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BY THE COW SSI ON:
| NTRODUCTI ON

On February 16, 2000 we issued a Notice of Proposed
Rul emaki ng (NPRM to adopt revisions 16 NYCRR Parts 602, 603,
and Section 644.2 relating to Consuner Service Standards and
Tel ephone Service Quality. The intent of the revisions is to
reflect the inpact of a growi ng conpetitive environnent for
| ocal exchange tel ephone service. The proposed revisions are
designed to protect against deterioration in the current |evel
of tel ephone service quality, streamine existing rules, and
reduce regul atory burdens that may hinder the devel opnent of
conpetition in the | ocal exchange market.
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The nost significant revisions include: deletion of
t he Mai ntenance Service Incentive and Rebate Plan and the
Installation Service Incentive and Rebate Plan, Directory
Assi stance Answer Tine, and Percent M ssed Repair Appoi ntnents;
addi ti on of neasures of service affecting conditions |onger than
48 hours and final trunk bl ockage; stream ining reporting
requi renents for conpanies with |ess than 500, 000 access |ines
and, performance standards.

Comments were subnmitted by ten parties.® In addition,
58 peopl e conmmented at one of the four public statenent hearings
hel d across the State, or by electronic nail or letter.
Finally, five legislative nenbers subnitted comments.? W
provi de bel ow a di scussion of the substantive comments. The
final rules we will adopt are contained in the Resol ution

attached hereto.

ANALYSI S OF COMVENTS AND DI SCUSSI ON

The formal comrents cover a broad spectrum of issues

with nost parties to the proceeding being in favor of the rules
substantially as proposed. Verizon, Time Warner, and Choi ce One

suggest little, if any changes stating that the proposed rules

! Formal conmments were received from Verizon New York Inc.
(f/k/a New York Tel ephone Conpany) (Verizon), Tinme Warner
Telecom Inc. (Tinme Warner), the New York State
Tel ecommuni cati ons Associ ation, Inc. (NYSTA), Cablevision
Li ght path, Inc. (Cablevision), AT&T Comruni cati ons of New
York, Inc. (AT&T), the Tel ecommuni cations Resellers
Association (TRA), the NYS Consuner Protection Board (the
CPB), Choice One Comuni cations of New York, Inc. (Choice
One), the NYS Attorney General (the AG, and the
Communi cati ons Workers of Anerica (CW).

2 The legislators who wote letters included Assenbl ynenbers
Robert Sweeney, Al ex G onack, David Townsend, Jr., and
Barbara C ark. Senator Toby Staviskey also wote a letter.
Assenbl ymenber Sweeney wote two |etters.
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represent a reasonable conpronise of parties’ interests. AT&T,
TRA, and CPB suggest sone changes, but generally support the

rul es as proposed. Cabl evision and NYSTA propose fairly
significant changes to |lighten regulation on their respective

i nterest groups, the conpeting carriers, and the small i ncunbent
carriers. The AG proposes additional rules with the view that
continued oversight of |ocal exchange carriers is necessary to
protect the consunmer despite the introduction of conpetition.
Finally, the CWA urges significant nodifications to the proposed
rules in order to strengthen themin conparison to the existing
rules. Aside fromthe formal comrents, statenents received from
the public generally support the position of the CWA, as these
commenters tended to be CWA nmenbers. Also, the state

| egi sl ators who wote letters on this subject tended to support
the CWA position.

The nore significant nodifications suggested in the
formal comments of the parties can be grouped into the follow ng
nine categories: 1. Strengthening of the Existing Standards,

2. Application of the Proposed Rules, 3. Responsibility for

Fai lures Under the Rules, 4. Reporting Requirenents, 5. Changes
to the Custonmer Trouble Report Rate Metrics, 6. Changes to
Installation Standards, 7. Retention of Rebate Plans, 8. Trouble
Reporting, and 9. Ot her Issues. No new issues are raised in the
formal comments, and all of these issues were fully exam ned
during the two-year coll aborative phase of this proceeding.
Nevert hel ess, these issues are addressed below. Following this
di scussion is a summary of other, |less significant issues raised
in the comments. Wiile we are adopting the proposed rul es

wi t hout change, we are meking sonme m nor nodifications to the
associ ated Uni form Measurenent Guidelines to clarify the

cal cul ation of the performance results of certain standards.

The Uni f orm Measurenent Cui del i nes docunent is a statenent of
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policy intended to clarify the rule. As such, it will not be
filed with the Secretary of State but will be nmade available to

all parties.

St rengt heni ng of the Existing Standards

Only two parties recomrend changes to the proposed
rules in order to strengthen them The Conmuni cati ons Wrkers
of Anerica recomends across-the-board nodifications that not
only would revert back to the existing standards, but would al so
make those standards nore stringent. The Attorney General
recommends |imted changes to the proposed rules in the areas of
hal f-day installation appointnents, creation of a directory
assi stance accuracy requirenent, and retention of a directory
assi stance speed of answer netric. W will not adopt any of
t hese recomendati ons.

