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Introduction

BellSouth Service Quality Measurement Plan (SQM)cdbes in detail the measurements produced to
evaluate the quality of service delivered to Bellthds wholesale customers. The SQM was developed
to respond to the requirements of the CommunicatAet of 1996 Section 251 (96 Act) which required
BellSouth to provide non-discriminatory access toretitive Local Exchange Carriers (CLEC)The
reports produced by the SQM provide regulators, CBnd BellSouth the information necessary to
monitor the delivery of non-discriminatory access.

The Georgia Public Service Commission issue@rtder Granting Joint Motion to Approve New
Performance Measurement Plan on July 18, 2005, and this plan includes the s&@B! approved by

the Georgia Commission. This SQM is to be impleteeémy BellSouth pursuant to orders issued by the
Kentucky Public Service Commission (the “Commis¥on Docket No. 2004-00391 (dated June 20,
2005) and in Docket No. 2001-00105 (dated May 0042 instructing BellSouth to continue with the
Georgia performance plan, along with any future ifications. This SQM includes modifications
resulting from the implementation of OSS architeetthanges on April 19, 20@8d July 18, 2009

The SQM and the reports flowing from it must chatmgeeflect the dynamic requirements of the
industry. New measurements are added as new pgsydystems, and processes are developed and
fielded. New products and services are addedeastirkets develop and the processes stabilize. The
measurements will be changed to reflect the dynaimanges described above and to correct errors,
respond to § Party audits, Orders of the KPSC, FCC and theaapiate Courts of Law.

This document is intended for use by someone withwtedge of the telecommunications industry,
information technologies and a functional knowledfiéhe subject areas covered by BellSouth
Performance Measurements and the reports thatfftow them.

Report Publication Dates

Each month, preliminary SQM reports will be posied®ellSouth’s PMAP website
(http://pmap.bellsouth.contby 8:00 AM EST on the 21st day of each monthherfirst business day
after the 21st. The validated SQM reports wilpdosted by 8:00 AM on the last day of the monthher t
first business day after the last day of the month.

For details on SEEM, please refer to the SEEM Adstriative Plan.

BellSouth shall retain the performance measurer8apporting Data Files (SDF) for a period of 18
months and further retain the monthly reports poediun PMAP for a period of three years.
Instructions for replicating the reports in the S@M contained in the Supporting Data User Manual
(SDUM). The SDUM is available on the PMAP websital is automatically provided with each SDF
download.

LAlternative Local Exchange Companies (ALEC) and Competing Local Providers (CLP) are referred to as
Competitive Local Exchange Carriers (CLEC) in this document.
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Report Delivery Methods

CLEC SQM and SEEM reports will be considered deédevhen posted to the website. The
State/Federal Commissions have been given accéss website.
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Appendix A: Glossary of Acronyms and Terms
Symbols used in calculations

A mathematical operator representing subtraction.

+
A mathematical operator representing addition.

/
A mathematical operator representing division.

<
A mathematical symbol that indicates the metrictanleft of the symbol is less than the metrictomright.

<=
A mathematical symbol that indicates the metrictanleft of the symbol is less than or equal torttegric on the right.

>
A mathematical symbol that indicates the metric¢tanleft of the symbol is greater than the metridtee right.

>=
A mathematical symbol that indicates the metric¢tanleft of the symbol is greater than or equahtometric on the right.

0

Parentheses, used to group mathematical operatioich are completed before operations outside #nergheses.

ACD
Automatic Call Distributor - A service that provistatus monitoring of agents in a call centerrantes high volume incoming
telephone calls to available agents while collectimmnagement information on both callers and attetsd

Aggregate
Sum total of all items in a like category, e.g. @ _Rggregate equals the sum total of all CLEC data fiven reporting level.

ALEC
Alternative Local Exchange Company — A BellSouttolgsale customer who competes with the IncumbeoalliBxchange Carrier
(ILEC) and other carriers in providing local servic

ADSL
Asymmetrical Digital Subscriber Line — A transm@sitechnology that allows the use of one existomal twisted-pair to provide
high-bandwidth data and voice services simultarigous

ASR
Access Service Request - A request for accessceeietiminating delivery of carrier traffic into@chl exchange carrier’'s network.

