
3 CLECPOT 
> Description 
b Observed Blocking 
D Busy Hour 
D Number Trunks 
D Valid study days 
D Number reports 
D Remarks 
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ReportIMeasurement: 

Definition: 
Collocation/Average Response Time 

Measures the i average time (counted in business days) from the receipt of a complete and accurate 
plication (including receipt of application fees) to the date BellSouth responds in writing. 

The clock starts on the date that BST receives a complete and accurate collocation application 
accompanied by the appropriate application fee. The clock stops on the date that BST returns a 
response. The clock will restart upon receipt of changes to the original application request. 

Average Response Time = Z(Request Response Date) - (Request Submission Date) / Count of 

Requests to augment previously completed arrangements 
Any application cancelled by the CLEC 

Business Rules: 

Calculation: 
. . .  

Responses Returned within Reporting Period. 

Individual CLEC (alias) aggregate 
Aggregate of all CLECs 

Report Structure: 

Level of Disaggregation: 
State, Region and hrther geographic disaggregation as required by State Commission Order 
Virtual 
Physical 

Data Retained: 
Repon period . .  
Aggregate data 

Retail AnaloglBenchmark 
Under develooment 
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COLLOCATION 

ReoorffMeasurement: 
Collocation/Average Arrangement Time 

nefinitinni - -. .... ..- .. . 
Measures the average time (counted in business days) from the receipt of a complete and accurate Bona 
Fide firm order (including receipt of appropriate fee) to the date BST completes the collocation 
arrangement. 

Exclusions: 
Any Bona Fide firm order cancelled by the CLEC 
Bona Fide firm orders to augment previously completed arrangements 
Time for BST to obtain permits 

The clock starts on the date that BST receives a comdete and accurate Bona Fide firm order 

Time during which the collocation contract is being negotiated 
Business Rules: 

accompanied by the appropriate fee. The clock stops upon submission of the permit request and 
restarts upon receipt of the approved permit. Changes (affecting the provisioning interval or capital 
expenditures) that are submitted while Drovisioning is in Drogress mav alter the comdetion date. The 
clock stops on the date that BST compietes the colibcatiob akngemint.  

Average Arrangement Time = X(Date Collocation Arrangement is Complete) - (Date Order for 
Collocation Arrangement Submitted) / Total Number of Collocation Arrangements Completed during 
Reporting Period. 

Individual CLEC (alias) aggregate 

Calculation: 

Report Structure: 
-- - 

Aggregate of all CLECs 

0 

Level of Disaggregation: 
State, Region and further geographic disaggregation as required by State Commission Order 
Virtual 
Phvsiral . 

Data Retained: 
Report period 
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COLLOCATION 

ReportlMeasurement: 

Definition: 

Exclusions: 

CollocationlPercent of Due Dates Missed 

Measures the percent of missed due dates for collocation arrangements. 

0 

The clock starts on the date that BST receives a complete and accurate Bona Fide firm order 
accompanied by the appropriate fee. The clock stops on the date that BST completes the collocation 
arrangement. 

% o f  Due Dates Missed = Z (Number of Orders not completed wli ILEC Committed Due Date during 
Reporting Period) /Number of Orders Completed in Reporting Period) X 100 

Individual CLEC (alias) aggregate 

Any Bona Fide firm order cancelled by the CLEC 
Bona Fide fm orders to augment previously completed arrangements 
Time for BST to obtain permits 
Time during which the collocation contract is being negotiated 

Business Rules: 

Calculation: 

Report Structure: 
_ _  - 

Aggregate of all CLECs 

Virtual 

Level of Disaggregation: 
State, Region and further geographic disaggregation as required by State Commission Order 

Physical 
Data Retained: 

Report period 
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Pre-Order, Ordering 
Resale Residence 
Resale Business 
Resale Special 
Local Interconnection Trunks 
UNE 
UNE - Loops wlLNP 

Provisioning 
UNE Non-Design 
UNEDesign 
UNE Loops w/LNP 
Local Interconnection Trunks 
Resale Residence 
Resale Busiriess 
Resale Design 
BSTTrunks 
BST Residence Retail 
BST Business Retail 

Mainfenance and Repair 
Local Interconnection Trunks 
UNE Non-Design 
UNE Design 
Resale Residence 
Resale Business 
BST Interconnection Trunks 
BST Residence Retail 
BST Business Retail 

Local Interconnection Trunk Group Blockage 
BST CTTG Trunk GrouDs 
CLEC Trunk Groups 
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Standard Service Order Activities 

These are the generic BSTICLEC service 
order activilies which are included in the 
Pre-Ordering. Ordering, and Provisioning 
sections of this document. It is not meant to 
indicate specific reporting categories. 

Pre-Ordering Query Types: 

Maintenance Query Types: 

Report Levels 

* Scope is report, data source and system depe 
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New Service Installations 
Service Migrations Without Changes 
Service Migrations With Changes 
Move and Change Activities 
Service Disconnects (Unless noted otherwise) 

Address 
Telephone Number 
Appointment Scheduling . Customer Service Record 
Feature Availability 

CLECRESH 
CLECMSA 
CLEC State 
CLECRegion 
Aggregate CLEC State 
Aggregate CLEC Region 
BSTState 
BSTRegion 

lent, and, therefore, will differ with each report. 
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ACD 

AGGREGATE 

ASR 
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4TLASTN 

wro 
CLARIFICATION 

BILL IN G 

BOCRIS 

BRC 

BST 
CKTID 

CLEC 

CMDS 

COFFI 
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Appendix B: Glossary of Acronyms and Terms 

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

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

Access Service Request - A request for access service terminating 
delivery of carrier traffic into a Local Exchange Carrier’s network. 

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

ATLAS software contract for Telephone Number 

The number of LSRs that were electronically rejected from LESOG and 
electronically returned to the CLEC for correction. 

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

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

Business Repair Center -The BellSouth Business Systems trouble receipl 
center which serves large business and CLEC customers. 

BellSouth Telecommunications, Inc. 
A unique identifier for elements combined in a service configuration 

Competitive Local Exchange Carrier 

Centralized Message Distribution System - BellCore administered 
national system used to transfer specially formatted messages among 
companies. 

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

COFFI software contract for featurelservice information 

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

CRlS software contract for CSR information 

Customer Service Record 

Common Transport Trunk Group - Final trunk fmuos between BST & 
Independent end offices and the'BST access tan-dems. 
Dcsian Servicc is defined as anv Soecial or Plain Old Teleohone Service - _ .  
Order which requires BellSouth Design Engineering Activities 

Types of trouble conditions, e.g. No Trouble Found, Central Office 
Equipment, Customer Premises Equipment, etc. 

Display Lengthy Trouble History - A history report that gives all activity 
on a line record for trouble reports in LMOS 

Detail Line Record - All the basic information maintained on B line 
record in LMOS, e.g. name, address, facilities, features etc. 

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

DOE (Direct Order Entry) Support Application - The BellSouth 
Operations System which assists a Service Representative or similar 
carrier agent in negotiating service provisioning commitments for non- 
designed services and UNEs. 

DSAP software contract for schedule information 
?rovides callers access to the applicable emergency services bureau by 
jialing a 3-digit universal telephone number. 

Electronic Data Interchange - The computer-to-computer exchange of 
inter and/or intra company business documents in a public standard 
format. 
f ie  number of LSRs that were electronically rejected from LEO, which 
:hecks to see of the LSR has all the required fields correctly populated 

In the context of this document, LSRs submitted electronically via the 
CLEC mechanized ordering process that flow through to the BST OSS 
without manual or human intervention. 

Firm Order Confirmation - A notification returned to the CLEC 
:onfirming that the LSR has been received and accepted, including the 
;pecified commitment date. 
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Appendix B: Glossary of Acronyms and Terms - Continued 

HAL 

HAL C R I S 
ISDN 

LCSC 

LEGACY SYSTEM 

LENS 

LEO 

LESOG 

LMOS 

LMOS HOST 

LMOSupd 

LNP 

LOOPS 

LSR 

MAINTENANCE &a 
REPAIR 

MARCH 

“Hands O f f  Assignment Logic - Front end access and error resolution 
logic used in interfacing BellSouth Operations Systems such as ATLAS, 
BOCRIS, LMOS, PSIMS, RSAG and SOCS. 

HAL software contract for CSR information 
Integrated Services Digital Network 

Local Carrier Service Center - The BellSouth center which is dedicated 
to handling CLEC LSRs, ASRs, and Preordering transactions along with 
associated expedite requests and escalations. 

Term used to refer to BellSouth Operations Support Systems (see OSS) 

Local Exchange Negotiation System - The BellSouth LAN/web 
server/OS application developed to provide both preordering and 
ordering electronic interface functions for CLECs. 