The CWA states that the proposed rules would pl ace
consuners, workers, and econom c devel opnment at risk in New York
State. It clainms that conpetition for |ocal exchange tel ephone
service will not necessarily ensure inproved service quality,
and that very specific and detailed regulatory requirenents for
service quality, equally applicable to all providers in the
State, are a continuing necessity. For exanple, it reconmends
that all providers report on all established netrics, that
standards be set at 100% performance rather than parti al
performance, that rebate plans be strengthened and expanded to
i nclude service affecting trouble reports and that new standards
be inmposed further limting the use of automated response units.

The CWA's recommendati ons essentially represent a
conplete rejection of the proposed rules with only m nor
exceptions. However, the proposed rules are but an extension of
changes adopted by the Comm ssion in its Conpetition I
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proceeding in 1996.' During the intervening years, as
conpetition has been introduced into nore markets and services,
service quality for consuners has inproved across the State.
There is no evidence of a need to increase the regul atory burden
on service providers, particularly when conpetition may provide
consuners with benefits that increased regulatory requirenents
may precl ude.

The Attorney Ceneral recommends that service providers
of fer half-day installation appointnments in order to provide
consuners with the added conveni ence of knowi ng what part of the
day to expect service to be installed. The proposed rules do
not contain such a requirenment because a devel opi hg conpetitive
mar ket pl ace nost likely will neet this need. The Attorney
Ceneral proposes rebates to consuners for any cost of obtaining
directory assistance when the information provided turns out to
be inaccurate. It believes that not charging for inaccurate
directory service informati on should be a m nimal expectation
fromall providers. Additionally, the Attorney General would
retain a speed of answer netric for directory assistance
operators, asserting that statew de conpetition for directory
assi stance has not devel oped sufficiently to justify conplete
deregul ation. The proposed rules contain no provisions wth
respect to directory assistance, as adequate, conpetitive
alternatives exist for end users froma nunber of statew de
directory assistance providers. The alternatives include
Verizon, AT&T, WorldCom the internet, and other sources of

i nformati on.

1 Case 94- G 0095, Proceedi ng on the Provision of Universal
Service and to Devel op a Regul atory Framework for the
Transition to Conpetition in the Local Exchange Market,
Opi nion No. 96-13 (issued May 22, 1996).
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Appl i cation of the Proposed Rul es

Two of the parties conmented that the Comm ssion not
apply the service standards equally to all service providers.
Cabl evi si on suggested that the Conm ssion exenpt conpetitive
| ocal exchange carriers (CLECs) fromthe proposed rules, unless
a pattern of poor performance occurs. Cabl evision s reasoning
is that new conpetitors in the nmarket nust provide their
custoners with superior service if they are to survive. Thus,
it is unnecessary for the PSC to inpose "burdensone” perfornmance
standards and reporting requirenments. |In case the Conm ssion
decides to apply the standards to CLECs, Cabl evision proposes as
an alternative, that the Conmm ssion inpose only service quality
standards and reporting requirenments on those CLECs who are the
obj ect of nunerous conplaints to the Comm ssion, or are
ot herwi se suspected of providing substandard perfornance.

Anot her alternative proposed by Cablevision is that CLECs be
subj ected to the service standards for a six-nonth trial period,
after which the Conm ssion would grant an automatic exenption
for any CLEC denonstrating a high | evel of service.

Argunents such as those rai sed by Cabl evision were
considered at length by participants in the collaborative
proceeding. At that tinme, it was decided that conpetition would
i ndeed be a driver for good service quality, but that
facilities-based CLECs nust report CTRR results, in order for
t he Conmm ssion to be assured that the overall telephone network
was wor ki ng properly. Furthernore, the rules as proposed
accommodat e the concerns Cabl evi si on expressed i nsofar as they
require CLECs to report only Custoner Trouble Report Rate (CTRR)
results as long as they serve fewer than 500,000 access |ines.

The Tel ephone Resell ers Association (TRA) recogni zes
that the proposed rules contain a provision for the Conm ssion
to wai ve service standard reporting requirenents for service

-6-



CASE 97-C 0139

provi ders who rely on an underlying service provider. TRA
opi nes that service providers such as resellers who rely on
under |l yi ng service providers should not be held responsible for
service quality performance standards that they are incapable of
controlling or maintaining. Therefore, TRA asks the Conmmi ssion
to explicitly declare that some rules, such as network
mai nt enance, and directory-publishing requirenents, are
i napplicable to resellers and the like. Al so, TRA, Cablevision,
and AT&T believe that the Comm ssion should not hold CLECs or
resellers responsible for any failure to achieve a perfornmance
standard if the poor performance was the fault of an underlying
service provider. In particular, these cooments focus on the
Percent Initial Basic Local Service Oders Installed Wthin Five
Days nmetric. |In cases when a CLEC i s dependent on the incunbent
| ocal exchange carrier (ILEC) to furnish all or a portion of the
service, the CLEC nmay be unable to neet the mandated five day
interval. Likew se, for the Percent Qut-of-Service Over 24
Hours nmetric, the CLECs could often be dependent on the ILECs in
order to repair service in a timely fashion

