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lear what value siate specific fif

‘unauthoriz

oragenis;,

Explanation= AT&T proposes the

telerparketing scriptsused by the applic "

burdensome 1o collect every telemarketing scriptin usé

~ E‘Flf:nzftﬁat were possible, the ferocity ofcompemcnreq

‘ber updating and improving the services it offers 10 its custa




options that don’t look entirely like trad

proposed the additional languagein this rule to 'reﬂ?fedtfihat}¢;sdiﬁéz» Ic

options may appear untraditional.




| Forexampie AT&T offersits customecs "’
L ~agross U 8 WEST s 'region. ADL prm_:idés;fcgm;tb@er's~;th_
T long distance nietwork with a cost effec tiv,ef‘m:i:ans' to-us
“thieir local calling needs as well. C.ustcxners:hzwe;bggn»choosfing;'ﬁD’ ‘

veasons., niot the least of which is the money they save. While A

facilities. In.orderto have the-capability’t ‘muike E

maintaif & limited amount-of facilities-withitheir previous loc
miake E911 calls,
Technically, therefore, AT&T doesnot provide its: ADL. customers

ability to-make E911 calls. However, the cusiomer is aware of that lim

wmake E911 cails. Under the mie asmoposed;AfIf&%? would,

service to large customers in South Dakots. AT&T proposed the addit

effective services that may not look exaetly like traditional local ex< iang

Kt ek

20:10:32 Local Exchunge Service Competition




emzx‘ety

20:10:32:13. Annual:reportin
company has received a certificate-ofauth
Jrom the commission, the; compan shal.l sulz
the jollowzfvg nrfformatzon o .

(3) The number of access: Imes bez :7’

wﬂdamia.’-.laa

Explanation — Please see discussion regarding Rule 20102404 ~




Additionally, AT&T does not curreantly report its number of aﬁcéess lmes,
sepepated by business and residence. This rule, as proposed, would cause»—ad';j :
‘Emﬁgense that would be bome by the consumers of South Dakota. - AT&T suggests
fig'zi_me,, if any, to be gained is not sufficient cgough to’g»ﬁ'set:the go'sts’ﬂﬁéf '
Warden would cause, Therefore, AT&T rc«*ommendstheComxms
disaggregation of reporting below the numnber of access lines.

ek ki
20:10:32 Local Exchenge Sewice.(l’bmp'fztiiian :

rcquﬁmments Pumuam ¥
a&hgatmns of ar: ;mumbent laca '

4:«* L’..S.C. § 351@)(11) agepfembar (
bana fide request for such '
borw! ﬁde request siml[ be i




because they go far *b&zyond»—'thefBo:na;{ﬁdq

751 of the Fedéral Act, Furthermors, A

BFR process with extremely limited-information eg

of the rural carrier. It is extremely premature at the start of th







© 20:10:32 Local ‘Exchange Service Competition

have fewer than 2 percent of the nation’ fsl _4,‘§scﬁbérflliﬁcs installedin‘the aggregate *-

natiomwide. Therefore, AT&T recommends the above changes to-clarify that xtt‘
corapanies that may-petition the Commission.

* ?lr.i‘:ﬁ:*
28:30:32 Locai Exchange Servi«:*e:Compeﬁiibn

Zi? M:ﬂ :43 Dessgma!mn of e




oposed, it appears that

‘ fv-fi;stﬁﬂing.of»com,pea;itiqn:sb;yv.,e:f‘fecﬁfyezi

20:10:33 Service Standards for
Overall Objection - AT&T sugges
apply service standards to compéti,tiveilé :
dpp’li’aatiuh of'the proposed; rule:s-tb incmixﬁé "'tc;l,ocaig‘fcx,év)
have merit, without wholesale (cazrier—t&@’:_ﬁet};sé‘rﬁh ;

themselves are not guaranteed any level of servic

10







‘competitive service choices-available

uriclear how limiting the comipetitive ser

© 15 going to benefit customers in South T

service they receive from a competitive ca

change 1o a different provider.




long distance market, there is o reason to place unnecessary regulatory requis
competitive providers. AT&T urges the Commission.to resist the temptati
the service quality of competitive providers and instead‘iet the.com

“the quality that competitive providers need t6 provide. .

C.  TheseRules Should Bs Applied ToILECs

While AT&T urges the Com_rni's_si'cm'f};ézex;:lude‘ ~competit'ive*p‘r6vid§:
application of these rules, AT&T:recommejds;ihat therulebeclp
for the foresecable future. South Dakota is still not a1:c0mpétifiyé
~far-from it, in fact. While a number of companies‘}haVe:’x-ggj’s;;{e;rgéiag; com pe
providers, U'S WEST stll has a disproportionate amount of market pover. Ttis
premature to expect, therefore, that the market will take care of service ;quaﬁf)
on the-part of ILECs, especially for the basic exchange servicef;zxddr‘éésed.':i'mt}fiis;i :
nilemaking. Once vigorous facilities-based competition develops,vthati‘\\il‘l be:the time
reassess whether servige quality standards are necessary. As we make the transiﬁ

a monopoly environment to a multi-provider environment, it is still vthefclomxiiissj

role 1o ensure that those custoraers without a choice of providers have high quality

service.