ATLAS
Application for Telephone Number Load AdministratiSystem - The BellSouth Operations System usednanister the pool of
available telephone numbers and to reserve selaectathers from the pool for use on pending sendcgiests/service orders.
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Auto Clarification
A LSR that was electronically rejected from LESOal @lectronically returned to the CLEC for correnti

B
BILLING
The process and functions by which billing dateabected and by which account information is pesgal in order to render accurate
and timely billing.
BOCRIS
Business Office Customer Record Information Syseérant-end to the CRIS database) — System useaitotaim customer account
information which includes, but is not limited tdl§ payment history, and memo notations madergucustomer contact.
BRI
Basic Rate ISDN — This product offering is a twoyviae side digital port on a two-wire digital looghe two-wire digital loop is a
dedicated digital transmission facility.
BRC
Business Repair Center — The BellSouth Busineste®gstrouble receipt center which serves busined<CAEC customers.
C

CABS
Carrier Access Billing System — The BellSouth piefary corporate database and billing system doess and certain UNE
customers and/or services.

ccC
Coordinated Customer Conversions — A simultaneoosdination between the disconnection of existiewyise and the reconnection
of the new service.

CCP OSS (Change M anagement)

Change Control Process OSS — The Change Controé83¢CCP) methods and procedures, a collabodimemented process,
used by BellSouth and the CLECs to initiate OSShgha to BellSouth pre-ordering, ordering, and ®ioviing interfaces. The
process includes change requests, CLEC prioritimatelease management, defect management, etc.

CCP SQM
Change Control Process SQM — The methods and proeedsed by BellSouth to implement changes topeence metrics that
have been ordered by a state regulatory commisdibis process is documented in the PMQAP.

Centrex
A business telephone service, offered by local angk carriers, which is similar to a Private Brakeglshange (PBX) but the
switching equipment is located in the telephonemamy Central Office (CO).

CIsC
Carrier Interconnection Switching Center — Forméaipwn as the LISC, the BellSouth Center dedicttdtandling CLEC access
service requests for interconnection trunks.

CKTID
Circuit Identifier - A unique identifier for elemencombined in a service configuration.

CLEC
Competitive Local Exchange Carrier — A BellSoutholesale customer who competes with the IncumbeoallBxchange Carrier
(ILEC) and other carriers in providing local servic
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CLP
Competitive Local Provider — A BellSouth wholesalsstomer who competes with the Incumbent Local Brge Carrier (ILEC) and
other carriers in providing local service.

CMDS
Centralized Message Distribution System - Natiayatem used to transfer specially formatted messag@ng companies.

CM 0SS
Change Management OSS - See CCP OSS for definition.

CM SOM
Change Management SQM - See CCP SQM for definition

COFFI
Central Office Feature File Interface - Providdeimation about USOCs and class of service. CORditates all services available
to a customer.

COG
Corporate Gateway — System designed for the eldctembmission of xDSL Local Service Requests.

CRIS
Customer Record Information System - The BellSquitiprietary corporate database and billing systmmén-access customers
and/or services.

CRSG

Complex Resale Support Group - The group withihg®eith which serves as the interface between @8 and the outside plant
engineering group. The responsibility of this arigation is to provide the parameters for the tgptacilities available to provision
the service the CLEC has selected.

C-SOTS
CLEC Service Order Tracking System — Provides CLE@sability to query the service order databasmdaitor the progess of
CLEC service order activity from service order esce to order completion.

CSR
Customer Service RecordA record of the customer/end-user informatioruding detail about the services and physical asidod
the end-user.

CTTG
Common Transport Trunk Group - Trunk groups betwRelfSouth, Independent end offices, and the BeitSaccess tandems.

CWINS Center
Customer Wholesale Interconnection Network Servidester (formerly the UNE Center) — This centenvpies CLECs with
provisioning and maintenance for designed and resigded local service.

Design
Design Service is defined as any special or pladritelephone service order which requires BellSalgbign engineering activities.

