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OP-5 — New Service Quality

Purpasa:

Evaluates Ihe quality of orcering and ingts ling new services {imward line service orders), focusing on the

pereentage af newly-installed sanvice o-ders that sre free of GCLEC/cusiomer-initiated trouble reports during

the provisianing pregess and within 30 calendar daya following installstion completion, anc focusing on the
guality of Owests resolution of such conditions with respect to rmuliiple reports.

Pescription:

Measures o companarts of new eomvice provigioning quality (OP-0A and 5B ard alsa reports a combinad

result (OP-5T), as described below, each as a parcentage of ol inward ‘ine service orders campleied in the

reparting period that are free of ©LEC/custorner-reparted provisioning and repair troubla reparts, as
described below. Also maasures the percentage of all provisioning anl repair froub’e reporis that constitute
multiple troublz reports for the affeced senvice orders, (OP-ER}

. Orders far new services considerad 'n ealculating all scrpenants o s perfortnancs indicotor ars all
ward line service proers completed in the reporting peried, incluc 219 Shange (C-type) orders for
sdd tional linesicircails, subject to exclusions shown below. Ghance order types sansiderad in these

! rreasurements consist of all C orders represening invard gotivity, aTE

v Oders for new service insteilations inslude somsersions (Retai o A EC, CL=Ctn CLEC, anc 2ame

CLEC sanwverting betwean praducts).

+  Prowlsioning of repair troukle reports inzlade both out of senvoe and other service affecting condiicns,
sueh oy Nealres on a line that arc Mmiscing & do Rot funetion propsarly Spon GOMENSIo, subiectio
exclusians shown below,

OP-5A: New Service Installation Quality Reported to Rapair
» Moasures the percentace of inward line service orders that an: free of repair trouble reports

within 30 ealandar days of installation completion, sukizct to gxclysios below.

«  Repar rauble reports are defined as CLEC/customer hotiflcations 10 Ghaeat of qui-al-service and
cther senvice affecting conditions for which Chwest opars repa:r tckets in its maintenance and repair
management ard tracking systems "™ * that are closed in the reporting periad or the following
manth, ™ E* susjeet to exclusions shown below. "

r  (nvesils gble ko open repair tiskets for repair troubls reports rzceived from GLECsicustomers cnze
tha service order iz completed in Clwest's systems.

0OP-5B8: Nevw Sarvice Provisioning Quality
s Measu-es the pelsenlage of inward ing servioc ordere thatara frea of prewisionirg trouble reports

during the provisioning process and within 30 calendar days cf installztion gompiation, subject to
exclusions shown below,

+  Provisicning trouble reports are defined as GLEC natifimations to Qwest of oul of service or other
cervice aFacting conditiane that are attributable to provisionic 3 activities, inclugling but not limitec to
LSR/service order mismatches and conversion cutagas. For Zrovisigning trouble repors, Jvest
cr=ates call cemer tickets i+ its cal' cener database. Subject -0 exclusions shawn below, call center
fiekete closed inthe reparting period or the following menth NITE 1 ara capluved in this measuemeant,
Call cerler tickets cloaed to Metwark reasens will not be counted in OP-52 whan a repair troub.e
raport fer that Jrde” 1§ capiured in OP-54. " =2 8

WOTE 2

OF-5T: New Service Installation Quality Total
= MWegsures ths pereentage of imward fne serviva widers tat ars free of repair or provigioring trouble:
reparts durng the provisianiag pracess and within 30 calender days of installation camipletion, subject
to exclusion showt helow.

OP-ER: Now Sarvice Muality Multinle Report Rate -

+  Sualuates the quality of Gvest's rezponses to rapair and mrovigioning trouble reports [or inward Ine
service orders completed in the reporting pefiod. This Freas. remen; tepotts, for those senvice Grders
that were rot free of repair or provisiening touble reports in CP-54 or OP-3B, the percentage of
trouble reporis affecling the same service orders that were fullowed by additional repair and
preiSioning Irounle repors, as specilige Lt

s Megzuras The percentage o all repair and provisioning trouble reparts considered in GP-8A and
OP-50 tha- are addilional repair or provisianing trouble "epors raceived by Crwest for the same
serv 6e orcer dunng tie srovisloning pruwsss o wilhin 10 smtsndar doys following instalatinn :
ool pladet. ) J
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OP- § — New Service Quality {continued)