Local Exchange Ordering - A BellSouth system which accepts the 
output of EDI, applies edit and formatting checks, and reformats the 
Local Service Requests in BellSouth Service Order format. 

Local Exchange Service Order Generator - A EellSouth system which 
accepts the service order output of LEO and enters the Service Order 
into the Service Order Control System using terminal emulation 
technology. 

Loop Maintenance Operations System - A  BellSouth Operations System 
that stores the assignment and selected account information for use by 
downstream OSS and BellSouth personnel during provisioning and 
maintenance activities. 

LMOS host computer 

LMOS updates 

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

Transmission paths from the central offce to the customer premises. 

Local Service Request - A request for local resale service or unbundled 
network elements &om a CLEC. 
The process and function by which trouble reports are passed to 
BellSouth and by which the related service problems are resolved. 

A BellSouth Operations System which accepts service orders, interprets 
the coding contained in the service order image, and constructs the 
specific switching system Recent Change command messages for input 
into end office switches. 
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VC 
OASIS 

3ASISBSN 
DASISCAR 
DASISLPC 
DASISMTN 
DASISNET 
3ASISOCP 

ORDERING 

3SPCM 

DSS 

OUT OF SERVICE 
POTS 

PREDICTOR 

PREORDERING 

PROVISIONING 

PSIMS 

PSIMSORB 

'No Circuits" - All circuits busy announcement 
Obtain Availability Services Information Slstem ~ A BellSouth fronr- 
End processor, which acts as an interface bdtween COFFI and RNS. 
This system takes the USOCs in COFFI and translates them to English 
For display in RNS. 

3ASIS software contract for feature/service 
OASIS software contract for feature/service 
OASIS software contract for featurekervice 
OASIS software contract for featurehervice 
3ASIS software contract for featurehervice 
3ASIS software contract for featurelservice 

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

Outside Plant Contract Management System - Provides Scheduling 
Information. 

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@), and application which is used to provide the 
support fimctions. 

Customer has no dial tone and cannot call out. 
Plain Old Telephone Service 

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 Testing and switching system I/O ports, and provide 
certain information regarding the attributes and capabilities of outside 
plant facilities. 

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

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

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

PSIMS software contract for feature/service 
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RNS 

RRC 

RSAG 

RSAGADDR 

RSAGTN 
SOCS 

SOlR 

TAFI 

TAG 

TN 

TOTAL MANUAL 
FALLOUT 
UNE 

WTN 

Regional Negotiation System - An internal BellSouth service order entrq 
system used by BellSouth Consumer Services lo input service orders in 
BellSouth format. 

Residence Repair Center - The BellSouth Consumer Services trouble 
receipt center which serves residential customers. 

Regional Street Address Guide - The BellSouth database, which 
contains street addresses validated to be accurate with state and local 
governments. 

RSAG software contract for address search 

KSAG software contract for telephone number search 
Service Order Control System - The BellSouth Operations Svstem 
which routes service order images among BellSouth drop points and 
BellSouth Operations Systems during the service provisioning process. 

Service Order Interface Record - any change effecting activity to a 
customer account by service order that impacts 91 llE911. 
Trouble Analysis Facilitation Interface - The BellSouth Operations 
System that supports trouble receipt center personnel in taking and 
handling customer trouble reports. 

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

Telephone Number 

The number of LSRs which are entered electronicallv but reauire 
manual entering into a service order generator. 
Unbundled Nenvork Element 

A unique identifier for elements combined in a service configuration 

sum or: 
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I BELLSOUTH'S AUDIT POLICY 

BellSouth currently provides many CLECs with audit rights as a part of their individual 
interconnection agreements. However, it is not reasonable for BellSouth to undergo an audit for 
every CLEC with which it has a contract. As of June, 1999. that would equate to over 732 audits pel 
year and that number is continually growing. BellSouth is in the process of developing a proposed 
set of reasonable controls associated with individual CLEC audits. If requested by a Public Service 
Commission, BellSouth will conduct a comprehensive audit of the aggregate level reports for both 
BellSouth and the CLECs for each of the next five (5) years, to be conducted by an independent 
third party. The results of that audit will be made available to all the parties subject to proper 
safeguards to protect proprietary information. This aggregate level audit includes the following 
specifications: 

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

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

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

BellSouth reserves the right to make changes ta this audit policy as growth and changes in the 
industry dictate. 
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Attachment 10 
Page No. I 

Aftachment IO 

m. General 

The ParriCr.grcc that the services offered and rendered by BellSouth pursuant to this htercomection 
AfleemcmW be provisioned at parity to the service level and intervals for which BellSouth M o m  
such services for irrelf. its Affdiatcs or m y  other Pmon or Telecommunications Curier. The Puties 
dmbtr agree that the smicc  level specified for each item addrerred by the Perfomuncc Mernuemeou ~t 
fonh in rhir Amchment 10 shall be parity, or for cefiin measures. a specific quantiative W t  hu k n  
adopted as the Performance Crimion. BellSouth a m  10 m e t  thew eerfomvnce sun&& as m m d  
by the relevant Performance Measurements for each reporting period during the m of thir 
Interconnertion Agreeement and my extension thmof. Any failure on the p a t  of BcllSouth to meet or 
othcxwise comply with my of the Performance Meuurcmentr set fonh in &is Attachment 10 shall 
constimfe the following: 

Where BellSouth fails to meet the Performance Benchmark within a single monfh. BellSouth rhru, within 
30 days after reporting the measure, comply with the Specified Performance Guannm. 

Where BellSouth fails to meet a single mcasunment contained herein for two consecutive months. or carice 
during any quarter, BellSouth shall be deemed to have cornmiffed a specified Perfomvacc Bruch. If a 
Specified Perfornuace Breach occurs. BellSouth shall within 30 days of reponing the me-. pay 
lTCADelfaCom S25.MM.00 for each measurement which BellSouth failed to meet The Specifed 
P u f !  Breach payment is in addition to my applicable Performtace G-tee. 

What Bssouth fails to meet a single mcasw contained herein five timCr during my six month period 
Be&& .rill be required to meet the provisions as set fonh in section 25 of the General Term and 
Conditions Amcbment of thir Agreement. 

SoecifiedPdormance Measurements 

BellSouth that it will meet the Performance Measurements. except in those inr~nces'where io 
f a h e  to do so is  a result of a) ITCADeluCom'r failure to perform any of its associafed obligations set 
f o d  in thir Agreemeat, b) any dehy. 1ct or failure to act by an end user, agent, or subcontractor of the 
6 Ppry. OT c) any FOKC Majeure Event. 

The pa- by BellSouth as a mul t  of a Specified Performance Guu;mtee or Breach will be the Momts 
specftcd orithin Amchmrnt IO. The Parties a p e  md acknowledge flut a) the payments arc not a penalty 
mrd have kco demmiDcd based upon the facts and cirtumttlnces of the Parties at the time of the 
negotiatim of cbir Agmnmit, with due considention given to the pcrfo-e e x p ~ t i o n r  of each Pury; 
b) fhc paymmrr constitute a rrwnable approximation of the b m r g e s  lTCADeltaCom would rUmin if its 
damages were readily asccminrble; md c) ITC*DehrCom will not be required to provide any proof of the 

R-Q 

BellSouth will not levy a repmu charge for provision of thc &a a ITCADelhCOm called for 
ABachmcnt Notwithstanding other provisions of +his A p m m t ,  the Parties 
k deemed Ropr i e tw  Information. 

RcpofV arc to be ma& available to ITC"De1mCom by the 15. day foUo- the C l O K  of the C d e 0 d . r  
monk. If thc 15' falls on a weekend or holiday, the rcpom will be made available &e next business day. 

If BellSornh docs not provide a measurement at the fimc requid, and fails to M the omission by the 15' 
day of tbs snccecdrng monk the measurement will be considered a be a Specified Perforrmnce Breach, 

thir 
f l u 1  Nch records 
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Aruchment 10 
Page No. 2 

unleu Bell%Wb nn demonsUate that the omission was Ihe result of my of Ihe factors under Ihe Becified 
ens heading above. 

lTCADcltaCom rod BellSouth will consult with one mother and attempt in good faith to resolve my issues 
regarding the . comcy or integrity of data collected genented, md reported purnvnt to this Amchmeat 
In the event ?hat lTCADcltaCom requests such consultation lad &e issues Rired by lTCADelmCorn have 
not bem resolved within 45 days lTCADeluCorn'r request for comlmtion, then BellSouth will allow 
ITCADelnCom to have an independmt audit conducted, at lTCADeltaCorn's expense, of BellSouth's 
pcrfomunce measuremat data coUeaiog compufiug, md reporting processes. ITC"De1nCorn may not 
rrquut molt thrn one audit for a twelve calendar month period. This section doer not modify 
ITC"DeItaCm's audit righk undcr other pmvisionr of this Agreemeat 

Remedial P b  

Wi& 15 business days after my Specified P e r f o m c e  Breach, BellSouth will preprrr and pmvide to 
TTCADelmQm a rrmedi.1 plan that specfirs and schedules the steps BellSouth will take to determine and 
m d y  the pavicular performance deficiency. 