Disposition & Cause

Types of trouble conditions, (e.g., No Trouble Fé¢NTF), Central Office Equipment (CO), CustomeerRises Equipment (CPE),
etc.) — These codes identify the location, equipraed/or disposition of a particular trouble. Toteireports will be closed to the
most service affecting code which describes thebiecondition repaired.

DSO
The worldwide standard speed for one digital vaigmal (64,000 bps).
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DS1
24 DSO0s (1.544Mb/sec.)

DOE
Direct Order Entry System - An internal BellSouémgce order entry system used by BellSouth semépeesentatives to input
service orders in BellSouth format.

DOM
Delivery Order Manager — Determines the neededgssing steps for the service request. It thendoda/ithe request on to each
required system, in sequence, checking for ermodsagcuracy.

DSAP
DOE (Direct Order Entry) Support Application - AlEouth system which assists a service represgatati similar carrier agent in
negotiating service provisioning commitments fon+aesigned services and Unbundled Network Elements.

DSL
Digital Subscriber Line — Allows customers to piwisimltaneous two-way transmission of digital algrat speeds of 256 kbps via a
two-wire local channel.

DUI
Database Update Information — A functional areasugag the timeliness and accuracy of databasetepda

E
EDI
Electronic Data Interchange - The computer-to-cammpexchange of inter and/or intra-company busidessiments in a public
standard format.
Enhanced Verigate
An onkline Web-based system, which provides CLEEstenic access to pre-order information.
ESSX
BellSouth Centrex Service — A central office housethmunications system that provides the custonitérdirect inward and
outward dialing, interconnection to all stationsgd&ustom calling features.
E

Fatal Reject
LSRs electronically rejected from LEO because #upiired fields are not correctly populated.

Flow-Through
In the context of this document, LSRs submittedtetmically via the CLEC mechanized ordering precdist flow through to the
BellSouth OSS without manual or human intervention.

FOC
Firm Order Confirmation - A notification returned the CLEC confirming the LSR has been receivedaauépted, including
the specified commitment date.

FX
Foreign Exchange — A network-provided service inclvta telephone in a given local exchange arearis@cted, via a private line,
to a central office in another exchange.
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GH

HDSL
High Bit Digital Subscriber Line — A dedicated dajitransmission facility from BellSouth’s Main Digoution Frame (MDF) to an
end user’s premises.

1J K

ILEC
Incumbent Local Exchange Carrier — Regional Belke@ging Company (RBOC)

INP

Interim Number Portability — When the customerrigiioally provided service by an ILEC and decideshange service to a CLEC,
the customer may retain their ILEC telephone numBalis to the ILEC number are rerouted to the CLB@g either the Remote
Call Forwarding feature or over a dedicated trurdug from the ILEC switch to the CLEC

1SDN
Integrated Services Digital Network — An integratigital network in which the same time-divisioniwlies and digital transmission
paths are used to establish connections for diffeservices. ISDN services include telephone,,ddéatronic mail, and facsmile.

LAN
Local Area Network — A data communications systhat ties within a limited spatial area, has a dpeaser group, has a specific
topology, and is not a public switched telecommatiins network, but may be connected to one.

LASR
Local Access Service Request-Negotiation systereritny and processing of Local Service RequestseStall LSRs received
mechanically from CLECs.Tracks status of requedtahservice orders.

LAUTO
The automatic processor in LNP Gateway that vaglaiSRs and issues service orders.

LCSC
Local Carrier Service Center - The BellSouth centeich is dedicated to handling CLEC LSRs and mtenng transactions, along
with associated expedite requests and escalations.

Legacy System
Term used to refer to BellSouth Operations SupBgstems.

LENS
Local Exchange Navigation System - The BellSoutpliaption developed to provide both preordering artkring electronic
interface functions for CLECs.

LERG
Local Exchange Routing Guide — The official docuimehich lists all North American Class 5 office (€0r end offices) and which
describes their relationship to Class 4 office ¢t offices). Carriers use the LERG in the netwte&ign process.

LESOG
Local Exchange Service Order Generator - A BellBaystem which accepts the service order outpuE@f and enters the service
order into the Service Order Control System usarminal emulation technology.

LFACS
Loop Facilities Assignment and Control System -dbate of facilities inventory and assignment infation.
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LIDB
Line Information Database — Contains informationuwtithe user’s calling card and other billing data.