In addition, these rules are necessary to ensure that ILECs are ,p‘rovidi’,ﬁ,"’g
with adequate service that is nondiscriminatory and at least equal in qmlﬂity'-‘:.t,q{th
the ILECs provide to themselves, their affiliates, their customers Vor;:q,iyfbthéry
These rules should aid in establishing measures that can help to objecﬁvely-déi

the ILECs are meeting their state and federal “equal in quality” obligations.




| services,

' Explanation - AT&T submits that nonipays

be grounds for possible te‘nrninatiion-oﬁ.lbé@l_'éx’c‘ﬁang ser

wounld provide incentive for custoimers:t




Explanation - As aninitial matte

commitfed to-a zero tolerance policy again

~ voluntarily implemented new anti-slammi

E3

: ¢ the Public Utilities Commitsion:
* Interconnection Conitract Negotiations betwet




nt FOC rale reg :

; rgddmomn},mgpmpmed o

+ compared to federal law and industry p

sme requirements that ar

- result, the inconsistencies will likely lead'to'leg:

increased costs throughout the industry,

“incremental benefits that are-not-clear.

WEST Communications, Tnc., Pursuant 6 47




* have to mail in a signed request/formi.”

analogy illustrates a second point: ifiitis

they will not try. Consumers and comy

rules'should apply to-inbound calls. Al )

impose verification rules on inbound-calls; Until t

247 CF.R. § 64.1100,




verifying a:customer’s change in fon

‘telesazrketing” These methodsare: -

signed letter of uthonzamm

3. electmmc anthom_non and
4. welcome:package.

carrier would be in violation of proposed rule 24:10:34:06, The came

$47.C.F.R. §64.1100,




simultaneously be in compliance with federat law and in violation of SouthDakma nil

-+ while performing the exact same action.

verification. Should a dispute arise, the:generally unknown pefsc

as the record of the oral confirmation.

greatly from current industry and AT&T practices. Rule 24103402
that an audio recording of the conversation between the customer andthethn'
verification company be made, AT&T objects to the requirement ofiaudiaife‘;:(j' {
of the third party verification transacticns for several reasons.

The first veason is that it puts AT&T and the customer in the::Uncomf‘éfmb;lg,‘, ‘ |

position of having to make an audio recording of their conversation. Customers are. -

19




:h&t:ﬁﬁming;iineir;easiug]y.proter:'t’i}wescyf{théu )

15-or become uricomfortab

The second reason is thiat fvadds 2

process, C Customers in-South Dak

" Lff{hﬁﬂ&ﬁfm’iii-C}ﬁﬁmﬁsngryear, Th

paying for the increased costs of recording customers’ conversati
how the loss of a customer’s privacy and the gdditional costs are ffse

benefit,




| tustomer’s entire-conversation, th

different. 1 ffﬂle"?legiSKam:ef ,inténd’éd th

calse (sound, visual images) to be transfe

' “Webster's Third New: International Dictionary, Unabridged.©
Aid, o




ce-of “reeord” as-the noun-inithe laster s

The existing industry pra

Explanation — Requiring the independeént third party verifi

~-and toll free telephone number of the ne\wfiy‘-réqueStgd telecommun

~during the change verification procedure would be a requireme




- somie other scrap that will be prom

- more effective _m'eax_is,::oi?provi_ding}tj‘nijs :

South Dakota receive adegnate protection fr

_verification data unique to the subscriber. Addi‘t:i’()nglli’

Commission requirement to record a customer’s conversatio




subscriber's:i
eh Jrges o 1’




However, AT&T suggests that'the letter Qof;agénéy i

the toll free number. AT&T provides its customers with a't
liS!?,d to venfy thata 'Garfi er Cha.nge—hasibg:e'xj: made, i
the-customer. AT&T suggests to the Commission that the ful

methiod of providing the informationito the consumer in‘a conve







- umauthorized change.®

‘against-exoxbitant Ch?;f‘-lglés'éby;:fano

Absolving such custom'e:rvs: of all charge




right of action based on collected revenues rather thdn lost profits; as;'gn’aer.'ﬁédiﬁg' k

measures of damages, creates a powerful-incentive for private enforcement by carri

injured by unawthorized changes of ﬂle_fir subSCrLbers

Absolving "slarnmed" customers. of al] liability for chargés from the unauth
‘cagrier s utterly contrary to-the objective ot Cangresa to create a methcd for'prop :
athorized carriers to recover their Jost revenue. As the FCC coue‘ctly—;states;,.«; |

"Under Section 258(b), theliability between properly authonzerd
and unauthorized carriers-exists only to the'exiént'that thc B
unauthorized carrier actually collects charges froma slammed .
subscriber . . . We recognize that if subscribers are: absolved ofall
liability for charges assessed afterbeing slammed . . . the fopet
authorized carrier would be-deprived of foregone: revenue"
(emphasis in original)(footnote omitted).”

carrier's tanft ThlS reqmremt'nt fumher protects "slammed" customers from mcumm unwame
atesult of an unauthorized change.

i Franks v, U3, Telephone, Inc., File No. E-86-11, Mimeo 4620, released May 7, 1986 (T 12).
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Service Quality Measurements
Background

Background:

O *\ugust 8, 1996, the Federal Communications Commission released its First
Order) in CC Docket No. 96-98- (Implementdtion’ of the Local
"!ecnmmumcanens At of 1996\ The Order establishes regu)auon o

S&rvm: delwerv pmblems exist régard
interconnestion are urilized: Finat solutions fc
¢lusive becguse of the-complexity, the divers
ineonsistentuse of industry guidelines.