BellSouth Telecommunications, Inc. 
FPSC Docket No. 990750-TP 
Exhibit D A G 2  
Page 4 of IS 

PERFORMANCE MEASURES AND NON-COMPLIANCE PROVISIONS 

L PRE-ORDERINGJORDERING: RESALE UNES 

1. Measurement - Avenge Response Time For OSS Re-Order Interfaces. 
Definition - The avenge response time in seconds from the BellSouth side of the Remote Access Facility 
(W) aud return for pre-order interfaces (TAG and LENS) by function: 

Address Verification 
Requen For Telephone Number 

Service Availability 

Dispatch Required. 
Calculation - x[(Qumy Response Date & Time) - (Query Submission Date & Titnc)l/(Numbcr of Queries 
Submitted in Reporting Period). 
Report Structure - Reported on a company basis by interface for LENS. TAG, md for ED1 preordcr interface 
when impkmeond 

Benchmark - 

Request For Customer Service Record (CSR) 

Service Appointment Schcduhg (Due Date) 

Report FrqUency - Monthly 

Address Verification: 
EDI. TAG, LENS - 8oo/oS 5 set 90%S7 KC 
Request For Telephone Number: 
EDI. TAG, LENS - 8O%S 4 set 90%S6 KC 
Request For Customer SeMce Record (CSR): 
EDI, TAG, LENS - SO0/& 7 ret 90%S10 Kc: 
Service Availability: 
EDL TAG, LENS - SO%$ I1 rec 9O%S13 SeC 
Service Appoinment Scheduling (Due Date): 
EDI. TAG. LENS - 80%$2 s c  9O%g KC 
Dispatch Required 
EDI. TAG. LENS - 80%$17 tec 90Y'19 Set 

Performance Guarantee - B.ellSouth shall not bill OSS charges until it meets all benchmarks. 

,MUnmment - % F~ &der C~nfmnationr (FOCs) Received Within 'X" H O W .  
D e f i a ~ o n  - Percent of FOCI mmrncd within a specified h e  fnmc from R c C i p t  Of Scmice repeso to rCtuIYl 

of c o n f i t i o n  to ITC*DelrrCOm. 
0 

0 

0 UNE (>  50 LOopr)<48 H a  
Cdcnl.tion - (# FOCI r*urned w i t h  "x" houri + tool FOCI MI) 100. 

and TAG& manual (FAX or phone orderr). 

2 

Resale Res. and Bur. < 24 How 

UNE Loop (1-49 Loops) < 24 HoUn 
0 C O ~ ~ ~ C X  BUS~CSS - NegOcirM 

' dfromED1,LEElS Srmdl l r~  - R c p o d  for lTCADeloCom md 111 CLECs. This includer 

&POI? F ~ ~ u - Y  - Mo~cbly 
Benchmuk - 

0 1ooo/. Resale Rcridentirl md B u r h a  (24 HOW 
98% C~mpkx BUS~UCSS (1-20OF48 HOW 
Complex Bush- (ZOO+) - nCgOhtd 

98% UM Loop (>SO LOOPS) - 48 H M .  

. 
0 100% UNE Loop (149  Loops) Q4 Houn. . 

Performance Guarantee - ~ e ~ l ~ o u t h  stdl  waive the non-murring c h n  for FOCI ciut fail to Met *e 

benchmark. 

1 
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PERFORMANCE MEASURES AND NON-COMPLIANCE PROVISIONS 

Description Q-W 
2 WUX A d o g  md Dlgllol md 1-10 
NpnNP 
2 Wkc Andog and Dtgltal and 11-20 

3. 

provisioning Intend 
3 Days 

7 Days 

4. 

I NPnNP 

5. 

IL 

6. 

Measurement - Percent Rejects. 
Definition - Tbe number of rejects compared 10 the issued orders for the elecuonic interfacer'(ED1. LENS a d  
TAG). 
Calculation - (# of rejeco - total orden issued) 100. 
Report Structure - Reponed for ITC^DeltaCom and dl CLECs for the electronic 
intcrfaca (EDL LENS and TAG). 
Report Frequency - Monthly 
Bcnchnurk - Diagnostic, no benchmuk requid. 
Performance Guarantee -This is a petfomunce mmic. 

MeoJnrcment - Mechanized Provisioning Accumy. 
Definition - Percent of mechanized orden completed without changa. 
Calculation - (# of orden completed as ordered + total orden) 100. 
Report Structure - Reported for ITC"DeltaCom CLECs and BeUSouh 
Report Frequency - Monthly 
Benchmark- Parity with BellSouth 
Pcrfornuncc Guarantee - BellSouth shall waive the non-rccuning chuger for all orders bf fail to mett the 

benchrmk 

Measurement - Order Process Percent Flow Through. 
Drflnition - Percent of ordm or L S b  from entry to dismiution b t  progress through BellSouth ordering 
sysrrmr excluding rejects. 
Calculation - (#of orden &at flow rhmugb - total ordm) 100 
Report Strnctmrc - Reponed for ITC"De1taCom CLECs and BellSouth. 
Report Frequency - MonUy 
Benchm8rk - Parity with BellSouth Retail 
Performance Guarantee - This is a p e r f o m c e  meuic. 

PROvlsIONMC 

Measurement - Average Installation IntmaL 
Definition - Avenge business days from application date to comp~ction fc New, Change. Add, md Move 
(N.C. A, .M) orden-excluding curtomet c a w  misses and customer requested due date greater tban 'x" business 
days. Thc %" business days is dnrnsined based on quannty of UNE loops ordered and the associated 
provisioning intcwd. 
~ d c u ~ o n  - [E(completion date - application date)y(~ota~ number ofordm comp~eted). 
Rrport Slrncttuc - Rcporpcd for ITC"De1taCom and all CLECs for UNEs contained in the UNE price 
s c ~ m / L N P , d L o o p a r i t h ~ ~ .  
Rrpoa €-cy - M d Y  
Ben*- 

bus- day. 
For indlation that requires a pmake visit or physical w o k  three (3) business days. 

2 
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PERFORMANCE MEASURES AND NON-COMPLIANCE PROVISIONS 

c 

DS- 1 TmspoG and Mulaplexus 
1-672 (Analog or &gItal DSO loops) 20 days Loop and T m p o n  Combmanon 

LoouandTraasuonCombuuaon For LTC wnh Higher t6sn DS-3 ICE 
~ l t h  DS-3 Tnacpon 

L 1 Trpnspofl I I 
Perfonmace Guaraatce - This is a pnfonnance mekic. 

Measurement - Percent Installations Completed Within "x" Businerr Days. 
Deiiuitioa - Percent insullarions completed within "x" bushes days (when "x" is the requestid interval or 
urovisioninn interval whichever is  greater) excluding cunomer caused misses and customer quested due date 

7. 

.&am tIux-%" business days. 
Caleulatioa - (Count of N.C.A.M ordm installed wichin 2" businerr days 
Rrwrt Structure - R e w ~ t c d  for ITC"Dc1uCom and a11 CLEO for Rcrold Services and LINES contained in the 

. 

total N.CA,M orden) 100. 

L& pnce schedule, Ui'P/LNP and Loop w~th  INP/LNP. 
Report Frequency - Monthly 
Benchmark- 95% w h  mrmal 
Pdo- le  Guarrstce - 'ThLI IS a p c r f o n ~ ~ ~ ~ ~ e  mc(nc. 

Measuremeat -Percent of &IISouh CIwd Mucd Due Dates. 8. 
Dtflnitio. - P m t  O f  Rarle and UNE N.C,A,M ordm W h m  h t d h n ~ ~ ~  uc Wt complacd by the 

C ~ ~ t i O o -  
Resde: (Count of N,C,A,M orders not completed by cbe due date. excluding customer c a d  misses + total 

negobsoai due &re excluding eunomcI d mwr. 

nrrmba of N.C,A,U o r b )  100. 
UNEx ( C m  of N.C,A,M ordm with missed duc dam cxcludhg customer uured miuer + total number of 

Rep; Frequeacy - Monthly 
Benchrmrk- Parity with BellSouth Remil 
Performance Guarantee - This is a pctfomunce mesic. 

3 



&IISouth Telecommunications, ~ n c .  
FPSC Docket No. 9907M-Tp 
Exhibit DAC-2 
Page 7 o f  I5 

9. 