LMOS
Loop Maintenance Operations System - A BellSouttrations system that stores the assignment anctesgtlaccount information
for use by downstream OSS and BellSouth personm@iglprovisioning and maintenance activities.

LMOSHOST
Loop Maintenance Operations System Host Computer

LMU
Loop Make-up - The physical characteristics ofltdap facilities, starting at an ILEC’s central affiand ending at the serving
distribution terminal.

LMUSI
Loop Make-up Service Inquiry — The form submittgdtihe CLEC to obtain the loop make-up information.

LNP
Local Number Portability - In the context of thisaiment, the capability for a subscriber to reth@ir current telephone number as
they transfer to a different local service provider

LNP Gateway
Local Number Portability (gateway) - A system thatvides both internal and external communicatiwits various interfaces and
processes including:

(1) Linking BellSouth to the Number Portability Admstration Center (NPAC).
(2) Allowing for inter-company communications beemeBellSouth and the CLECs for electronic ordering.

(3) Providing interface between NPAC and AIN SM8ILbIP routing processes.

L oops
Transmission paths from the central office to thsteamer premises.

LRN
Location Routing Number — A 10-digit number whichutes calls to the appropiate end-user’s portegheine number.

LSR
Local Service Request — A request from a CLECdoal resale service or unbundled network elements.

M
M aintenance & Repair
The process and function by which trouble reparssant to BellSouth and the related service problare resolved.
MARCH
BellSouth Operations System which accepts serviders and other data, interprets the coding coediiim the service order image,
and constructs the specific switching system reckabge command messages for input into end affiitehes.
N

NBR
New Business Request - Process required by BeliSoutCLECS to initiate a service, which is notlirded within its
interconnection agreement.
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NC
No Circuits - All circuits busy announcement.

NMLI
Native Mode LAN Interconnection — An intraLATA, dfed fiber-based, LAN inter-networking service.

NPA
Numbering Plan Area — Area Code portion of a teteghnumber.

NXX
The exchange portion of a telephone number. Thetfiree digits in a local telephone number whighntify the specific telephone
company central office serving that number.

OBF
Ordering and Billing Forum Adapter-Provides gatewayween EDI/COBRA/Verigate and the variuos BISteys to retrieve pre-
order data from legacy systems.

Ordering
The process and functions where resale serviceslndled network elements are ordered from Betlg@s well as the process by
which an LSR or ASR is placed with BellSouth

Ordering I nterface Gateways
Gateways for CLECs to submit LSRs electronically

Order Types
The following order types are used in this document

(1) T - The “to” portion of a change of addressisT@rder Type is used to connect main servicerevaaddress when a
customer moves from one address to another in figaine states within the BellSouth region. A Qrder Type is
always pared with an “F” Order Type which will hatee same telephone number following the “F” Ortigne Code
unless the orders are within different centralosf§.

(2) N - Orders establishing a new account. Alsis, @rder Type Code is occasionally used when cimgnfgom one type of
system to another, such as when changing from PB3entrex.

(3) C - Order Type used for the following conditiorchanges or partial disconnections of servieegoipment; change of
telephone number, grade or class of main line taadil lines, auxiliary lines, PBX trunks and stais; addition of trunks
or lines to existing accounts; move of equipmettignthan change of address); temporary suspensibmnestoration of
service at customer’s request.

(4) R - Order Type used for the following conditodditions, removals or changes in directorynligt; responsibility change
orders, addition, removal or changes in directoy hilling information; other record correctionsevk no field work is
involved.

OSPCM
Outside Plant Contract Management System — Prosictesduling and completion information on outsitbepconstruction
activities.