This i ssue was discussed at length in the
col | aborative. It was understood that service providers,
especially resellers and UNE-P providers, may not be responsible
for any standards over which they exert no control. |In these
cases carriers may request waivers of relevant portions of the
rule fromthe Director of the Ofice of Conmunications. It is
i nportant to remenber that the purpose of the service standards
is not to penalize or otherwi se burden service providers, rather
to protect the service providers’ end users from unacceptably
poor service. 1In the event that the Commi ssion is conpelled to
investigate a reseller’s or CLEC s service quality problens, the
service provider would be able to present a case that any poor
performance was the fault of an underlying service provider
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Reporti ng Requirenents

Currently all service providers serving up to 50, 000
access lines are considered "small" conpanies and are required
to report only the CIRR performance. Carriers who serve between
50, 001 and 500, 000 access lines are considered "nedi umsized"
conpanies and are required to report Percent Qut-of-Service
Troubl e Reports Over 24 Hours (005>24) and Percent M ssed Repair
Appoi nt mrent performance, while "l arge-sized" conpani es, those
whi ch serve in excess of 500,000 access lines, are required to
report performance on all of the performance netrics in Part
603. The proposed rules would elimnate the "nmedi umsize"
category whereby all service providers who serve 500, 000 or
fewer access lines would only have to report CTRR perfornance,
unl ess otherw se specified by the Director of the Ofice of
Communi cations. Those service providers serving in excess of
500, 000 woul d be required to report on all netrics.

The Consuner Protection Board (CPB) and the Attorney
CGeneral (AG) object to the proposed reporting structure, and
urge that the Conmmi ssion retain the nediumsize category. The
Attorney Ceneral questions reliance on the Conmm ssion’s power to
direct a provider to begin reporting nore than CTRR service
performance, finding it inadequate custoner protection. CPB
suggests that other metrics, with CTRR, the Percent Qut-of-
Service Troubl e Reports Over 24 Hours (0O0>24) and Percent
Instal |l ati ons Conpleted Wthin Five Days performance netrics,
have inplications for the public’'s health and safety and thus
ought to be reported by the nmedi umsized conpanies. Both
parties also argue that conpetition has not evol ved sufficiently
to warrant such a change in the rules. CPB finds that reporting
on these few neasures is not burdensonme, and that the 50, 000-
access line threshold ought to be retained, while the AG
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recommends that the Conm ssion consider raising the nmediumsized
t hreshold from 50,000 to 100, 000 access |ines served.

The reduction in reporting requirenents is a
reasonable way to streamine regulations at this tine,
especially for conpetitive carriers entering the market.
Because it involves the integrity of the network itself, CTRRis
the only netric that the Conmm ssion has to nonitor on a regular
basis in order to protect the public interest. Wth regard to
long repair and installation intervals, the Comm ssion may
i nvestigate any service providers if there are excessive
Comm ssion conplaints in these particul ar performance areas.
And, in those |locations where there are nmultiple service
provi ders, the existence of conpetition should allow custoners
to choose the service provider who is best able to serve them
In any case, all service providers are expected to follow all of
the Comm ssion’s standards, even if they are not required to
report results to the Comm ssion. Thus, if conplaint |evels or
other factors trigger a service quality investigation, the
Commi ssion will be able to direct a conpany to report its
results at that tine

AT&T coments that a service provider's reporting
t hreshol d shoul d be based solely on the nunber of access |ines
that it serves via its own facilities; i.e., lines which the
service provider serves on a resale basis or via Unbundl ed
Net wor k El ements not under its direct control should not count
towards the 500,000 threshold because the service provider
cannot control the service quality on those lines. AT&T' s
position appears to be reasonable. However, as AT&T itself
noted, the rules already contain a provision for service
provi ders to request exenptions fromany or all reporting
requi renments when service providers serve access |ines which
they do not directly control. AT&T s request is, in essence, a

-0-



CASE 97-C 0139

wai ver request that would be addressed by the Director of the
O fice of Conmunications, as set forth in the proposed rules.

The New York State Tel ephone Associ ation (NYSTA) notes
that Section 603.4(c) of the proposed rul es establishes
reporting requirenments on service providers based on the nunber
of access lines served by the service providers unless otherw se
specified by the Director of the Ofice of Conmunications.

NYSTA seeks clarification and assurance that such service

provi ders which are only required to report CTRR do not have to
continuously neasure the performance on all other netrics of
Part 603.