. Februagy 12, 1997, the Local Competition: Users Group (LCUG) lSaued 1 '
("mnpcnmn i)peranom, Suppcm .aystems mequlrements For Nem '

!0 emmrr CL?:,F Fustomers can receiveat least cqual lCV(..l.s of sefvice: compared;
{0 i own Customers,

The LCUG group indicated in its Foundation: dqwmem ﬂhat s was. essennal that a pla
rncasure the iLECs perioxmanw for aJl the GSS ¢ : rdéring -

assxstmgcc“ system pcrfmma:m,e serwce ceriter a.x-axl:abmy ond bxlhno) Te 1h
committee wag formed with a charter to addres :
devalap@d a comprehensive list of potential mt.asur:mems whnch wm;- ;

revmw E@ch comm’nefe' member ('e,starche;d an asswncd measmemem

txastzmn mguiatory regiirements (mmunum service smndards) as w~H as-good’busi
u( the recnmmended measurem em and cxtem of dewul to be reponed Semce Qu

w‘ cﬁxxec'zly compa:mve !LE,(‘ results Estabhshmo precise benchmark Jevels
have been reluctant 1o share actuzl performance results. The benchmarks, therefore, were
of class performance and an assessment of the nécessary performance 1o support a meaningful o

for CLEDs to compete. SQM benchmarks may change if the ILECs share historical an for el :
currant results, ‘

Measurement Plans:

A measurement plan, 1.apable of monitaring for discriminatory behavior, must mcorporax
following characteristics: 1) it permits direct comparisons of the CLEC and CLEC indk

that of the ILEC through recognized statistical procedures; 2} it accounts for potenti

variations due to differences in service and activity mxx, 3) it measurés not orily retailuse
experiences with UNEs and OSS interfaces; and 4) it produces results which demonst .
nondiscriminatory access to OSS functionality is being delivered across all interfaces. and abroad ra.ng'e

Background
LCUG"s Service Quality Measurements v7.0







- Business Rules

Delivery of Reports and Data: v -
Reports should: be ‘made. available: to.CLECs préferably by the 5™:
calendar report month or on.an altelfﬁativeivfschcdule;, which: rﬂ_ay,

I‘ifquuremems for 271 comphanre are tcnm in
and Compliance Enforcement v1.0” white paper

Business Rules
LCUG’s Service Quality Measurements v7.0¢
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Service Quality Measurements
Executive Overview

Ordering and Provisioning (OP)

Ttw “order “ixccm;vj?‘ measureTent moniton; the accuracy of the:
ILEC in response 1o CLEC orders.
Mcasurma the pmcmt of mechamxzed arder-flow throu

% Mechanmd Ordér Elow Through ,
%-Qrder Rejections e Service Type
- Average Submissions Per Order Order Activity Type
Volume Category

Crdering and Provisioning (OP)
LCUG"s Service Quality Measurements v7.0







Jcopardy lnterval
Completlon Ncnr:e lnterva]

'th Noncc Less Than 24 Houm
Y%o.Jeopardies

%Senmme Lms ﬁ'om Baﬂy Cuts
%4 Service Loss from Late Cuts

Geowraphxc Scope:
VOlume (?gtez '

% O!dcrs Held 2 90 Days Servx‘.e Type

% Crders Held 2 15 Days Reason for Hold (no-facilities, no: equxpmt-n
workload, other) :
Ggographic Scope

Ordering and Provisioning (OP)
LCUGs Service Quality Measurements v7.0




Maintenance and Repair (MR)
LCUG™s Service Quality Measurements 7.0




aintenance and Repair (MR)
s'Service Quality Measurements v7.0




Service Quality Measurer
Executive Overview

General (GE)

i

mfnmanon while the wstomer {or porerit

‘@ Ivis critical thatthe CLEC employees be percév as equally competent; kn

JLEC cusiomer service agents.

‘s This measure is-designed to monitor the time required for CLECsto ¢

information necessary to establish and modify service.and maintenance
handle trouble resolution activities.

e Comparison to the ILEC results allow conclusions regarding: whether* ‘

- epportnityto deliver a comparable customer service experience'wh
Information

General (GE)
LCUG’s Service Quaiity Measurements v7.0




Network Performance (NP)
- LCUG’s Service Quality Measuremi
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;Iﬂi@ﬁ@ﬂﬂﬂcﬁonfunbundlfe{l"Eiemejmg and Combos (IE)
LEVG"s Service Quality Measurements v7.0




LA T
“Diestanation:

“Jeopardy Intervai

Completion Notice Interval

- Formula Quick Reference
LCUG s Service Quality Measurements V1.0




Cuts.

Ve Service Lisss Trom Late
-Cats

“Field Order intorval

"% Ordiers Hield 290 Days

| % Ordees Held 215 Days

“Mean Jeopardy Interval for
Msiatenanee and Tmabk
Handling

| RepestTroubl: Rate "

Trouble Rate

Formula Quick Reference
LCUG’s Service Quality Measurements v7.0




| Mean Time to-Ans

Call Abandmmuﬁt;}lst%

| Average Response Interval

Meau-Time to Deliver.
" invoices

% Invoice Acouracy

% Usage Accuracy

Fernula Quick Reference
LCUG's Service Quality Measurements v7.0




Formula Quick Reference
LCUK"s Service Quality Meastrements v7.0
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Service Quality Measurements
Measurement Detail

Pro-Ordering (PO)

The votitent of this section lias been moved to the “General” section.

lering and Provisioning (OP)

DS ! tmnks (whxch must be in place: bcfore local tandem trunks:ay
placed,

verage Completion Interval = ¥ | (Completion Date Z Tim e) - (O1
ubmission Date & Time) )/{Connt of Orders: Cnmpleted in-Report

o Orders Completedion Time = (Count of Orders Cumpleﬁed withiu ILEC
ommiited Due Date) / (Count of Orders Completed:in Reporting’ cariod)

Ordering and Provisioning (OP)
LCUG"s Service Quality Measurements v7.0




Service Quality M
M[eas ure;ment Detall

nﬁge-ﬂiffei*ed“lmerva! {(Date &T;me ue Date) (Date &'

C provides the CLEC on
: nﬁmuamm (u,n tbxe earhest date on. whxch e CLEC’s customer-can:

Resu‘rs for the CLECs are capmred and retmhcd atithe order l@vel (c s
unique PON).