0SS

Operations Support System — Multiple support systand databases which are used to mechanize thariid performance of work.
The term is used to refer to the overall systensisbimg of complex hardware, computer operatingesyés), and applications which
are used to provide the support functions.
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Out Of Service
Customer has no dial tone and cannot call out
P
PMAP
Performance Measurement Analysis Platform — Previtidivery of performance reports via the web amilifates analysis of the
summary level data.
PMQAP
Performance Measurement Quality Assurance PlariS@gh Operational Guide which documents the syatée procedures used
by BellSouth Telecommunications (BST) to produceuaate and reliable service quality measuremertrtep
PON
Purchase Order Number — Identifier assigned bytistomer originating the service request
POTS
Plain Old Telephone Service — A term often usedistinguish basic voice telephone from data anérkrvices.
PREDICTOR
BellSouth system used to administer proactive reagmice and rehabilitation activities on outsidaflacilities.
Preordering
The process and functions by which informationitamed, verified, or validated prior to placingexvice request.
PRI
Primary Rate ISDN — An integrated services digittwork interface standard designated as having-R3ghannels
Provisioning
The process and functions where necessary workrfenmed to activate a service requested via a ASR/
QR
RRC
Residence Repair Center - The BellSouth Consumwices trouble receipt center which serves resideatistomers
RSAG
Regional Street Address Guide - The BellSouth databvhich contains street addresses that havevagdated for accuracy with
state and local government records
RSAGADDR
Regional Street Address Guide Address - RSAG soétwantract for address search
RSAGTN
Regional Street Address Guide Telephone NumberA@RSoftware contract for telephone number search
S

SAC
Service Advocacy Center— Resolves issues in thagioming process

SDUM
Supporting Data User Manual

SEEM
Self Effectuating Enforcement Mechanism — A tiereghedy structure in which payments are made efthétte CLEC and/or state
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regulatory agency, depending on the type and lefvedrity/benchmark miss that occurs

SGG
ServiceGate Gateway — A common gateway to receidesand interconnection requests

SOCS
Service Order Control System — BellSouth systentiwhdutes service order images among BellSouthigioming systems.

SOG
Service Order Generator - Designed to generatevacserder for xDSL

SONGS
Service Order Negotiation and Generation Systerhis §ystem supports the Consumer, Small Busines®ahlic COUs by
providing data entry screens and prompts to aietiegpn and entry of all order types.

Syntactically Incorrect Query

A query that cannot be fulfilled due to insufficier incorrect input data from the end user. Fameple, a CLEC would like to query

the legacy system for the following address: 1234r\Bt. Entering “1234 Main St.” will be considergghtactically correct because

valid characters were used in the address fieldvd¥er, entering “AB34 Main St.” will be considersgntactically incorrect because

invalid characters (example: alpha characters wetered in numeric slots) were used in the addiglss

T
TAFI
Trouble Analysis Facilitation Interface - The Ballg&h Operations System that supports trouble receipter personnel in taking and
handling customer trouble reports.
TAG
Telecommunications Access Gateway — TAG was dedigmerovide an electronic interface or machiner@ehine interface for the
bi-directional flow of information between BellStkg OSSs and participating CLECs.
Test Transactions/Recor ds
Transactions created by BellSouth, or in testsimaitgd by CLECs, where the CLEC has coordinatedesstewith BellSouth to enable
identification of the transactions as part of & tesed to test system functionality.
TN
Telephone Number
Total Manual Fallout
LSRs electronically submitted to BellSouth, whielidut, requiring manual input into a service ordenerator.

uv

uCL
Unbundled Copper Loop - A dedicated metallic traission facility from BellSouth’s Main DistributioRrame (MDF) to a
customer’s premises

UNE
Unbundled Network Element — Those parts of Bell8@utetwork required to be unbundled by the Telemomications Act of 1996
and the implementing regulatory body

usocC
Universal Service Order Code — A set of alpha enexic characters identifying a particular servicequipment
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\W

WFA
Work Force Administration — Electronic documentkiag system for trouble reports

WFM
Work Force Manager-Mechanizes work performed by £ $@nages the workload of all paper/email request®cal service.

wWMC
Work Management Center — Serves as a single pbaardact (SPOC) for all requests for dispatchhm Eield Work Group (Central
Office or outside technicians)

WTN
Working Telephone Number

XYZ

XML
eXtensible Markup Language — An international stadd-based data formatting option designed forinéion exchange on
network systems

XML Gateway
eXtensible Markup Language Gateway — A machine-tachine electronic interface designed to providditectional flow of
information between AT&T's OSS and CLEC’s OSS fogjprdering and ordering functionality.
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Appendix C: OSS InterfaceTables

OSS-1 [PRR]: OSS Response Interval (Pre-Ordering/Ordering/Maintenance

& Repair)

Table 1: Legacy System Access Times For RNS

System Contract Data

RSAG RSAG-TN......ccoeeeennnnnn Address

RSAG RSAG-ADDR .............. Address

ATLAS ATLAS-TN..oonne TN...........