PERFORMAiNCE MEASURES AND NON-COMPLIANCE PROVISIONS 

Measurement - Percent Trouble Repom Within 30 Days of htal la t ioa 
Dennition - Percent of Resale N.C,A.M Orden and UNE N.CAM orders by item tbat receive a network 
customer trouble repott caused by BellSouth w~th in  30 calendar days of service order completion. 
Calculation - 
Resale: (Counl of N.C,A,M tbat receive a network customer trouble report caused by BellSouth w i h  30 
calendar days of service order completion A total N.C,A,M orders (excludes trouble repom received on the dw 
date)) loo. 
CWE% (Count of UNE N,C,A,hf orders by item that receive a neruorL custoam trouble report caused by 
BellSouth within 30 caleadar days of service order completion + total W E  N . C U  ordm by item (excludes 
trouble rcpom received on the due date)) 100. 
Report Shycture - Reponed for lTC"DclhCom md all CLECs for Resale Ordm and U N E s  contained in the 
UNE price schedule, WPRNp and Loop with IN'P/LNP. 
Report Frquency - Monthly 
Benchmark - Parity with BellSouth Retail 
Pcdorrmnee Cuaraatee - BellSouth shall waive the noa-recuniog charges for each order that receives a 
rrouble repon caused by BellSouth within 30 calendar days. 

IO. Measurement -Percent BellSouth Missed Due Dates Due to Lack of Facilities. 
&furition - Percent N.C,A.M orders with aissed committed due dates due to lack of facilities. 
Calculation - (Count of N,C,A,hf ordm with missed committed due dates due to lack of facilities + total 
N.CA,M orders) 100. 
Renort Structure - mncd for l T C ^ D e l h C o ~  and d l  CLECs for resold services and LWEs contained in the 
b?k price schedule. Reported for > 30 calendar days & > 90 calendar days. 
Reporl Frquency - Monthly 
Benchmark - Parity with BellSouth Retail 
Performance Guarantee -For a missed due date due to the lack of facilities on the convmion of an existing 
BellSouth rerail customer the non-recurhg charges shall be waived by BellSouth. 

Measurement - Delay Days For Missed Due Dates Due To Lack Of Facilities. 
Definition - Average calendar days fmm due date to completion date on BellSouth missed orders due to lack of 
facilitier 
Calculation - Z(Comp1etion date - committed order due date)/(# of completed ordm). 
Report Structure - Reported for lTC^DeloCom and all CLECs for R e d d  d c c s  and UNEs contahed in the 
LWE price schedule, IN'PlLNP and Loop with INpnNp 
Report Frquency - Monthly 
Benchmark - Parity with BellSouth Re& 
Perfnrmuncc Curantee -This is a pnfo-e metric. 

11. 

1L Murvnmrnt - Delay Days For Mused Due Dater 
&tlait&o - Avmge cd& days 6mm due date to completion date oa BellSouth misd orden. 
C a ~ U o o .  Z(Corap1aion date - commincd order due date)l(# of posted O h ) .  

Rcporc Stmetwe - Rcpomd for iTCnDcltaCom led all CLECs for UNEs contained in the UNE PriR 
schcduk INP/LNT and Loop with INplLNp 
Report Frequency - Monthly 
Benchmark - Parity with BellSouth Rctd 
Perforaunce Guarantee -This is a p e r f o m c e  &c. 

4 
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PERFORMANCE MEASURES AND NON-COMPLIANCE PROVISIONS 

13. Measurement - Percent BellSouth Caused Missed Due Dates mater rhrn 30 dam .- Delinition - Fucent of N, C. A, M orders where installation Gas completed mater th.n 30 days follopring & 
due date, excluding customer caused misses. 
Calculatia - (Count of N, T. C orders completed greater rhrn 30 days follopring the due &e, 
CunOmcr 
Report S e a h u e  - Reported for lTCADeltaCom and all CLECs for UNEs contained in the 
xhcdule, INP/LNP and Loop with INPLNP. 
Report Frequency - Monthly 
Benchmark - Parity with BellSouth Retail 
Performance Guarantee - BellSouth shall waive one month recurring chuga for all missed due daws 
than 30 days, and BellSouth shall waive one month recurring charges for each additional 30 days missed 

misses + total number of N. T. C orders) 100. 

m . M A N T E h ,  ANCE 

14. i'vktuuremeut - Trouble Report Rate. 
Dehition -The number of customer trouble repom not caused by CPE or wiring, CPE and "no trouble found" 
repom within a calendar month per 100 lines. 
Calculrtion - [Total number of customer trouble reports f (total lines +l00)]. 
Report Strtlcture - Reported for POTS Reule aouble repom by lTCADcltaCo~ 111 CLEO md BellSouth 
reail. 
Report Frequency - Monthly 
Bcuchnurk - Parity with BellSouth Retad 
Performrncc Guarantee - This is a perfomunce memc. 

Mermrcnunt -Trouble Repon Rate - WEs 
De- - The number of network customer trouble repom within a calendar month per 100 UNEs. 
Cnletdacion - [Count of network trouble reports f (Toul UNEs + IW)]. 
Repmt 8tructure - Rrporced for lTCADeltaCom, a11 CLECs and BellSouth for U N E s  contained in the LWE 
Price s&ble, INPLNT and Loop with INPLNP. 

l5 

Report Frquency - Monthly 
B e n c h d  - Parity measurement disaggregated by service type and market ma, for retail uulog. when there 
LI no r e d  d o g  uo more thrn 6 per LOO UNEs. 
Performance Guatmtct - T U  LI a pcrfomumcc mernc. 

16. S1-t - PWent MISSC~ R ~ u  C O ~ ~ C U ~ S  - U N E S  
lkEwiUa-?ercent of trouble qmm not cleared by the comrrmment hme for BellSouth reasons. 
Cakmblh - (Count of muble reports not c l a d  by the conmuancut tmc for BellSouth reasons + total 
uouble repom) 100. 
Report Stmcture - Reported for lTC"DeltaCo~ a11 CLECs and &IlSouth for "POTS typ~" loops (2-Wue 
-g-Loop). 
Report - M d y  
Bcnchmwk-No morr tb.n 1%. 
P e r f o m  Guarantee - For rmrwd repau commitments L I ~  excess of the bcochmuk. BellSouth shall 
rcMbunc lTCADelrrCom for ITCADelaCom'r labor costs. 

17. >Ieasarewnt - Receipt To Clear Duntion 
Dcflnition - Avenee duntion of c u t o m  aouble nponr from the receipt of the customer trouble rrpon 10 the 
timc tk trouble re& is cleared with the customer, excluding *DO muble found" rrpom. 
Calculatbn - X[(Date and time ticket is cleared with custom) - ( D e  m d  time ticket nccivcd)] * Total 
customer network trouble repom. 
Report Shucture - Reported for Resale trouble qmm by lTC"Dc1taCom 111 CLECs and Bellsouth resail for 
Our of Savicc and Affecting Service by Dispatch and No-Dispatch. 
Repar Frequency - Monthly . .  

5 



BellSouth Telecommunications, Inc. 
F'PSC Docket No. 990750-TP 
Exhibit D A G 2  
Page 9 of IS 

P E R F O R ~ M C E  MEASURES AND NON-COMPLIANCE PROVISIONS 

IS. 

19. 

20. 

21. 

Benchmark- P&ty with BellSouth Retail 
Performance Guarantee -  his is a perfo-ce mettic. 

Measurement -Mean Time TO Restore - UNEs 
Definition - Avenge duration of network customer aouble rcpom *om the receipt of the wto- aouble 
report to the time the aouble repon is cleared excluding no access and delayed mrinmunce. 
Calculation - x[@ate and timc aouble rrport is cleared with the Ncmmer) - (&e d time muble rrpon ir 
received)] + m a l  neWofk clummer aouble repom. 
Rcport Structure - Reported for I'TC"Delt.Com all CLECs and BellSouth for UNEs contained in the CTNE 
price schedule, INPLNP and L w p  with INPRNP by dispatch and no dispatch. 
Rcpnrt Frequency - Monthly 

Parity measurement disaggregated by service rype and &et area for retail analog. when there is not retail 
analog the following benchmark applies: 

I. Out of service conditions where dispatch is required: 90% resolved within 4 hours 95% resolved within 8 
hours 99% molvcd within 16 houn 

2. Out of Service conditions w b m  no dispatch is required: 85% molved within 2 hours 95% resolved 
within 3 houn 99% molved within 4 hours 

3. All o k  aoublcs resolved within 24 houn 
Performance Guarantee - This is a pcrfomvnce meaic. 

Measnrement - Percent Out Of Service (00s) C 24 Hours. 
Definition - Percent of 00s trouble rrpom cleared in less than 24 hours excluding subrevat% r i c h  
r e i v e d  on Saturday or Sunday, and no access. 
Calculation - (Count of 00s aoublc reporu c 24 horn - total number of 00s aouble repom) 100. 
Report Structure - Reported for ITCADcluCom all CLECs md BeIISOUtb retail. 
Report Frequency -Monthly 
Benchmark - Parity with BellSouth Retail 
Performance Guarantee -This is a pdomuncc  meaic. 