As stated in Section 603.1(a), the proposed rul es
apply to all telephone corporations that provide |ocal exchange
service. Oher than the Uniform Measurenment Cuidelines, which
clarify how the netrics ought to be neasured and reported, each
conpany has the discretion to neasure its performance in the
manner best suited to it. In the event of a service quality
i nvestigation by the Comm ssion, the targeted service provider
will be expected to denonstrate conpliance with the Conm ssion’s
st andar ds.

TRA, citing cost concerns for smaller service
provi ders, suggests that the Conm ssion consider allow ng
service providers to submt their nonthly service quality
reports on a quarterly basis. Mnthly reporting is not
bur densone, and Section 603.4 of the proposed rules allows the
Director of the Ofice of Conmunications to offer such
flexibility upon denonstration of hardship by any affected

service provider.

Changes to the Custonmer Trouble Report Rate Metrics

The proposed rules contain two netrics applicable to
CTRR.  First, all service providers are to neet a CTRR for each
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central office, each nonth, of 5.5 reports per 100 lines (RPHL)
or fewer. Second, those service providers with seven or nore
central offices should have 85% or nore of their central offices
at or below a CTRR of 3.3 RPHL each nonth (the 85% rule).
Parties suggested several changes to these two associ ated rul es
for CTRR

NYSTA recommends changi ng the applicability of the 85%
rule fromthose service providers with seven or nore central
of fices to those service providers with 1 mllion or nore access
lines. Its recomendation is based on a perceived high cost
burden to nmedi um si zed providers (those with nore than 50, 000,
but | ess than 500,000 lines). Cablevision and the AG woul d
elimnate the 85%rul e altogether because they believe it
creates a dual standard wherein smaller service providers are
allowed to neet a |ower standard than those with seven or nore
central offices. They assert all consunmers should expect the
sane | evel of performance regardl ess of the size of the service
provi der.

These issues were fully addressed during the
col | aborati ve phase of the proceeding. These two CTRR netrics
taken together are designed to mnimze the need to file
corrective action reports! for poor performance in a given

central office, and prevent any backsliding fromthe current

| evel of service quality experienced statewide. Initially,
Staff advocated a single CIRR netric based on a 3.3 RPHL
performance | evel. However, this would have led to a |large

nunber of corrective action reports being filed by service

provi ders even though service quality statewide is generally

! Under the proposed rules, service providers nust file a

Service Inquiry Report, a corrective action report, whenever a
central office fails to neet the CTRR standard for two out of
t he previous four nonths.
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good. By establishing a per central office nmetric of 5.5 RPHL
t he nunber of corrective action reports is reduced to a | evel
nore reflective of the current statew de | evel of service
quality. The 85%rule is necessary in order to prevent
backsl i di ng.

Al'l consuners will receive conparable |evels of
service quality. Small service providers, those with | ess than
seven central offices, have traditionally performed at or bel ow
3.3 RPHL per nonth. These providers are not |likely to allow
their service quality to deteriorate, especially because of the
close ties they maintain with the conmunities they serve.

Larger providers also strive to provide good service quality,

but are faced with a |arger geography that often can be
demanding. The 85%rule will ensure that the current |evel of
service quality is maintained, and al so avoid unduly burdeni ng
these providers with a | arge nunber of corrective action reports
that would result if the CITRR per central office were set at 3.3
RPHL rather than 5.5 RPHL.

We do not expect that the proposed 85% rule wll
i npose additional cost to mediumsized providers. Analysis of
service data over the past year indicates that nedi umsized
providers are already in conpliance with this rule. These
carriers need only continue their efforts to maintain service

quality in order to nmeet this rule in the future.

Changes to Installation Standards

The proposed rules would require service providers to
install at |east 80% of initial basic |ocal exchange service
access lines within five days, and to m ss no nore than 10% of
installation commtnents for basic | ocal exchange service. CPB
does not object to the application of installation standards
only to initial basic |ocal service, because the initial access
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line is required for public health and safety. However, CPB
sees no reason to weaken the threshold |evel fromthe current
85% installation orders conpleted within five days to 80%
NYSTA, on the other hand, recomends that the Comm ssion retain
the existing nmetrics and performance thresholds, which do not
[imt the metrics to initial basic |ocal service. Initial
service orders for basic service usually take |onger than other
types of installations (e.g., an order for an optional service
such as Call Waiting), since a custoner prem se visit my be
required. Reducing the Installations Conpleted Wthin Five
Days performance threshold from85%to 80%is not |enient
enough, according to NYSTA, because only the toughest 20%to 30%
of installations would be covered by the new netric. Also,
retaining a Percent Mssed Installations threshold at 10% while
elimnating fromthe cal culation the easiest orders to conplete
on time, is burdensome. Thus, renoving the easiest
installations fromthe installation netrics would place a
significant burden on the service providers according to NYSTA,
because service providers would either have to increase their
costs in order to install all types of installations quickly, or
service providers would need to redirect their resources away
fromother types of orders to focus nore closely on the initial
service orders.