-~ Additinnal repair of provisioning troutle reports are defined as &l such reports that are recelved
sallowing the TIPSt repcr (whather the Mgt repart is rep razenied by o call center ticket or a repRir
ficket) relzting to the same service order during ‘he provisioning process or within 30 calzndar days
fellowing installaticn completion._ In all cases, the Erouble reporis counted are those that are defined
fer OP-5A and OP-5B above, ™ &7

Reporting Period: One monty, redorted in arears fi.e., results first apear Unit of Measure:

in repcrts one manih [ser than results “or reasurements trat are not Percent

reported in arrearal, it ordsr to savar the 30-day pernd iollowing installation, |
Raparting Comparisons: CLEC aggracate, Disaggregation Feporting: Statewide el

individual CLEC ard Chwest Retail results

Formulas:

OP-5A = (Mumber ivward line service ariers complated in the reparting period — Numoer cfirward ling
service nriers with any repair troabla raports as spediied g-eva) + (Number of imsard line serice
orders completed in the repotting pariad) x 100

AP-ER = (Number of inward [ing service orders completed in the reperting parioc = Number of inward ‘ine
service orders with any provisioning trouble reperts a5 specizied ghave) £ (Numbe uf inward line
servica orders competed in the mporting pericd) x 10C

QP-5T = {[Number of inward Jine servica crders sompletad in the reporting penad] —Number of inmward line
: sarvice orders with Fepair or provisigning trouble reports as defined abova under OP-5A or OP-5E,
as aprlicabls) = (Number of inward ling service arders comoleted in the reperting period) > 100

OP-5R = (Number af all “epalr a7d pravisiviing trouble repo s, relating to inward line service arlats elasad in
the: reparting period as defined above under OP-5A or OP-23, that constitute additicnal repai- ana
provigioning trouble reports, within 30 calendar days followirr3 the stallatian date + Number of al
“epairand provigioning trouble reports relating to ivard line: service orders closed |n the reparting
gerivd, a5 definad above under OF-52 or GRABY = 100

Exclusions:

Applicable to ©F-5A, OF BT and OP-ER:

-~ Zepair Fouble reports atiributable ta CLEC of anrad te nan-Cuwest reasons as “ollows:

—  For products measurad from MTAS data. repai- trouble repors coded to disposition codes for:

- Custemer Acfior: Non-Te'to Fiant; Trouble Beyend the Network Interface; and Miscellanaous —
Nen-Dispatch, non-Ghwesl (inghvass CPE. Guztomer Instriction, Carigr, Altermate Frowider); and
Reports from other than the GLEC/cusiomer that result In a charge T Jispatched.

- Forproducts measured from WEA (o kforze Admirstration’. dats, repair reports ecoded to coces for:

- Camier Action [[ECT Custamer Provided Equipment ({CPEY, Corrmercial power failure; Customer
raquesied sarvice order aclivity; and Other non-Chwest.

_  Rupall reports ooded "o diapasition codee for referral to ancdf ar dapariment (... for ncn-repair tickst
resolulions of ~or-installation-related prablems, excep: cable 2uts, which are not excluded).

Applicable o OF-5B, OP-5T and QP-5R anlv:

'3 Provisioning trouble repur's sllibutable ta CLEC ar non Cwaet CLUSRF.

+  Call center tickets relating to activities that occur as part of the narmal procass of conversion (e, while
Ohwast iz actively and properly engaged in process of converting ¢rinstalling the semvicg]. Provisioniog
troubls reports involving sarvice orders that, at lha timie of the cal 3, havs f='len out for manual handling
2nd baen disaceociated from the related service ordar, a5 applicz 22, will be corsidered es not ‘nihe
normal progess of conversion and will nat be excuded.

Applicable tg OP-68, OP-58, OF-4T and DP-5R:

»  Repair or provisioning rouble reparts elated to service arders captured as misses under tneasuranants
{OF-13 [Cocrdinated Cuts Timelinessy or QP17 (LNP Timetness ).

+  Subsequel vealr of provisioning ireuble repert= of any wouble o0 the installed servics before the
criginal repair or Erovisioning trouble report is closead.