Measurement -Percent Out Of Service (00s) 24 Houri - UNEr 
Definition - Percent of 00s aouble rrpom c l d  in leu than 24 hours. 
Calculation - (Count of UNE 00s mublcrepom < 24 hours + toal number of UN€ 00s aouble WQm) 
100. 
Rcport Snuanre - Rcponed for ITC^DeltaCom. CLECs and BellSouth by "POTS like" loop ( 2 - w ~  hb3 

&n&m& - prricy m v t  disaggregated by m i c e  type and market area for retail -log. When there 

Bachmark - 

8dB Loop). 
Report €wqUaq - Monthly 

IS not mail analog the following knchmulr applica: 
Cut of - conditions where dispatch 1. required: 90% resolved wifhin 4 hours 95% rrrolved wtbm 8 
hnm 9% w l v e d  within 16 houn 

2 Out of Savice cond im where no dispatch is required: 85% molved wichin 2 houn 95% resolved 
within3 houn 99% molved orirhin4 houn 

3. All 0th aoublcs molved witbin 24 
Performnee Curruttee - This i s  a pafonrmcc meaic. 

Marrvcmrnt - Percent Reput Reports. 
Dcnnition - Percent of customer trouble rrpom received within 10 calm& &yr of a previous customer rrpon 
rh.1 w m  not cawed by CPE or wiring excluding rubsequent 
Calculation - (Count of customer trouble W Q ~ ,  not caused by CPE or a and excluding sububKquent 
rrponr, received within 10 calendu days of a previous customer r e p t  + total customer aouble worn not 

uld "no cmubk found" Wm. 

c&ed by CPE or wiring and excluding subsequent rrpom) 100. 
Report Structure - Reponed for ITC"Dc1taCom. all CLECs and BellSouth d. 

6 
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PERFORMANCE MEASURES AND NON-COMPLIANCE PROVISIONS 

Report Frquency - Monthly 
Bcnchmrrk - hit)' with BellSouth Retail 
Performance Guarantee - Thic is a performance metric. 

22. 

Iv. 

23. 

24. 

25. 

26. 

Measurement - Percent Repeat Repom - UK% 
Definition - Percent of network customer uouble repom received within 30 calendar days of a previous 
customnrcpon 
Catculatioa - (Count of network customer aouble repom rcceived within 30 calendar days of a previow 
CUnomer report - total network customn trouble rrpom) 100. 
Report Structure - Reponed for KCADcltaCom, 111 CLECs and BellSouth for LNEs contained in the UNE 
price schedule, IN'PLNP and Loop with IN'PRNP. 
Report Frqueney - Monrhly 
Benchmark- Parity rneasuremcnt disaggregated by service 
is no retail aualog no more than 1%. 
Perfomme Guarantee - This is a p e r f o m c e  metric. 

and market ma. For rctail aMlog, when there 

Measnrement - LCSC Avmge Speed Of hswer.  
DeIiDition -The avenge rime a customer is in queue. The time begins when the customer enters the queue and 
ends when a BellSouth representative answers the caU. 
Calculation -Total queue time + total calls. 
Report Structure - Reported for all c a b  to the LCSC by operational repantion and BellSouth retail. 
Report Frequency - Monthly 
Benchmark - Greater than 95% of calls, by center, arc answered within 20 second%. All calls are answmd 
within 30 secondr. 
Performance Guarantee - This is a performance metric. 

Xssuremeot  -Percent Busy in the LCSC 
Definition - Percent of calls which UT unable to reach the LCSC due to a b u y  condition in the Autormtic Call 
D s m i u t n  (ACD) 
Calculation - (Count of blocked calls -Total calls offered )* 100 
Report Structure - Rcponed for all CLECs and BellSouth 
Report Frequency - Monthly 
Benchnurk - No more dun 1%. 
Performance Guarantee -This IS a perfonrunce memc. 

Measurement - LINE Cam Avenge Speed of Answer 
Lkflnitlno - The avenge tima a curtomcr is in queue. The (LIILC begins when the C U S ~ S O ~ ~ T  

and cn& WbQ thc call is a n w d  by a BellSouth repreSCUtatlve. 

Report Smc!nm - Rcponcd for dl & to the UNE Center for all CLEO and BellSouth ~td 

16c q m  

Cdclrl.tl0lr- tool queue timc + topl cab. 

within 30~on& 
Performance Guarantee - This is a perfomunce metric. 

M-t - PCKCllt BUSY in the UNE center. 
Dcnnltion - Percent of calls which are unable to reach the UNE Cenm due to a bury condition in the Am 
Calculation -(Count of blocked calls + Total calls otfned)*100 
Report Structure - Reponed for aU CLECs and BellSouth 
Report Frequency - Monthly 
Benchmark -No more than 1%. 
Performance Guarantee -This is a perfomuncc metric. 
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V. 

27. 

28. 

29. 

30. 

31. 

P E R F O R i i i C E  MEASURES AND NON-COMPLIANCE PROVISIONS 

INTERCONNECTION AGREEMENT 

Measnrement - Percent Trunk Blockage 
Dendtiom - Percent of calls blocked on outgoing M i c  from BellSouth end office to TTCADcltaCom end 
office and from BellSouth andem to TTC"DeIt.Com end office. 
Calculation - (Count of blocked calls - toul  &offmd) 100 
Report Structure - Reponed for ITC"DcltaCom. all CLECr and BellSouth The BellSouth end office to 
ITC"Dc1oCom end office and BellSouth andem to ITCADeltaCom end office hunk blockage will be rrponed 
sep-ly. 
Report Frequency - Monthly 
BencJmurk - Dedicated Trunk Groups: Not to exceed blocking sandard of P.01 
Performance Guarantee- This is a performance metric. 

hIcasurement - Common Transport Trunk Blockage. 
Deflllition - Percent of local common uanspon hunk g~oups exceeding 2% blockage. 
Calculation - (Number of common arnrport nu& groups exceeding 2% blocking + toul common arnrport 

Repon Structure - Reported on local common trampon Uunk groups. 
Repon Frquency - Monthly 
Benchmark - Common Trunk Groups; no more than I% of end offices m y  have 2% blockage in a month 
based on Poissar~t P.01 scale; 
Ifcammon hunk groups arc different for CLECr than for BellSouth's hunk group, then no more than 1% of 
end o&ccr may have more than 2% blocking 
Perfnrnmace Guarantee - This is a performance memc. 

Measurement - Percent Missed Due Dates. 
De~nitian - Percent trunk order due dater missed on interconnection aunkr. 
Calculation- (Count nu& orders missed + toul nu& orders )* 100. 
Report Structure - Reponed for ITCD. a11 CLECs and BellSouth. 
Report Frequency - Monthly 
Benchmark - No more h 1% missed due dam. 
PPhrnvncc Guarantee - This is a performance mcoic. 

-ut - Delay Days for Missed Due Dater 
Ddhhi.l- Avenge calendar days h m  due dates to completion date on BellSouth missed 
Interconnection Trunk ordm. 
Calculation - Z(Complaion date - commimd order due date)/(# of completed mtnk orden). 
Report Stmctnre - Reponed for ITCD. dl CLEO and BellSouth for interKonncsa'on rmab. 
Report Frequency - Monthly 
Benchmark- Parity with BellSouth Common T& mupr 
Performante Guarantee - Thir is a performance metric. 

aunk groups) 100. 

Me.IeMlrrmnt - PCKCUI BellSouth Cawed Miued Due Dam greater th.n 30 d W  
Defidtion - Percent of N.C. A.M. orders whm iartahtim w u  completed p m  ch.n 30 dayt following the 
due date, excludmg c u s t o m  caused misses. 
Calculation - (Count of inmco~nection nuuk ordm completed greater h 30 &p f o U o ~ g  the due date, 
Excluding customer caused mkKI + toal number of interKomec~on nuuk ordm 1' 100. 
Report Structure - Reported for ITCD, dl CLEO and BellSouth for interc0nneCti~ aunkr. 
Report Prquency - Monthly 
Benchmark- Parity when &ere is a retail malog; ifthm is M r e d  d o g  the foU0- benchrmrLs WPlY 
Less I% of orders held for more than 30 calendar dap. 
No o r d m  held for more than 90 calendar days. 
Performance Guarantee -This is a performance mekic. 
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PERFORMANCE MEASURES AND NON-COMPLIANCE PROVISIONS 

Measurement - Average Trunk Restoration Interval 
Definition - Average time to repair interconnection trunks. 
Calculation - Total trunk outage duration i total trunk trouble repom, 
Report Structure - Reponed for ITCD. all CLECs and BellSouth. 
Report Frequency - Monthly 
Benchmark - Parity with BellSouth Common Trunk Groups 
Performance Guarantee - rtrir is a performaace metric. 