The proposed changes to the installation netrics
correctly focus the service providers' attention on assuring
t hat custoners receive their initial basic |ocal service line in
atinely fashion. Mst orders other than initial basic service
orders are conpleted electronically and are al nost al ways
conpleted well within five days, and in accord with the
installation commtnent offered by the conpany. The initial
basi c service line, which establishes a custonmer’s link to the
entire tel ephone network, is inportant froma public interest

-13-



CASE 97-C 0139

standpoint. Thus, while it is inportant froma business point
of view for conpanies to neet all service order requests in a
timely fashion, the initial basic service line, should be
protected within the framework of m ninum service standards as
proposed. In recognition, however, that basic |ocal access
lines can be nore tinme consumng to initiate, it would not be
reasonabl e to keep the performance threshold for Orders

Compl eted Wthin Five Days at the existing 85% | evel. The
proposed reduction to 80%  recogni zes the fact that the revised
metric will address a nore difficult subset of installation
orders, and al so represents a reasonable |evel of protection for

consuners.

Retenti on of Rebate Pl ans

CPB woul d retain existing consuner rebates (existing
rules Parts 603.14 and 15) that give end users sone conpensation
for poor service resulting from conpany error or negligence.

The existing rules require service providers to give rebates to
end users whenever there is consistently poor maintenance
performance in a given central office, or when under certain
conditions, an installation appointment is missed.® The proposed
rules elimnate mai ntenance and installation rebates, but
recogni ze that existing tariffs require end user credits for

out - of - servi ce conditions.

In stream ining the proposed rules, the intent was to
identify those existing rules that were either obsolete, or

woul d i kely becone so as a result of devel opi ng conpetition for

! Generally and subject to various conditions, a maintenance
rebate is triggered by the CTRR of a given office being at or
above 8.4 RPHL for at |east three consecutive nonths. An
installation rebate is given only by those service providers
that offer full-day rather than hal f-day appointnments, and the
m ssed appointnent is due to a conpany fault.
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| ocal tel ephone service. There have been no mai nt enance rebates
given since this plan was instituted, and simlarly, there have
been very few installation rebates. The proposed rules
elimnate these rebate plans, because they are rarely triggered
and have been | ess effective than tariffs performance regul atory
plans currently in effect. These provisions and conpetition
wi |l provide inproved service performance from conpeting service

providers to the benefit of end users.

Tr oubl e Reporting

The TRA notes that the proposed rules, Section
602. 7(b), inpose a requirenment on service providers to have
representatives available at all hours to receive custoner
trouble reports. TRA says that paying for 24-hour staffing of a
custoner service center with Iive representatives would be a
costly undertaking, especially for new service providers with a
smal | customer base. As an alternative to live representatives
avai |l abl e 24 hours a day, TRA requests that the Comm ssion allow
service providers to conply with this regulation via provision
of an automated voi ce response system whi ch woul d be capabl e of
accepting voi ce nessages and pagi ng an on-call representative.
The on-call representative could, if need be, respond to a
custoner via return phone call. Another suggestion by TRAis to
nodi fy the proposed rule to explicitly allow conpanies to conply
with the 24-hour custoner representative availability via
provi sion of an emergency contact nunber after business hours.

The provision of an energency contact nunber after
busi ness hours woul d satisfy the requirenents of Section
602. 7(b) as long as a live representati ve answers the energency
nunber. Voi ce nmessaging and paging would not. It is inportant
t hat consuners have the ability to report problens with their
service at any hour in view of the public safety aspects of
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t el ephone service. The paging option could lead to situations
where a specific page is not returned in a tinmely manner, and
could lead to | onger periods of service problens than necessary.

Therefore, the paging option is not adopted.
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O her | ssues

Uni form Measur enent Cui del i ne Modificati ons

Sonme parties suggest mnor nodifications to the
proposed Uni form Measurenent Gui delines. These guidelines set
forth basic nmethods of cal cul ating perfornmance results under the
proposed standards for all service providers to follow. Verizon
suggests changes to the definition of an enpl oyee report, calls
to be counted/ not counted as trouble reports, neasured reports,
and the exclusion of Sunday and holiday periods. The nethod of
calculating final trunk bl ockages shoul d reference the busy
hour. AT&T suggests that the definition of central office
entity should be expanded to "central office or like entity," to
recogni ze the potential that service providers may use "hybri d-
fiber-coaxial" platforms. Finally, AT&T suggests that its
Digital Link Service be listed in the guidelines as excl uded
fromthe nmeasurenments because "in nost instances, the service
does not provide dial tone."

The guidelines are a |iving docunent neant to be
revised relatively quickly by the Director of the Ofice of
Conmmuni cati ons as the network evol ves. Consistent nethods of
nmeasur enent are needed for the standards of Part 603 for
application to all service providers, even those providers
enpl oyi ng new or future technology. Wth one exception we favor
all of the suggested nodifications to the guidelines which wll
be adopted. Wth respect to Digital Link Service, AT&T should
present its case to the Director of the Ofice of Communications
for possible exclusion fromthe services neasured under Part
603.