®  The Completion Date and Time is the date upon which the |
Order Completion Notice to the.-CLEC. e
If’ the CLEC initiates a supplemem 10 the. c;riVinaHy subm’ine o‘rd an

respcndmc to ILEC mmated changes), then the order submlss; ‘da
time will be: thie date and time of the ILEC receipt of a syntactically:
order supplement.
e No other supplemental order-activities will result i an update to the. order

submission date and time used for the purposes ofcomputing the.order: -
completion intzrval.

Ordering and Provisioning (OP)
LEUG s Service Quality Measurerments v7.0



xder Submission Time
Qrder Completion Digte
Order Completion Time
Service Type

Activity Type
Gengraphic Scope

EEEERE RS

Average Offéred Tiit
Service Type:
Acnvnv Type.

noty equxre _a prculxse v1sxt and: do nqt reqmre an).t_h'm :

151 business day.

Unless otherwise noted,:the ordar completion intervals for: installati
~ invelve a premise visit or physiéal workis threes busmess days.

Instaliation Interval Exceptions:

UNE Platform (at Jeast DS0 loop+ local'switching +commio
elements) installation:interval is 1 business.day whethe or
work.is reguired:

The installation interval for unbundied loopsiis-always. I'busine
UNE Channelized DS1 (DS1 unbundiedloop+ mulnplcx ng)
installation interval is within 2 business'days. -

Unbundled Switching Element-installation-interval'is withi

days’

DS0/DS1 Dedicated Transport installation: interval is-wil

days (See Network Performance measurement de )

standards on interconnect trunks-and-augment inbound" trunk
provisioning threskiolds)

The installation interval for All Other Dedicated Transport is within
business days. e
Access DS3s used for local interconnects within 10 da}g,

Ordering and Provisioning (OP)

LCUG"s Service Quality Measurements v7.0




Service Quality Measurements
Measurement Detail

The mmllatwn interval for all orders involving orily feature modxf catio
hours,
Order completion interval for all disconnection-orders is | business-day:

ne submxssxon. These rzjections and resubmlssmns not only arcburdensc‘me
“CLECs bur ddelay service delivery to the customer.

Ordering and Provisioning (OP)
LCUG"s Service Quality Measurements v7.0




Service Quality Measurements
] Measurement Detail _
der Ackuracy ={2 Orders C ompleteu w/o Error) / (ZOr

Flow. Threugh = [(Totak Number

1y bar of r»ejeus issued to the LLEC dunng the- reportmo peno '
ivided by the number of Firm Order Coufirmations to-determine thi averaa. 3
f subrhissions per order for the CLEC.

“or ILEC Results: Same computation as for the CLEC with the clarifications tiof
elow. 5

({)t ier Clarifications and Qualification:
g (OP)







Service Quality Measurements
Measurement Detail
‘f‘!’ ’ecpaldla°s remmed” measure fo the CLEC when' eporte:

| n of anotice of a syntax rcj
surement starts when the ILEC recelves the orderv

ct Interval (legacy systein) is-the elapsed time b‘et'weeu the {LEC's:
'Iedgc‘-mant /ac‘ceptdnce of an order from: the CLEC to th E 5 returni

Interval for Re 1rn of a Firm Order Conﬁrmanon QFOC Inte al) s

#t0ps wher: the TLEC revarns a a valid ﬁrm order conﬁrmanon to the CLE e -7
elapsed time is accumaulated by order type with the resulting aceurnulated virme then
divided by the count of orders associated with the particular ordeér type.

Qrdering and Provisioning (OP)
LCUGs Service Quality Measurements v7.0




Servme Qual”‘ Measurements

rders Confirnved-in Re;witing.Periéd)

{ % Jeopardies is the percentage of total orders processed for which the ILEC rotifiss.




Geographic Scope

Ordering and Provisioning (OP)
LEUG's Service Guality Measurements v7.0
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Service Quality Measurements
Measurement Detail
Average Coordinated Conversion Interval= Z{(Date & Tim
pleted by ILEC) - Date & Time of Initial Servige luterruptiv

or-Customer Transferring Service)]/(Count of Completéd Caord
nversions in Reporting Period)

ceps their own phrmc number Althou,h an mn.s:de imov
existing loop from an: operating port and reconnectin

- Lompany '

§-« - Type of Loop or UNE Combination Cutover
and Type: of NP involved (i.e. ILNP, PNP-or
ILWP-10-PNP conversion). See also Service
Type (Appendix A)

Order Activity

Geography

Volome Category

Crdermg and Provisioning (OP)
1.CUG"s Service Quality Measurements v7.0




Ordering and Provisioning (OP)
LLUGs Service Quality Measurements v7.0-




Service Quality Measurements
Measurement Detail

¢ total namber of pending and pastdue orders. for tie sam '
as 'was. done for the held order interval) and divided into the coun
¢-(or 15) days.

et Clarifications and Qualification:
The “held order” measure established by some state-comm
minimum service standards is-analogous to this pro
is typically limited to monitoring omly those:of
shortages; needs:to be expande,d 1o include alf
~and past due.

iements - lf the CLEC‘ mmates a sﬂpplement '
:cha

‘¢ CLECOrder Mumber

e Committed Due Date

e Report Period Close
s 3ervice Type o Number of Orders: Rc}ecu:d
@« Hold Reason o Service Type

o Gengraphic Scope + Hold'Reason:

' ‘ »  Geographic Scope

Tfthe TLEC does not déliver direct comparative results-o
benchmark Ievels based upon asveriﬁzible:smdy "of 'iL’f.to

to: the followmg levels of pe_rfom:ance in ordt.r.to pmvlde the
meaningful opportunity t compete:

®  Less than 0.1% of orders’held for more than 15 calendar days.
¢ Mo orders held for more than 90 calendar days,

Ordering and Provisioning (OP)
1.CUG's Service Quality Measurements v7.0



Service Quality

Measurements
Measurement Detail

T TLEC Resnlts: Same-computatior: as for the CLEC.

tiier-Clarifications and Qualification:

[Elapsed time is measured.on 2 Z4-hour-s-day, seven-days-a-week basis. Th
time is measured in hours-and:huridredths of hours rounded to the nearest
Iundredih hour.

Multiple teports for the:same customerservice are treated asithesare
fincident anly when a subsequentseport is received for-a cistomerservice
arrangemmeat that-zready: has an open ticket.

“Restore” means 1o returm to the: 2

the service regardiess.of whether or notihe servi

ficket creation, was Operating in a degraded mod

mnusable.

A tmuble m.kct ot troublc rcport is anty reco"d (w

nsed by the ILEC ifor the-purpose of uonitoring action and:d

service repair or maintenance situation.

ILEC acceptance of a trouble by the call receipt agentis considéred
mquivalent to:the CLEC logging or submitting a rrouble:to the ILEC,

The ILEC closure of a trouble ticket (whether automatic or maniualyis. .
ronsidered equivalent to returning 2 trouble reschition notice:to-the CLEC

iean Jeopardy Interval = T [(Date and Time of Commiited Due Date for ‘the

Muintenance and Repair (MR)
LEYG s Service Quality Measarements v7.0




Maintenance.-
LCues Se

and Repair (MR)
rvice‘Qua]ity Measurements v7%0




Maintenance and Repair (MR)
LCU'& 's: Service Quality Measurements v7.0







Service Quality Measurements
Measurement Detail

ju ehcy of '%froublés

counned s s::'vxce cce‘ss bne » K
A trouble is “resplyved” wher the JLEC 1 issues nom:e zo thc CLEC thiad
custorner’s service isirestored to.nonmial aper

i
Sew the *Time to-Restore™ measurement: for a dmcussxon of xbe EC
equivalent.of ‘“xruubi ickets™ and “trouble:logging™.

( ctmty Ty require. (ﬁmha:r rcpomng. 1 drtcrmme roct caus: 1ssu,
,.ports on wh elher faulmes pm\nded onnew mstalla.mns test

transmission quality ef ILEC loops versus CL}';C unbundlcd lobps_obumcd (<]

Maintenance and Repair (MR)
LOUG’s Service Quality Measurements v7.0




rouble-Resoh

Service Type

/TN or:CKTID' (a unigue identifier for ‘
sined ina'service configuration)” |

Mainienance and Repair (MR)
LCUG"s Service Quality Measurerrnts ¥7.0




Service Quality Measure fents
Measurem‘mnt Detail

EC Results: ‘Same.calculation as for CLEC,

ythér Clarifications and Qualification:

rainienance: actmnes (e 4 troubﬁe rcsalunor)
The “quoted” or “estiiated” time to restore is the:actual
projectionsreturned by the TLEC worl management system o
reepax; interval that the ILEC uszs for its own operations whet .eq v
service Arrangenients: are involved.

A touble-is “résolved” when the 1LX
castomer's service i Wc\red

Scmce Type (See Appendix 4)
Trouble Type pOrtsass
Geiographbic Scope administrative semce b

Instances wh

CUSTOMET requests a- m.ket be “he
rnomtc.rmg,

T‘roubie tickets creamd fq’r-" '

(eg., conﬁrmanm c»f cistomer o’wmrship fror
CLEC support centersy.

Tickets used to track refervaly of tnisd

calls.

Maintenance and Repair (MR)
LCUG"s Service Quality Measurements v7.0







Service Quality Measurements
Measurernent Detail

General (GE)

stiuﬁs 'A"w'iifi'" biii'ty

pl 'ed by wﬂm produce me Ya: s\rsmm dﬂﬂﬁbﬁ
ity” measure is.required for each unigue interface; tvpe

ther Clarifications-and: Qualification:

The ILEC analogs forthis performance measire are:the

system downtime (or uptifae) typically establishe

Managemept Organization and the client org: . :
088 scheduled and available time may be-utilizad v the computation’ esf more
than one functional area. )
Parity exists if the CLEC “% system availability™ > ILEC ;ﬁmcﬁmxam]’ bil
for the functionality accessed by the: CLEC.

“Capable of accepting” must have a meaning consisient with:the ILEC de
down time, whether planned or unplanned, for internab ILEC systemis ha
comparable potental for customer impact.

Time is measured in bours and tenths.of hours rounded tothe nearest tenth:of
hour,

General (GE))
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“answe '(mean tune to-answer. calis) and
t lred;‘thxo ]

‘ tenance-and
cach function supported should be: sepamtel) reported.