Measurement - % Interconnection Trunks Repaired Within 24 Hours 
Definition - The percent of interconnection aunks restored within 24 hours of king reponed to BellSouth by 
ITCD. 
Calculation - (Number of Interconnection Trunks repaired within 24 hours + Total In&rconnection T& 
Repaired) 100 
Report Structure - Reponed for ITCD. all CLEG and BellSouth. 
Report Frquency - Monthly 
Benchmark - Parity with BellSouth Common Trunk Groups 
Performance Guarantee - This is a performance metric. 

VI. NTERIM % W E R  PORTABILITY AND LOCAL NUMBER PORTABILITY (INPLNP) 

34. Measurement - % Installation Completed Within 3 Business Days (1-10 lincs). 
Definition - % installations completed within 3 business days excluding customer caused misses and customer 
=quested due dates greater than 3 business days. 
Calculation - Total INPRNP orders installed w i t h  3 business days + total NPkNP orders. 
Report Structure - Reponed for ITCD and all CLECs. 
Report Frequency - Monthly 
Benchmark -90% within 3 business days. 
Performance Guarantee -This is a performaace metric. 

>leasurement - % Installation Completed Within 7 Business Days (1 1-20 lines). 
Definition - % installations completed within 7 business days excluding customer caused misses and customer 
requested due dates greater than 7 business days. 
Calculation - Total NPkNP orders installed within 7 business days - total INPkNP orders. 
Report Structure - R e p o d  for ITCD and all CLECs. 
Report Frquency -Monthly 
Benchmark -90% within 7 busiiosu days. 
Performance Guarantee - This is a perfomy~ce metric. 

Measurement - % InsuUarion Completed Within 10 Business Days (2W W). 
Definition - K installations completed within 10 business days excluding custom~l caused misKS and CUnOmCl 

CdculaUon - Tool INplLNp ordm installed within 10 business days + topl INPLNP orders. 
Report StrSctwe - Reponed for ITCD and all CLECs. 
Report Frqnency - Monthly 
Benchmark -9Wo within 10 business days. 
Performance Guarantee - This is a pertomunce metric. 

Measurement - Pertent Missed Due Dam. 
Definition - Percent of INPRNP N. C. A, M orders w h m  iusulhtions are not completcd by the nepobted due 
date excluding customer caused misses. 
Calculation - (Count of INPRNP N. C. A, M orders with missed due dam excluding customer caused misses 
- total number of IXFYLNP N. C A M  orders ) *100. 
Report Structure - Reponed for ITCD and all CLECs. 

35. 

36. 

requclccd duc dater glum thau 10 business days. 

37. 

9 
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PERFORMANCE MEASURES AND NON-COMPLIANCE PROVISIONS 

va 
38. 

Ix 

3 9. 

40. 

41. 

Report Frquency -Monthly 
Benchmark - Parity with BellSouth rCQi1. 
Performance Guarantee -This is a performaace metric. 

911 

Measurement - Average Tie To Clur  Erron. 
Definition - The avenge rime i t  takes to clear an m o r  after it is tCCte ling the procetsing c 
database file. The clock will sm upon receipt of the cmr  file and end when the mor is comcted. 
Calculation - QDau and time mor detected - date and time mor cleared) + total number of mors. 
Report Structure - Reported for ITCD. all CLECs and BellSouth. 
Report Frquency - Monthly 
Benchmark - Parity with BellSouth r e d .  
Performance Guarantee -This is a perfomuncc mcaic. 

911 

COLLOCATION 

Measurement - % Missed Collocation Due Dates 
Dcflnition - The percent of BcllSouth caused missed due dates for Physical Collocation projects. The due dates 
missed measure is  determined by fmt counting both the n u m k  of commimnenn mirsed. and the numbcr of 
commitmenu made ( v u  FOCI) in the reporting period. For each report s m c m .  the resulting count of 
commitments missed is divided by the number of commitments made in the repotting period and expressed as a 
percentage. 
Calculation - fcounr of number of BellSouth caused missed due dates for physical collocation facilities + total 
number of physical collocation projects) 100 
Report Structure - Reported for ITCD and all CLECs. The results 
Cageleu Collocation. 

aggregated by Physical V i l ,  and 

Report Frquency - Monthly 
Benchmark - No less than 95% of commirmen~ must be met for Physic4 V i  and other alternative 
collocaaon offerings. 
Performance Guarantee - BellSouth h a l l  waive the engineering costs on all missed due dates 

Measurement - Avenge Days R&d m Complete Physical Collocation Facilities 
Dehition - The avenge dme it takes to complete physical collocation frcilitics. 
C8lculation - YDate collocation work completed - date ITCD fdes application authorizing collocrnon work) - toul number collocation projects scheduled during rhe rrporting P a d .  
Report Structure - R c p o ~ t d  for ITCD and all CLECs by active and non-active. The mulo are aggrrgaud by 
Physic& V i  and Cageless C o U o d o a  
Report Frqnency - Monthly 
Benchmrrk - Lcu thrn 120 days ( h a  th.0 90 days in Florida) 
Perfornunee Guarantee - Thic is a pcrformi~~cc mcaic. 

M- - K of requests processed within 30 business days 
Definition -'The percent of rrquero for collocation facilities pmccsrcd within 30 business days. The mpOW 
interval for u c h  request is Qcmnined by coinpuling rhe elapsed time from rhe BellSouth mcipt  of rhe request 
from ITCD. m the dme BellSouth remm rhc requested infomution m ITCD. 
Calculation - (count of number of regvero processed within 30 days + totd number of requests) 100 
Report Structure - Reported for ITCD and all CLECs. BellSouth's objective is 9096 Of req- mwed 
within 30 butmess days. The results are aggregated by Physicd, VimuL and Cageleu CollocatiOU 
Report Frquency - Monthly 
Benchmark- 90% of requests answered within 30 business days 
Performance Guarantee - BeilSouth shall waive the application fee on all mirrcd mpoms. 

in  
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PERFORMAYCE MEASURES AND NON-COMPLIANCE PROVISIONS 

XL COORDINATED CONVERSIONS 

42  Measurement - % Premature disconnects (Coordinated Cutovm) 
Definition - Percent of coordinated cutovers where BellSouth prematurely disconnects the customer prior to the 
scheduled convmioe 
Calculation - (Count of p m t u r e l y  disconnected c u s t o m  + tool coordinated conversion curtomm) I 0 0  
Report Structure - Reported by ITCD md all CLECs disaggregated by INPRNP, INPRNP with UNE loop. 
type of loop. UNE combination Cutover, LNP, loop with INPRNP. md INP to LNP conversion 
Repnrt Frequency - Monthly 
Benchmark - 2% or less premature disconnect mom thrn IO minutes before scheduled time 
Performance Guarantee - BellSouth SM waive the non-rccurrhg charges for all premature dixonnecS 
grcam k 10 minutes. 

43. Measurement - % BellSouth caused delayed Coordinated Cutovm 
Definition - Percent of BellSouth caused late coordinated cutovm in excess of 30 minutes. 1 hour, 2 hour or 
m m .  
Calculation - (Count of BeUSouth caused late coordinated cutovers in excess of 30 minutes. 1 hour. 2 hour or 
more - tool coordinated cutovm) 100 
Report Structure - Reported by CLEC and all CLECs disaggregated by INP/LNP. INPRNP with UNE loop, 
type of loop. UNE combination Cutover, LNP, loop with INPRNP, and INP (0 LNP convcrsioa. 'Ihe objective 
is to have 8% or less for starting coordinated conversions beyond 30 minuter of scheduled conversion h e .  md 
2?h or less for surting conversion beyond 1 hour from scheduled time. md 0.1% for surting conversion beyond 
2lmUl-s. 
Report Frequency - Monthly 
Benchmark - 8% or less for starting coordinated convmionr beyond 30 minutes of scheduled conversion tLne, 
and 2% or less for surting conversion beyond 1 hour 6om scheduled time, and 0.1% for sUrring conversion 
beyond 2 h o w .  
Performance Guarantee - BellSouth sbaU waive the oon-recurring charges for all conversions delayed more 
tban 1 hour. 

BONA FIDE REQUEST PROCESS (BrrrC) XU 

44. Mrasurement - % of requests processed within 45 business days 
Dellnition -The percent BFRs procnred within 45 business days of BFR request 
Calculation - (count of number of requests processed within 45 days + total n& of r q m U )  100 
Repnrt Structure - Reported for ITCD md all CLEO. 
Report Freqnency - Monthly 
Benchmark - 90% of rrrponwr m BFRs provided within 45 business days. 
Performaace Guarantee -This is a pnfommcc me&. 