Specific Metric Measurenents

Percent Qut of Service Over 24 Hours (%900S>24)
and Percent Service Affecting Over 48 Hours (%SA>48)
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AT&T and Cabl evi sion note that for purposes of
cal cul ati ng %005>24 and %GA>48 results, the Uniform Measurenent
Qui delines say that the trouble duration clock will continue to
run during periods of time when the conpany is denied access to
a custoner’s prenm ses. They suggest that periods of "no access”
shoul d be excluded fromthe nmetric cal cul ati on because it is
unfair to penalize a service provider for not fixing a trouble
when the cause of the extended outage is beyond the conpany’s
control. They al so suggest that including tines of no access
woul d create a false inpression that service is worse than is in
fact the case.

The cal cul ati on of O0S>24 Hours results has al ways
i ncl uded periods of no-access to custoner prem ses. |ndeed, we
do not demand cl earance of 100% of troubles within a certain
time interval (either 24 or 48 hours) because we expect sone
trouble reports will |ast |onger due to conditions beyond the
service providers control such as no-access conditions. I|If we
were to exclude the tine of no-access to custoner prem ses, we

woul d al so be inclined to raise the performance threshol d.

Percent M ssed Repair Appoi ntnents

The proposed rules call for the elimnation of the
Percent M ssed Repair Appointnment (MRA) netric. The Attorney
Ceneral urges the Comm ssion to keep the MRA netric because
m ssed repair appointnments are one of the npbst annoying and
i nconveni encing repair issues froma custoner’s viewpoint. The
substitution of Service Affecting Troubles Not Cleared within 48
Hours is not an adequate substitute, according to the Attorney
Ceneral, because this nmeasure does not tell how long the
custoner was kept waiting for the trouble to be fixed.

The existing M ssed Repair Appointment netric is
deficient in that it allows conpanies to achieve the performance
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threshol d by setting repair appointnment intervals as |ong as

t hey Iike. To close that | oophole, the Percent Service
Affecting Over 48 hours netric was introduced to provide
carriers and custoners alike an outer range of acceptability for
clearing service affecting troubles, and to ensure that al
trouble reports generally be cleared within an expected
timeframe (out of service troubles are already covered by the
Percent Qut of Service Over 24 hours netric). |In addition,

al though we agree with the AG that m ssing repair appointnents

i s inconvenient to customers, service providers can distinguish
t hensel ves in an era of conpetition by keeping appointnents with
consuners. W note that the proposed rules still require
appointnments to be made and kept but we will not be neasuring

performance in this area.

Answer Ti ne

AT&T clainms that it cannot easily provide state-
specific answer tinme performance results under proposed rule
603. 3(h), and wi shes to submt nore broad data (e.g.,
nati onw de) as a reasonabl e substitute. The AG objects to
"l owering"” the standard for response tinme on business office and
repair office calls from90% answered in 20 seconds to 80%
answered in 30 seconds, and the inclusion of 15% of abandoned
calls and 10% of bl ocked calls in the performance results.

AT&T s request to submt nore broad answer tine
performance data is not reasonable. The ability to produce
state-specific results was di scussed during the coll aborati on,
and parties (including AT&T) did not object at that tine. W
note that nodern equi pnment is capable of being arranged to
produce the data required by proposed rule 603.3(h).

The AG argues agai nst the proposed | owering of
busi ness office and repair office answer tine standards. In
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fact, we believe that consunmers will not notice the change in
the standards. This is based on analysis (during the
col | aborati ve phase of the proceeding) of a nunber of years of
Verizon’s performance data. Conplaints are | ow when perfornmance
nmeets 80% answered in 30 seconds. To continue the existing
answer time standards for business and repair offices is to
pl ace unreasonabl e and unnecessary costs on service providers
for a level of service that consunmers do not require.

The AG proposes that 100% of calls abandoned and
bl ocked be included in the standard. During the collaboration,
it was recogni zed that inclusion of all such calls could require
staffing I evel s nuch higher than the current standard inposes
and result in a phenonenally high and costly standard. Wen
conplaints are considered, and 100% of abandoned and busy calls
are included, an equival ent standard of around 65% 70% answer ed
in 30 seconds results, in conparison to the proposed standard.
Rat her than establish a standard of only 65% answered in 30
seconds, we choose a nore reasonable | evel of 80% answered in 30
seconds, inclusive of 15% of abandoned calls and 10% of bl ocked
calls. Qur experience indicates that conplaint |evels reduce to
nearly zero when Verizon was performng at 80% answered in 30

seconds as proposed in the adopted standards.