Speed.of Answer is determined by measuring and accumu e-ela
eentry of a CLEC cadl into:the TLEC call management system untif thie

Cieneral. (GE)‘;
LCUG’s Service Quality Measurements v7.0)




SCIWICG Qlu ‘] ‘ty M’asun,ments

, nltemate methodology )
based upon the average nme for componcm parrs fith

]l '
" CLEC mamtenance Center suppmuna (,LFC
provisioning, ILEC Center supponting retail
customer maintenance calls, ILEC Cente
supporting business office inquiries)

Goueral (GE))
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(‘em\‘r Identifier

Center Type

Mean Speed of Answer

Standard Error for Mean Speed of Answer
Count of Calls Answered

Sc:rvwe Qua‘

ity Measurements

Cenier 1dentifier
Center Type
Mean -Sps

etation should b pf

rdmg 1o the followm levels of perfcm;ance m-order:

Greater than 95% of calls, bv center, are answered within 20 scconds
Al galls: are answvred Within 30, <ecom{s

ompunng tIhe eiapsed time from the ILEC recexpt of a querv fmm the.C
hether or not syntactically correct, to the time the ILEC re ums'the req '
or:reject notification) to the CLEC. Elapsed time is accumul:

uery or transaction type, consistent with the specnﬁeo Teporting

ivided by the associated rotal number of queries received by the ILEC dunn;j, th
porting period.

for JLEC Results: The ILEC computation is identical to that for the CLEC wnh the:

larifications noted below.

General (GE))
LOUG’s Service Quality Measurements v7.0



Service Quality Measurements.
Measurement Detail

mfomlatmn into. the [LE OSS untif the time when the_I
the requésted i'nform ation to the ILEC customer se_r'v‘

Elapsed mne is mea'aured in seconds and tenthis of secondsrounded to:
nearest:terith of a second,

Elagsed time is.to. be measured through automated rather than manual

nt entry of 4 requiest for pre-ordering-or repair < -
O8S) isfconsid‘eredgw'-bcrthefequit;iélarjt‘oﬁthér“

e ¥ Tdentitier Q@ g,, nmquc wacking mumber) Méan TESPONSE mterval

nery Receipt Date by TLEC
Gsﬂy Recelpr"ﬁmc by ILEC
pll B fperrcpomng dimension)

Query (,nunt

" pcrfonna.nue N L
Other than a query requesnmg 30-or mo

received by the TLEC during the reporting peri and no. quz

lomger than 5 seconds. '
For queries requestinig 30 or more-telephone numbers; the résponise mte
is neverto-excead two hours.

Cignveral (GE)
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Service Quality Measurements
Measurement Petail

Billing (B

format a;ppropnate for dehverv 10 retail cusatomcrs segardiess i\hether such
distribution occurs immecdiiately.

Billing (BD
LCUG"s Service Quality Measurements v7.0
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£poit:-Month
Record Type or Invoice Type
» Number of Records With-Errors
I+ Number of Records Delivered

"benchmark lew.!s xbm‘ed upon-a\ mﬁable study of its: own pera ,
the CLEC, then resuli(s) related 1o the CLEC operation sho
to the following levels of performance in order toprovidethe
eaningful opportunity 1o-compete: o
Greater than 98% of usage records transmitted, by usagetype, reﬂlect the azree‘
upon format and contain complete information.
»  Greater than 98%of wholesale bills, by invoice type, are accurate.

ﬂll&ing {Biy
LIS s Service Quality Measurements v7.0




Service Quality Measurements
Measurement Detail

o IEC Results: Identical to-process described forthc CLEC with the:
arification provided below.

A ber Clarifications and Quulifications:

The “speed to answer”™ measure is directly analogous to speed of answer -
‘minimum service standards established within many states.

Resuits must be reported separately for CLECs that use facilities<based-
interconnection, as customey calls to OS and DA will arrive at the operator center :
on unique famlmes- For CLECs that use common facilities to deliver customer:
calls to the oparator center, results may be reported forthe CLEC industry in-
aggregate until the capability 1o measure specific CLEC results exists.

Cerator Services/Diroctory Assistance & Listings (OS/DA & DL)
LGUG s Service Quality Measurements v7.0



“Operator Services/Directory Assistance & Listings (OS/DA. & DL)
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Service Quality Measurements
Measurement Detail

;fﬁf-wark Performance (NP)

nttrronuect Traﬂﬁc Engmeenng/T runking Capacnt},

Hen-customers place calls. they expect thattheir calls will a0 througlb kae ise
ustomers also expect that other callers will be able to reach them withiout having
eir calls blocked. In order to ensure thar CLEC customers:do not-experience’ great
ngto and from their lines-than ILEC customets do, it isnecessary to measiz
and:compare blocking rates for ILEC and CLEC trunk usage.

ralltrunk blocking experienced by ILEC and CLEC customers must be
lockaae on commoti u-unl..s afferts a greater percentaae of CLE

o XLEC Resuits: The spproach is identical to-that describedfor the CLE %"_.except
a1 the-network performance is measured only for representative ILEC service:

Werwork Performanece {NP)
LOYGs Service Quality Measurements v7.0




mmbn Tnmk Groups where CLE(, wraffic
v sa sepame common network from

;xCammon Trunk: Croups

(1) Where ‘CLEC/LD traffic hare common'»lLECf”' r
-end:offices may have: :
BOlscale. ‘

'(2) Where: CLEC iraiffic travmes a scpamz £Ommon rietw ork fmm
No'more than 2% of-end ‘offices: may have wiore

Sy

Network Performance (NP)
Leug? 5 Service Quality Measurements v7.0




Service Quality Measurements
Measurement Detail

orting Network Gatages

:CLECs and I[LLECs must be made aware of major network eventsin-order
fy customers and regulatory agencies (e.g. E-911 agencies, FAA, and-other
custorner accounts). -

'be,comes aware of Lhe network mcment, tblcv st tkmmcall\' '
both the ILEC andthe CLEC,

ﬁe follawmg, levcls 01 pcrfcmzamcc in order to provide-the €
‘megningfol opportunity to comipete:
Electronic Matification Procedires are required for real-time network incident
reporting from ILEC to CLEC.