DSAP DSAP-DDI.................. Schedule

CRIS CRSACCTS ... CSR ..o
OASIS OASISBIG............ Feature/Service

Table 2: Legacy System Access Times For ROS

System Contract Data

RSAG RSAG-TN Address

RSAG RSAG-ADDR Address

ATLAS ATLAS-TN TN ........

DSAP DSAP-DDI Schedule ...

CRIS CRSOCSR CSR.ovvveeeeeeeeeeeieinns
OASIS OASISBIG Feature/Service

Table 3: Legacy System Access Times For LENS/Enhanced Verigate (Pre-Order only)

System Contract Data Avg. sec. # of Calls
RSAG RSAG-TN Address

RSAG RSAG-ADDR Address

ATLAS ATLAS-TN TN...........

DSAP DSAP-DDI Schedule

CRIS CRSECSRL CSR .o,

COFFI COFFI/USOC Feature/Service

P/SIMS PSIMS/ORB Feature/Service ............ X, X

Table 4: Legacy System Access Times For TAG/XML/XML Gateway

System Contract Data Avg. sec. # of Calls
RSAG RSAG-TN Address

RSAG RSAG-ADDR Address

ATLAS ATLAS-TN  TN.........

ATLAS ATLAS-MLH ~ TN.....

ATLAS ATLAS-DID

DSAP DSAP-DDI

CRIS CRSECSRL

P/SIMS PSIM/ORB
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Table 5: Legacy System Access Times for M&R (TAFI)

System BellSouth Count
& CLEC <=10
CRIS X X
DLETH X X
DLR X X
LMOS X X
LMOSupd X X
LNP Gateway x X
MARCH X X
OSPCM X X
Predictor X X
SOCS X X
NIW X X

OSS-2 [IA]: OSS Interface Availability (Pre-Ordering/Ordering/Maintenance

& Repair)

OSS Table 1: SQM Interface Availability for Pre-Ordering/Ordering
OSS Interface Availability Application Applicable to % Availability
EDI . a e CLEC . e X
LEN S e LEIC e X
LASR L e LEIC e X
WM e CLEC... o X
OB . e CLEC.. e X
Enhanced Verigate..........c..ovii i e e e CLEC.....iiiii i, X
LESOG ..ottt et et OCE.....iiiiiiieie et X
TAGIXIML e CLEC. . e X
XML GAEWAY ... et it i et et et e it ee e e CLEC......ouieieiieieeee e X
LNP GatEWAY ...oooeeeieeeieeeeeee et CLEC. . e X
COG . e CLEC . e X
SGG .ttt e CLEC .ottt X
DOE ... ittt CLEC/BBHUULN.......veeiiiiiiiiice X
SONGS ...ttt CLEC/BellSBU.......cocviviiiiiiicce, X
ATLAS/COFF ..ottt CLEC/BellSouth.........cccoviieiiiiiiiciiiice e X
BOCRIS/CRIS ...t CLEC/BellSouth...........cccoeeiiiiiiiiiiiiiiiees X
DSAP ..ottt CLEC/BENE.......ceeeiiieiiiiiiiiiieen X
RSAG .. CLEC/Bell8D........ccoiviiiiiiiiieeeeieie X..
SOCS e CLEC/BENE.......ceeeiiiaiiiiiiiieen X.
LEACS .. CLEC/BElIBD..........ccvveeeiiiiieeiiieiie X..
RINS Lo e EBOULh ..o X
ROS e e EBOULh ..o X
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OSS Table 2: SQM Interface Availability for Maintenance & Repair

OSS Interface % Availability
BelISOULN TAFT ..o e X
CLEC TAFI .ttt X
CLEC ECT A ittt X

BellSouth & CLEC
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