Aut omat ed Responses to Billing and Repair Calls
Cabl evi sion and the TRA argue that rule 602.3(b) which

limts the time allotted in an automated response to 60 seconds

when a consuner calls about repair or billing i ssues may be
especially difficult and costly for smaller service providers,
and may not allow sufficient time to supply val uable
information. They suggest that the m ni num be increased to no
| ess than 90 seconds.
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TRA provides no support for its claimthat the
interval nmay | ead to unreasonable costs for smaller service
providers. The interval of 60 seconds actually allows
considerable time to convey information to a calling party
wi t hout unduly burdening the consunmer with an autonated
response. Furthernore, the 60-second |limt applies only to
repair and billing issues, not to service ordering. W wll

retain the 60-second interval.

Vol unt ary Suspensi on

The proposed rule deletes a provision in the current
servi ce standards (Section 602.5) requiring service providers to
suspend commruni cati ons service at the request of the consuner
for up to one year. The current rule also requires conpanies to
provi de a voluntary suspension rates in their tariffs. The AG
urges the Comm ssion to preserve this regulation. The AG argues
that the elimnation of this provision would affect service for
| ar ge nunbers of consuners who naintain seasonal households in
New York. The AGis particularly concerned that, although
proposed Section 603.5(d) requires operator/ 911 energency access
to be maintained on voluntarily suspended |ines, the proposed
rul es do not conpel service providers to offer voluntary
suspensi on to consuners.

A regul ation requiring conpanies to provide voluntary
suspensi on service is not needed to protect the public welfare
and the service will likely be provided voluntarily. Industry
participants in the proceeding advised that it is actually |ess
costly to provide this service than to termnate, then
reconnect, service. By renoving this provision fromthe service
standards, we do not automatically allow the |ILECs and ot her
conpanies to renove this service fromtheir tariffs. W do not
expect conpanies to renove this service offering fromtheir
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tariffs, and we will nonitor effects on consuners if any conpany

wi t hdraws vol untary suspension service fromits tariff.

Billing

AT&T believes that proposed rule 602.6(a) should be
clarified to allow service providers the ability to summari ze
| ocal calling nessage units on an end user’s nmonthly bill. In
part, the proposed rule reads as follows: "Local service
charges may be billed one nonth in advance and nmay be listed as
a single flat fee." This wording provides the ability to
sumari ze | ocal nessage units in the manner desired by AT&T, and
needs no nodification. However, item zed billing detail is nore
specifically addressed in proposed rule 602.6(e) requiring

consuners to be given item zations in cases of billing disputes.

Directories

Proposed Section 602.10(d) governs a tel ephone
conpany’s obligations in the case of directory publishing
errors. AT&T agrees with the rule, but suggests that it be
suppl emented to prescri be the assignnent of cost responsibility
for directory publishing errors. If the I LEC were responsible
for the directory error, AT&T would have the |ILEC bear the
CLEC s costs for maintaining intercept nmessages and the |ike.
Conversely, if a CLEC were the responsible party for the
directory error, the CLEC woul d bear the required costs.

The issue raised by AT&T is not within the purview of
the end user service standards. AT&T should deal directly with
| LECs, perhaps in the context of interconnection agreenents.
This provision will not be added to the rate.

Wi |l e not suggesting any changes at this tinme, Choice
One suggests that Section 602.10, dealing with directories, my
have to be nodified when conpetitors gain a "nmeani ngful" share
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of the available market in New York. Currently, the |ILEC nust
publ i sh CLEC nunbers to allow a unified directory. Wth robust
conpetition, a unified single-provider directory nmay not be the
nost econom ¢ and useful way to provide directory information,
according to Choice One. W wll deal with such issues as they

arise in the future.

Tel ephone Rel ay System

Choi ce One suggests that proposed Section 602. 8,
dealing with the Tel ephone Relay System for the hearing
i npai red, does not belong in the Tel ephone Service Standards.
| nsof ar as the representatives in the Tel ephone Rel ay System are
providing a formof "operator service" to the clientele who use

the system it is an appropriate service standard issue.

NXX Codes

Choi ce One advocates an addition to the proposed rul es
that would require | ocal exchange carriers to update their
networks for new or recently nodified routing information such
as exchange codes. It proposes that parties work cooperatively
to draft such a rule to facilitate the conpletion of calls over
t he networKk.

We believe that such problens are relatively rare, and
in the past have been easily resolved. Because of this, we do

not see a need for a rule associated with exchange codes.
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Publicly Avail able Service Data

The AG proposes an addition to proposed rul e 602. 4,
Public Information, to require disclosure of service quality
performance results data for consideration together with price
and service features in the selection process.

Currently, all service quality data submtted under
Part 603 is public, and will remain so under the proposed rul es.
Staff reports concerning service results are generally public
docunents. Because such information is currently public, and
wi |l becone nore readily avail abl e when placed on our website,

there is no need to establish a rule.