Manual reporting processes may be required untit OSS Interfaces become

Werweork Performance (NP)
LCUG s Sesvice Quuakity Measurements v7.0




Network Performarice (NP)
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Service Quality Measurements
Measurement Detail

Collocation P-rovisioming (CP)

ubmnﬂuﬁ}i}fﬁumber of ollocatwu Arrangemz-nts Coin ploted

‘Dee Thates Missed = (Number of Orders Not Completed By ILEC Committed
2 Date)Total Number of Qurders Conipleted Duriug the Reparting Period:

esr CLEC Resulis:

Mean Time to Respond to Collgcation Request: The response interval for each space

estis:determined by computing the elapsed time:fromthe ILEC receiptofa '
llocation request (or inguiry) fivmithe CLEC, 10:the timethe ILEC resums the:
equested information o commitmentto-the CLEC. Elapsed timg is accumulated fo
b type-of collocation: space request, and then divided by-the-associated total
mumiberof collocation regquestsreceived byl ILEC duringafie report period.

ean Time To Provide Cotlocation Arrarigements: -interval is the clapsec
: JEC's receipt of an order for collocation (fronythe: v
of a valid compledon notification to the CLEC. Elapsé:
hen divided by the associzuted total number-of collocatior [
thereporting perind for each type sf collovation. Tiie m: uremem is sumlar th
\veraze Completion Interval for rescld services and unbunidled network elerent

rders-and could be reflected as a separate category-of that:mesasurement:

% Tue Dates Missed: For each type of collocition, both the total numbers-of orders.

| completed within the reporting interval and the number of orders completed but
missing the committed-due date (as specified on the initial confitmationfeturned to

g ‘the CLEC) are counted. The resulting count of orders.completed later than the

b committed due date is divided by the total number of orders completed. The

measurement is similar to the % Completed on Time for resold services:and

uniundled network element orders and could be reflected as a separate: category

within the % Completed ¢n Time measurement.

For ILEC Resulls: The [LEC computation is identical to that for the CLEC for
provision of collocations o ILEC affiliates. Largely, however, tariffand-contract
standards will be the benchmarks that ILECs must meet for 4 parity determindtios,

Collocation Provisioning (CP)
LCTIG"s Bervice Qualiny Measurements v7.0




Service Quality Measurements
Measurement Detail

1elr vast number of end offices compared to CLECs switch: dcplm’,
difficult to develop the dppropriate analog,

'ther Clarificationy: and Qualifications:

Elapsed time is measured.in days and hours
A responseto the collocat

it is a thorough-and actio

Questionsgbout the CLEC

response.,”

Reqxxcsﬁ ldennﬂer (e.g., unique tacking
number)

Diate and Time of Request receipt by ILEC. e5p
Request type-{per reporting dimension) Committed Delivery Date and Tine
Response Date and Time Actual Delivery Diate-and Time
Committed Delivery Date and Time Geographicscope

Actual Delivery Date and Time
Respense Date and Time

the CLEC, then resulu(s) rejated to- 1he CLE*" operanon shquld be: pm»:ﬁed‘a‘t;o,
to the following levels of performance in-order to provide the CLEC with-a
eaningful opportanity to compets:
All'responses must be provided in 5 business-days unless.contracti
is shorter.
All collocations must be provided within the applicable contract ortatiff
intervals,
No less than 98% of commitments must be met for Physical, Virtualand- other
alternative coflocation offerings

Collocation Provisioning (CP)
LCUG’s Service Quality Measurements v7.0




Service Quality Measurements
Measurement Detail
Datubase Updates DU

atabase Updates
.ECs thust rely on ILEC databases in order to provide accu
‘mtor,' listings, cuectory assmtance amd operator servnces‘

g B), dxrecmry l.xstmvs, ES11 Automnnc Location lde:nuﬁer (AL;I ,
ddress Guide (MSAG) and selective routing databases;.

y ad,dmon, accurate and tImely loadmo of NX3{s befOre the LER" ‘

m'pt*r Pubhn. Safew ADSWBI‘II!" Pmm (PSAP) for ermergency calls also i
511/911 service.

20 plete;l Dunng Reportmg,l’_ulod

Upiate Accuracy = [Number of Updates Completed Without Exror)/(Nuwml
pdates- Completed)] x 100 :

‘or {CLEC Resyits: B
Ay 3_ge Update Intervai: The actual update interval is determined for each updm -
rocessed during the reporting. period. Itisthe elapsed time from the
:s_y_macncally correct transaction from the CLEC fo the ILEC*s age
ipdating all databases affected by the CLEC activity., Elapsed time fore
dam is accumulated for: each aﬂ'ﬂct.d databa;e (e g E91 /911 LXDB_

CITDH’” 1f the database compleu:iy and accnuaxeiy reﬂ cts
te (e.= . orders) submitted b

-farifications noted belpw,
Other Clarifications. and Qualification:

For LIDB, the elapsed time for an ILEC update is measured from the:point in:
time when the ILEC’s file maintenance process makes the LIDE update
nformatinn avaifable until the dite und time reported by the ILEC that-database
updates are counpieted.
Results for the CLECs are captured and reported at the update lavel by Reporting
Dirmensien (see below). '

Database Updates (DU)
LCUG’s Service Quality Measuretnents v7.0
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Service Quality Measurements
Measurement Detail

Interconnection/Unbundied Elemgg;t_s%,and Combinations: aus

,,,,

le per year
e per year
. Databases percemac'e ofiqueries feceiving a-response
Databases: percentage-of queries experiencing areturn of unexpected’ vnlues

the same or reasonably comparable functionality., Where suclian
the ILEC is expected to-establish benchmark performance levsls
€LEC requesting:the finctionality.