. Sa~ice orders closad in the reporting perad with App Dates ear.2r than eight months pricr to the
teginning of the repuilicy penod.

«  InfnTmation tickets gererated for internal Cwest sysam/nebwork MOnItSHNG pUrPOSas,
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OF- 5 — New Service Quality {continued)

« Disconnect, Fram {angther form of dissannect) and Record order tyoes. Yhen out of senvice or service |
Fifecting protlems are reparied 10 tha gall weplsron canversion enz move rejussts, the resulting rall
center Jicket will be included in the calculation of the rumerator in assoc atien with e related inward
arder type even when he call center ticket reflacts the problen was caused by the Disconnect or From
groer.

«  Recgrds involving official Dwast company services.

Recards missing data essential to the calculation of the TeasLrement a5 defined herein,

Product Reporting Cafegories: | Standards:

+ Az opooified below — onz DP-5A:  Parity with retail service
perceritage result reparted for OP-5B: Diagnosiic for six months following st reporing. Afier
each bulleted catecory Under st menths Bencknark (TED)
e sub-rmeasurements shown. OP-S5T:  Disgnostic

QP-5R:  Diagnostic for six months following st reporting,
Fossible siandarc (TBEY
fWhere parfty comparisons iny Jlve riultiple service varietizs in a
produgt category, weighting based on the retail anslogue volurmes may
b used if necessary to cre=we a comparizon hat is not affected by
diffarsnt propert ons nf whelasale ard rtail analog.e vollmes i the

| samne reporting category.}
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OP- 5 - New Service Quality [continued)

Product Reporting:

Standards:

Reported under OP-5A, OPp-5E, OP-5T and OP-3R:

iProduct categories may ba cumbined as agresd upan by the partie

g in Long-Tenn PID Administraticn.}

OF-5A OF-5B I op-5T &
OP-5R
Agszle
Residential single line | Parity wilh retail service @ mo. Dagnnstic; Benchmark TED Diagnostic
B VIGE
BEusiness single ling Farity with retail service 6 e, DFagnastic; Benchmark TBL | Diagn astic
genvice
Cenbrax Parity with rata)l service | § mo. Diagnesiic, Benchmark TBD | Diagnest=
B Cankrex 21 Pariy with Tetall service | 6 me. Diagnestic; Benchmark TBD | Diagnostic_
PBX Trunks Parity with retail service ' & mo. Diagrostic; Benchmatk TER | Cigguostic
il Bagln ISDM Parity wih refail sevice 6 mo. Dizgroatic; Benchmark TBD _| Tiagnostic
Chwest D51 Parity with relail service | E ma. Diagnastic: Bachmark TBD - Diannostic
| Primary IS0ON Parity with retail servica_ | € ma, Liagnestic; Benchmark T30 _ | Diagnestc
D&EQ Farity with retan serviee | & mo. Cagncsc; Benchmark T30 | Qirpgnoelic
D51 Parity with retail service | & mo. Caanossic; Benchmark TBD Diagnostc
D53 and higher Bit- Farity with retail senvice € ma. Ciagnostic; Benchmar< TBD | Diagnostic
rate senvices
{agaregate)
Frame Relay Perity with rezail sznvice | § ma, Diagnostic; Benchmark TBD | Diagnostic
o pburedled Netwark Parity with. like retail 6 mo. Ciagnostc; Benchrark TBD Diagroslic
Elerrent — =.atform s Vi
IUNER] (POTS)
» Jnbundled Matwork Parity with retzil Centrex | 6 mo. Ciagnostic; Benchrmark TBD + Diagnostic
E.ement — Platform 21
[UNE-P) [Centrex 21 .
«  Unbundled MNetwerk Parity with retail Centrex | B 19, Cilagnostic; Benchmark TBD | Diagnestic
Elernent — Platfarm
(UME-F) (Centrax)
Line 5pliting Dimghiostic Diagnostic Diagnosiic
Line Sharing Parity with retail RES & B mo. Liagnestic; Benzymark TRD  Diagnostic
BUS POTS ]
SLb-Loop Unbundling _ Diagnostic Diggnostic Diagnostic
Urbundled Loops: ) ]
Analon Loop [ Parity with retail Res & | & mo. Ciagnostic; Benchmark TED Lizgnostic
Bus POTS with d spatch
Marroaded oo (2- Parity with retail ISON B fro. Ciagaostic; Benchmark TED — Diagnostic
ire) BRl
“on-loaded Loop (4- Parity with retail DS1 B ma, Liagnostic; Benchmark TBD | Diagrostic
wirs)
D&1-capatle Loop ~amty with retal| D5 & . Ciagnastic; Bsnehmark TBD LHagnostic
I50N-zapable Loop Parity with Tetail ISDN 5 mo. Chagnostic; Benchmark TBD | Diagnostis
BRI '
A0S -qualified Loop Farily with retail Qwest & mao. [Nagnostic; Benchmark TBL D.agnostic
. DSL with dispatch |
Loop types of DS3 and | Parity with retal, D33 & mo. Dizgnost'c; Banshmark TED CHagnetic
hgher bit-rates and higher bit-rats
. {aggregaie} services (angregatel
Dark Fiber - Loop CHagnostie Diagnostic Diagnostic |
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OP- 5 -- New Service Quality {continued)