M-t - Yo Quotes Provided for Authorized BFRs within 30 b u s h  days 
Deanltion - 'Tbc percent of mponxr with price quotes md provision@ data m ITCD Authorized BFRs 
proccued within 30 business days. 
Calculation - (count of number of Quotes Provided within 30 days + top1 numkr of Quotes) 100 
Report Structure - Reported for ITCD and rll CLECs. 
Report Frequency - Monthly 
Benchmark - 90% of Quotes provided within 30 business days. 
Perfornume Guarantee - Thir is a performance &e. 

45. 
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PERFORMANCE MEASURES AND NON-COMPLIANCE PROVrSIONS 

NOTES: 
1. MeammaaCi will be rcponcd on a Market Area Basis. 
2. Ma- for POTS resale will be broken down by business and residence. 
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Comparison of ITC’ 
1TC”DeltaCom Proposed 

Measure 
PREORDERING 

Avg Response Time for OsS 
Ire-Order Interfaces 

Measurement not specified. 

-~ 
ORDERING 

2. % Firm Order Confirmations 
(FOCs) received within “ X  hou 

3 ,  Percent Rejects 

4. Mechanized Provisioning 
Accuracy 

om propose Pel 
Comments on I 

- 
BellSouth Florida 
rmanceMc sur’ 
C”De1tnCom- 

Proposed Measure 

Specifies ED1 response interval; 
iowever ED1 has no pre-order 
xpability . Specifies benchmarks. 

Specifies benchmark. 

Not clear how this would be 
measured or how order change 

Lents to BST’s existing 
BST - Existing SQM 

Average OSS 
Response Interval - 
Preorder OSS 

OSS Interface 
Availabililty - Pre- - 
Order OSS: 

Firm Order 
Confirmation 
Timeliness 

Percent Rejected 
Service Requests 
Measurement, not 
specified. 
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ervice Quality Measures 
Comments on BST Existing 

SQM 

Similar measure to ITC prouosal 
BST offers additional performance 
results on legacy systems. 
Benchmark not required due to 
retail analog with RNS and with 
soon-to-be-developed ROS 
measurement. BST‘s measure is a 
regional measure, data is not 
ALEC specific. 
BST’s measure is a regional 
measure, data is not ALEC 
specific. 

~ 

Similar measure. Provides an 
average FOC and also provides 
percent FOCs with various time 
intervals (0-1 5 mins, 15-30 mins, 
etc.) Much more detail than ITC 
requests. BST is in process of 
developing benchmark. 
Similar measure. Offers 
additional product disaggregation. 
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1TC"DeltaCom Proposed 
Measure 

5 Order Process Percent Flow 
Through 
Measurement not specified. 

Comments on 1TC"DeltaCom 
Proposed Measure 

BST - Existing SQM 

would be attributed to BST or 
ITC. 

Percent Flow Through 
Service Requests 
Percent Flow-through 
Service Requests 
(Detail) 

Measurement not specified. 

Measurement not specified. 

PRO VISIONING 
6. Average Installation Interval 

Flow-through Error 
Analysis 
Reject Interval 

Specifies benchmarks. Order Completion 

Measurement not specified 
Cycle Time 

Interval 

Total Service Order 

7. Percent Installations Completed 
within "X" Business Days 

iervice Quality Measures 
Comments on BST Existing 

Order Completion 
Interval Distribution 

CLEC on LSR fallout for fatal 

to identify and reject LSR with 
error. 

Similar measure. Includes 
provisioning interval but excludes 
FOC interval. Uses retail analogs 
where appropriate. 
Similar measure. Includes FOC 
interval and provisioning interval. 
This measure is under 
development. Uses retail analogs 

I 
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BellSouth - Florida 
Comparison of 1TC"DeltaCom orooosed Performance Measurements to BST's existing Service Oualitv Measures 

1TC"DeltaCom Proposed 
Measure 

B Percent of BellSouth Caused 
Missed Due Dates 

9. Percent Trouble Reports within 
30 Days of Installation 

10. Percent BellSouth Missed Due 
Dates Due to Lack of Facilities 

1 1. Delay days for Missed Due 
Dates due to Lack of Facilities 

12. Delay days for Missed Due 
Dates. 

13. Percent BellSouth Caused 
Missed Due Dates greater than 30 
days. 

. .  
Comments on 1TC"DeltaCom 

Proposed Measure 

3ellSouth caused facility misses 
ire part of the total misses of 
neasurement 8 above. 
4nother way of measuring % 
BellSouth Caused Misses - 
neasure #8 above. Also a sub-set 
>f measure #12 below. 
Another way of measuring % 
BellSouth Caused Misses - 
measure # 8 above. 

A disaggregation of % BellSouth 
Caused Misses - measure #8 
above. 

I 

BST - Existing SQM 

Percent Missed 
Installation 
Appointments. 

% Provisioning 
Troubles within 30 
days of Service Order 
Activity 
Percent Missed 
Installation 
Appointments. 
Mean Held Order 
Interval & 
Distribution Intervals 

Mean Held Order 
Interval & 
Distribution Intervals 

Percent Missed 
Installation 
Appointments and 
Mean Held Order 
Interval & 

. 
Comments on BST Existing 

SQM 
Similar measure BST report 
shows total missed appointments 
and end-user caused misses 
Percent BellSouth caused missed 
due dates is difference between the 
two 
Similar measure. 

Similar measure. This measure 
includes all misses, including 

~ 

those due to facilities. 
Similar measure. Provides metric 
on all orders delayed past due date 
plus breakdown for facilities, 
equipment and other causes. 
Similar measure. Provides metric 
on all orders delayed past due date 
plus breakdown for facilities, 
equipment and other causes. 
Similar measure - when these 
reports are viewed together. These 
two reports show total % Missed 
Due Dates and the number of 
misses of 15 days or greater and 
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Comparison of 1TC"DeltaCom 
1TC"DeltaCom Proposed 

Measure 

Measurement not specified. 

Measurement not specified 

MAINTENANCE 
14 Trouble Report Rate 

15 Trouble Report Rate - UNEs 

16 Percent Missed Repair 
Commitments W s .  

BellSouth - Florida 
proposed Performance Measurements to BST's existin! 

BST - Existing SQM 

Distribution Intervals 
Average Jeopardy 
Notice Interval & 
Percentage of Orders 
Given Jeopardy 
Notices 
Average Completion 
Notice Interval 

Customer Trouble 
Report Rate 

Comments on 1TC"DeltaCom 
Proposed Measure 

Customer Trouble 
Report Rate 

Missed Repair 
Appointments 

17. Receiot to Clear Duration I Maintenance Average 
Duration 

iervice Quality Measures 
Comments on BST Existing 

SQM 
90 days or greater. 
Measures advance notice provided 
to CLECs when order is placed in 
jeopardy status 

Measures timeliness of completion 
notice. 

Similar measure Depicts 
individual trouble report rates for 
resale, retail, design, UNEs and 
interconnection &king. 
Similar measure. Depicts 
individual trouble report rates for 
resale, retail, design, UNEs and 
interconnection trunking. 
Similar measure. Depicts 
individual missed repair appts for 
resale, retail, design, UNEs and 
interconnection trunking. 
Similar measure. Depicts 
individual average durations for 
resale, retail, design, UNEs and 
interconnection trunking - 
dispatch and no dispatch. 
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Comparison of 1TC"DeltaCom 
1TC"DeltaCom Proposed 

BellSouth - Florida 
proposed Performance Measur 

Comments on 1TC"DeltaCom 
Measure 

18. Mean Time to Restore - 
J N E S  

19. Percent Out of Service less 
.han 24 hours 

20. Percent Out of Services less 
than 24 hours - UNEs 

2 1. Percent Repeat Reports 

Proposed Measure 
Specifies benchmark. 

Specifies benchmark. 

Measurement is within 10 calendai 
days. 

ients to BST's existing 
BST - Existing SQM 

Maintenance Average 
Duration 

Out of Service (00s) 
-r than 24 Hours 

Out of Service (00s) 
greater than 24 Hours 

Percent Repeat 
Troubles within 30 
Days. 

ervice Quality Measures 
Comments on BST Existing 

SQM 
Similar measure. Depicts 
individual average durations for 
resale, retail, design, UNEs and 
interconnection trunking - 
dispatch and no dispatch. 
Benchmark is being developed for 
UNE. 
Similar measure - although this is 
the inverse. Depicts individual 
values for resale, retail, design, 
UNEs and interconnection 
trunking - dispatch and no 
dispatch. 
Similar measure - although this is 
the inverse. Depicts individual 
values for resale, retail, design, 
U N E s  and interconnection 
trunking - dispatch and no 
dispatch. Benchmark is being 
developed for UNE. 
Similar measure. BST's measure 
is more stringent as it covers a 
longer period of time. Depicts 
individual values for resale, retail, 
design, U N E s  and interconnection 
trunking - dispatch and no 



BellSouth - Florida 

1TC"DeltaCom Proposed I Comments on ITC"De1taCom 

MtSC ADMtNtSTRA TI VE 
23, LCSC Average Speed of 
Answer. 
24. Percent Busy in the LCSC 

25. UNE Center Average Speed 
of Answer. 
26. Percent Busy in the UNE 
Center. 

Measure 

Z2 Percent Repeat Reports Measurement is within 10 calendar 
days. Specifies benchmark. 