Gither Clarifications and Qualification:
‘The preceding list of elements is illustrative and is notto be.consideérsd
exhaustive

ILEC failure to provide comparably timely performance when using ¢
functionality constitutes discriminatory access. Where:comparable fui
is net employed, failure to meet or exceed parameters negotiated with
also is discrimination.

awaulabxhry standard (ILEC functional antalo::t7 or bmchmark ¥ xmi:és th C
waives its right for such a measure,

Interconnection/Unbundled Elements and Combos (IUE) &
LCUG’s Service Quality Measurernents v7.0 g




the functionality was requested or initiated.

lilustrative exarnples of timeliness measures are shown: belows:
»  Database: % transactions experiencing time-outs
*  Post Dial Delay: % calis routed to CLEC OS platform within 2 seconds

For ILEC Results: Identical measurements are performed where the I1:
\fie'same or reasonably comparable functionality. Where such: ogsido
: ILEC is expected to establish benchmark performanice levels jointly

CLEC requesting the functionality.

‘(Orther Clarifications and Qualification:
The preceding list of elements is illusirative and is not to'be considered:
exhaustive

ILEC failure to provide comparably timely performance when using e mpiral
funcnonahty constitutes discriminatory access. Where coimparakile :

is not employed, failure to meet or exceed pararaeters negotiated wi
also is discrimination.

Interconnection/Unbundled Elements and Combos (IUE)
LCUG’s Sarvice Quality Meagurements v7.0




Intsrconnection/Unbundled Elements and Combos (IUE)
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’ vCommon T ransport

IENP

-PNP

ILNP-to-LNP: conversxons

"~ New Service

Service Mi gratic 15 Without Changes
Service- Migrations: With: Changes
Local Number Porting
inside Move
Qutside Move
Records Change
Feature Chinges
Service Disconinects
Translation Disconnects
Standalone Directory Listing (DL)
Standalone Directory Assistance (DAY Listing
Standalone DL & DA Activity

Appendix A; Reporting Dimensions
LCUG’s Service Quality Measurements v7.0




NXX: tables at CO for call completion.and NX¥%
NXX:-tables at taridem for call completion: and NXX

a:
L

‘-,“in-::

Appendix A: Reporting Dimensions
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Attenvation Distortion: -

Cal} Completion Rater

Cail Delivery Rate: '
' total # of calls receive

Commen' Trunks
Comipletion;

Dial ToneDelay:

seconds'

Direct End Office.  Trunking:from the: servmg, central
‘ ’ Trurks used to'connect subscriber loops:

" Directory Assistance
Database: opemtor-assxsted duertorv assxstance,
1212,

Dirgetory Listings:  Subscriber information; including nam
publishedin.any media; mcludf‘ &
ROM and other elsctronic: formats

Appendix B: Glossary
LCUG’s Service Quality Measurements v7.0




Held Ovders:

dle Chinne} Cirguit
Noise:

Yriterface:

Interiny Local Numiber
Portability;

Internal or 1he carries’s use for
Administrative Use; Dusiness.

Jeopardy: A jeopardy is atratisz
CLEC that: a previg
FOC.

Line Information
Database

Appendix B: Glossary
LEUG’s Service Quality Measurements v7.0




Master Stieot Address

Network Incident; -

Fl

Physics] Collocation: -

PermanentNumber

Portability or Number
Portability:

Pogt Dial Belay:

Public Safety Answering
Point

Retumn of Valid
Completion:

Selective Router

Siznal to Noise Ratio;

Appendix B: Glossary

A public safety ci)mml
public ina specific gz

Receipt of notification that service ‘has:been
the customer and such service has been in:

A database service that-adtomatically routes: ¢
jurisdictional responsibility for the-service addre
911, imrespective of ‘the - telephone comipany:
boundaries. ‘

Signal to Noise ratio is the ratio of usable signal -heéing transmitted to th
or undesired signal. i

LCYUG s Service Quality Measureraents v7.0




Stibsequent Repors:

Syntax Rejecti A

Systeni:

Tendem

Teiuble Appointment; - A

Troubles:

Virtual Collocation:

Appendix B: Glossary
MELIGs Service Quality Measurements v7.0




1 iginal and. 15 copxes of the forégoing::
LinDocket No 97R—l 53T were: ‘hand dehvered on'this 10%da
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OSES BOLD NEW I

eradicate ’"shm»mmo," the ﬁaudulem praactxce'of sw;tc}un consunv “from thi
g; g 1oL

mmuma.atmns mmmny wqthout their con; nt.,

own hionge is in-order.®

* AT&T will voluntarily and unifaterally suspenid the use f!

for-consumer ma.rkcting';effc»rts; atlocczlcormnumtyeve

discovered that‘these vend'oxs-g;z”r’xerate’»bjag::um}céepiéb}e vyglj;.o’ff ‘j_cyo,mpla;n :
The comparny will not resume use of these vendoﬁ;ruﬁt,il;ﬁé?éx_fg‘

that they can meet AT&T's zero »;to]erancefpolriCy towardslammm

- more -




concemed about gl:

“Congress continues to address

the-authority Congress gave it in%ft};

following industry-wide safeguards:




for residential customers be

| Ciaﬂ'hé:pr?oée’s‘sedg Thxs Vi

the:local telephone companies, whic

their- monopoly position.