Frnanced Extended Lonos
{EELs) — (D50 level]

E'Ia-gnu;;il,i:,; ol valume
sritesia ars met

me:

Enhanced Extended Loops
{EELsY - (D1 level)

Parity with retail D81
Private Ling

TBD

Erhanced Extended Loops
(EELs) — {abova DS
leeesl)

Dhagrostic until volune
criteriz are meat

Ciagnosie until velume criteria are Diagnastic
& ma. Diagnostic; Benchmark Diagrostic
Diagnostic until volume critena are | Uiagaasic

=

Reported under QP-5A and under OP-5R {per OP-3A specification 5}

OP-5A op-sR
v LISTrinks Farity with Featurs Diagnostie
Graup D (sogrogate) |
Dnbindled Ded cated Intaroffice Transoort (UDIT] _
UDIT (051 Lavel ) [ Parity with Retail Private | Diagnostic
" Lines (DS1) ]
UDIT (Abave DS1 Level) | Parlly with Relsil Prvats D aginos it
Lines (abeve DS leval)
Dark Fibar - 10F Ciagnostic Diagnosic

E911/911 Trurks

Farity watn Fetall
, E21i811 Trun<s

Diauniczic

Availabllity: Maotes:
1. The specifi
Al orders that de not invgl

fal

Specifica’ly this mezsurement does rot incl_de

~urnber changas and PIC changes,

. 2 Ineluding eansideration of repeat repai

trouble relgted to the sarme nevly-nsa

preceding repair repart is ¢l
nompletion) tc complete the
was trouble free within 39 days of installation.

Cwes’s repais management

Adrministration), MTAS {Maintenance

succassar repair systems, if any, as ap

this measurerment. Nos included are Cal Center Ciatasase 3

cunters in jogging cala from custemers ragardirg praRlame or olhier inqUirigs (&8

OF-5B and OP-5T}.

£, The "following montr inclides also the peri
or five) aftenward, up i the time when Chae.st pults the repair data fo begin
processing realilts for this measurement.

5. Inclucies repair and provigioning rouble rep=
supersede or supplement ex
trouble repors as specified in

& For purposes of cal
provisioning trouble raports wi
riss 'n OP-SB. If arepair troub!

isting processes

culating OP-58. & call eenter iigket for multiple or

Il result in &l arders reporting trouble eounting as a

& report{s) is received “or the zare orders, the
number of grders counted as a miss in OP-3B for Netaork reasons wil. be reduced
by the numbser ul widars with r&pair troubles countad as a miss i CIFP-RA.

7. COP-SRwill be counted ona per ticket basig.

ad Change order types representing inward activity exclude Change
e inctall=tion af inas (in bolh wholesale and retai resulta),
changes to exsting lines, such as

r troule reports (.., additicnal reports of
lled linedcirguit that are received after the
nsed and within 30 days iulluwing instailaticn
determination of whather tre newly-installed lmarcircuit

and racking sy stems sonsisl of WEA (Wark Fores
Trackirg and Administration System), and
plicatle to obiain the Tepair repott daita for
yslems supporting call

od of a few business daye (typically jou”

M= generated Dy neéw provesscs that
fa= submitting repair and provisicning
Onwest's cocumented pr agreeg upon procedurss.
ders wth
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