Measures blocked calls in the 
LCSC. This measurement is 
somewhat duplicative, as there is a 
direct relationship between 
blocked calls and average speed of 
answer. Blocking of calls is a rare 
occurrence. 

Measures blocked calls in the 
UNE Center. This measurement is 
somewhat duplicative, as there is a 
direct relationship between 
blocked calls and average speed of 

. 
BST - Existing SQM 

Percent Repeat 
Troubles within 3 0  
Days. 

Speed of Answer in 
Ordering Center 
Measurement not 
specified. 

Speed of Answer in 
the Repair Center. 
Measurement not 
specified. 
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mice  Quality Measures 
Comments on BST Existing 

SQM 
lispatch. 
Similar measure. BST's measure 
s more stringent as it covers a 
onger period of time. Depicts 
ndividual values for resale, retail, 
iesign, UNEs and interconnection 
runking - dispatch and no 
iispatch. Benchmark is being 
ieveloped for UNE 

Similar measure 

Similar measure. 
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ITCADeltaCom Proposed Comments on 1TC"DeltaCom 
Measure Proposed Measure 

answer. 
Measurement not specified. 

Measurement not specified. 

BST - Existing SQM 

OSS Interface 
Availability - 
Maintenance and 
Repair. 
OSS Response 
Interval and Percent - 
Maintenance and 

INTERCONNECTION 
27 Percent Trunk Blockage 

Repair 

Trunk Group Service 

ervice Quality Measures 
Comments on BST Existing 

SQM 

28. Common Transport Trunk 
Blockage 

29. Percent Missed Due Dates 

30. Delay Days for Missed Due 
Dates. 

Similar measure. Depicts trunk 
blockage on outgoing trunks from 
BellSouth end ofices to ITC and 
blockage on Common Transport 
Trunk groups. 
Similar measure. Depicts trunk 
blockage on outgoing trunks from 
BellSouth end offices to ITC and 
blockage on Common Transport 
Trunk groups. 
Similar measure. BST report 
includes missed appointments on 
interconnection trunking. 
Similar measure. Provides metric 
on all orders delayed past due date 
plus breakdown for facilities, 

Report 

Trunk ciroup Service 
Report 

Percent Missed 
Installation 
Appointments 
Mean Held Order 
Interval & 
Distribution Intervals 
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1TC"DeltaCom Proposed 
Measure 

BellSouth - Florida 

Comments on 1TC"DeltaCom 
Proposed Measure 

33. YO Interconnection Trunks 
Repaired within 24 hours 

Measurement not specified. 

INP and LNP 
34. % Installation Completed 
within 3 Business Days (1-10 
lines) 

35. % Installation Completed 

I 
32. Average T ~ n k  Restoration 
Interval 

Another way of expressing the 
restoration interval of 
measurement #32 above. 

This is a product and time 
disaggregation of Average 
Installation Interval (measurement 
#6 above) and Percent Installation: 
Completed within " X  Business 
Days (meas #7) Specifies 
benchmark. 
This is a product and time 

ients to BST's existin) 
BST - Existing SQM 

?ercent Missed 
[nstallation 
4ppointments and 
Mean Held Order 
[nterval& 
Distribution Intervals 
Maintenance Average 
Duration 

Measurement not 
specified. 

hunk Group Service 
Detail. 

Order Completion 
Interval Distribution. 

Order Completion 

ervice Quality Measures 
Comments on BST Existing 

SQM 
Equipment and other causes 
Similar measure - when these 
reports are viewed together. These 
:wo reports show total YO Missed 
Due Dates and the number of 
nisses of I5 days or greater and 
30 days or greater 
Similar measure Depicts 
individual average durations for 
resale, retail, design, UNEs and 
interconnection trunking - 
dispatch and no dispatch 

Depicts all trunk groups with 
blockage above objective. 

Similar measure. LNP is being 
added to this measurement. 

Similar measure LNP is being 



Comparison of 1TC"Dell 
1TC"DeltaCom Proposed 

Measure 
within 7 Business Days (1 1-20 
lines) 

36. % Installation Completed 
within 10 business Days (20+ 
lines) 

37. Percent Missed Due Dates 

91 1 
Ti. Average time to clear errors 
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BellSouth - Florida 
:om proposed Performance Measur1 

Comments on 1TC"DeltaCom 
Proposed Measure 

disaggregation of Average 
Installation Interval (measurement 
#6  above) and Percent Installations 
Completed within "X' Business 
Days (meas #7) Specifies 
benchmark. 
This is a product and time 
disaggregation of Average 
Installation Interval (measurement 
#6 above) and Percent Installations 
Completed within " X  Business 
Days (meas #7) Specifies 
benchmark. 
This is a product disaggregation of 
Percent of BellSouth Caused 
Missed Due Dates, measurement 
#8. LNP due date misses may be 
due to the CLEC or to WAC.  

nents to BST's existin! 
BST - Existing SQM 

Interval Distribution. 

Order Completion 
Interval Distribution. 

Percent Missed 
Installation 
Appointments. 

E9 1 IlAccuracy 

Lervice Quality Measures 
Comments on BST Existing 

SQM 
added to this measurement. 

Similar measure. LNJ? is being 
added to this measurement. 

Similar measure. LNJ? is being 
added to this measurement. 

Similar measure in intent. 
Measures the percentage of total 
records initially processed without 
errors. 
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1TC"DeltaCom Proposed 
Measure 

Measurement not specified. 

BellSouth - Florida 

Comments on 1TC"DeltaCom 
Proposed Measure 

Measurement not specified. 

COLLOCA TION 
39. % Missed Collocation Dates 

40. Average Days Required to 
Complete Physical Collocation 
Facilities. 
41. % Requests Processed within 
30 days. 

COORDINATED 
CON VERSIONS 

42. YO Pre-mature disconnects 
I 

43. % BellSouth caused delayed 1 
Coordinated Cutovers 

Measurement not specified. 
BILLING 

nents to BST's existinl 
BST - Existing SQM 

E91 VTimeliness 

E91 1Mean Interval 

Collocatioflercent 01 
Due Dates Missed 
Collocatioflercent 01 
Due Dates Missed 

Collocation/ Average 
Response Time 

Measurement not 
specified. 
Measurement not 
specified. 

Invoice Accuracy 

iervice Quality Measures 
Comments on BST Existing 

SQM 
Measures the percentage of batch 
orders for E91 1 database updates 
(to CLEC resale and BST retail 
records) processed successhlly 
within a 24-hour period. 
Measures the mean interval 
processing of E91 1 batch orders 
(to update CLEC resale and BST 
retail records). 

Similar measure 

Similar measure. 

Similar measure. 

Premature disconnects would 
result in trouble reports. 



Comparison of ITC"Delt 
1TC"DeltaCom Proposed 

:om proposed Performance Measurements 
Comments on 1TC"DeltaCom 

Proposed Measure 

This is the measurement of a 
manual administrative process and 
is not indicative of network 
performance. 
This is the measurement of a 
manual administrative process and 
is not indicative of network 
performance 

Measure 
Measurement not specified. 

to BST's existing Service Quality Measures 
BST - Existing SQM 

Mean Time to Deliver 
Invoices 
Usage Data Delivery 
Accuracy 
Usage Data Delivery 
Completeness 
Usage Data Delivery 
Timeliness 
Mean Time to Deliver 
Usage 

Comments on BST Existing 
SQM 

Measurement not 
specified 

Measurement not 
specified 

Measurement not specified. 
~ 

Measurement not specified 

Measurement not specified 

Measurement not specified. 

BONA FIDE REQUEST 
PROCESS 

44. YO Requests within 45 
Business days 

45. % Quotes Provided for 
Authorized BFRs within 30 
Business Days 



BellSouth Telecommunications, Inc. 
FF'SC Docket No. 990750-TP 
Exlubit DAC-3 
Page 12 of 12 

BellSouth -Florida 
Comparison of 1TC"DeltaCom proposed Performance Measurements to BST's existing Service Quality Measures 

The intent of Service Quality Measurements is to allow the Commission to determine whether BellSouth is providing 

nondiscriminatory access. BellSouth believes this Commission can make that determination with the current BellSouth SQMs. 

BellSouth believes the goal of this Commission should be to endorse the performance measurements necessary to detect 

discrimination while minimizing the burden imposed on BellSouth. This is exactly what the FCC cited in its Notice of Proposed Rule 

Making (CC Docket 98-56) at Paragraphs 3 1 and 36. 