Fut ure Rul e Changes

Choi ce One advocates that we institute a sinple way to
make changes to the service standards in the future, based on
changes in technol ogy or innovation by conpanies. The proposed
Uni f orm Measurenent GCui delines are a neans of addressi ng changes
i n neasurenment practices that may be necessary as a result of
changi ng technol ogy and market conditions. Changes to the
guidelines are to be delegated to the Director of the Ofice of
Communi cations such that any future proposed nodifications can
be addressed quickly. Wile a quick mechanismto change the
standards thensel ves woul d perhaps be desirable, the Conmm ssion
may not deviate fromthe procedures prescribed by |aw for
changi ng the Comm ssion’s Rules and Regul ati ons, of which the

Tel ephone Service Standards are a part.

SECQRA REVI EW

We have reviewed the proposed regul ati ons pursuant to

the State Environnental Quality Review Act and its inplenenting
regul ations and find that they are Type Il actions (those
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previously determ ned not to have a significant adverse effect
on the environnent) within the meaning of 16 NYCRR § 7.2(b)(5).

CONCLUSI ON
Havi ng consi dered the conments received concerning the
proposed revisions to 16 NYCRR Parts 602, 603 and Section 644. 2,

we wi Il adopt the revisions as shown in the attached Resol ution.

By the Conmi ssion,

( SI GNED) JANET HAND DEl XLER
Secretary
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STATE OF NEW YORK
PUBLI C SERVI CE COWMM SSI ON

RESCLUTI ON BY THE COWM SS| ON

Statutory Authority
Public Service Law, Sections 4(1), 94(2)

CASE 97-C- 0139 - Proceeding on Mdtion of the Conm ssion to
Revi ew Service Quality Standards for Tel ephone
Conpani es.

At a session of the Public Service Comm ssion
held in the Cty of Al bany, on Septenber 20, 2000, the
Comm ssion, by a unaninous vote of all of its nmenbers present:

RESOLVED:

1. That the provisions of Section 202(1) of the State
Adm ni strative Procedure Act and Section 101-a(2) of the
Executive Law having been conplied with, Title 16 of the officia
conpi l ation of Codes, Rules and Regul ations of the State of New
York is anmended, effective upon publication of a Notice of
Adoption in the State Regi ster, by repealing existing and
replacing Parts 602, 603 and Section 644.2 with provisions
Parts 602 and 603 and Section 644.2 of Subchapter A as shown on
the follow ng 21 pages.

2. That the Secretary to the Comm ssion is directed to
file a copy of this Resolution wwth the Secretary of State.
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PART 602

CONSUVER RELATI ONS AND OPERATI ONS MANAGEMENT

602. 1 DEFI NI TI ONS

The follow ng definitions apply to Part 602, Consuner Rel ations,

and Part 603, Service Standards Applicable to Tel ephone

Cor por at i ons:

602. 1(a) Service Provider - A tel ephone corporation certified
in New York State with the authority and tariff to

provi de | ocal exchange service using either its own or

| eased facilities.

602. 1(b) Basic Local Service - The provision of access to: one

party line service, local/toll calling, |ocal usage,
tone di aling, energency services, assistance services,
t el ecommuni cations relay services, directory |istings,
privacy protections and non-published service
associated with the public sw tched network.

602. 1(c) Local Exchange Service - Any formof sw tched

t el ecomruni cati ons provided within a defined
geographi c area known as the local calling area.
602. 1(d) Custoner Service Center - Any functional entity where

consuners can initiate comuni cation with the service

provider for installation, billing, repair, operator
and ot her services.

602. 1(e) Access Line - A tel ecomunications channel of varying

size with an associ ated tel ephone nunber.

602. 1(f) Business Ofice - Any functional entity which accepts

service orders, billing inquiries and/ or provides

consuner information.
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602. 1( g)

602. 1( h)

602. 1(i)

602. 1(j )

602. 1(k)

602. 1(1)

602. 1(m)

602. 1(n)

Repair Ofice - Any functional entity which receives

troubl e reports.

Trouble - Atrouble is an inpairnent of the tel ephone
network, or a deviation fromits design

speci fications.

Cust omrer Troubl e Report - The record of when the

repair office personnel receives notification of a
troubl e or perceived trouble by a subscriber, third
party, or enployee acting as a subscriber or when

ot her enpl oyees receive notification of a trouble or
percei ved trouble by a subscriber, third party, or
enpl oyee acting as a subscriber and refers the report
to the repair office.

Initial Report - The first custoner trouble report

associated with a specific trouble for which there is
no pendi ng report.

Qut-OF-Service - Aclassification of a trouble report

where the custoner indicates either: (1) an inability
to conplete incomng or outgoing calls; or (2) the
presence of interference which causes connected calls
to be inconprehensible. Oher service difficulties
(slow dial tone, busy circuits, etc.) shall not be
consi dered out-of-service conditions.

Service Affecting - Al trouble reports not

categorized as out-of-service will be considered
service affecting.

Final Trunk Group - The | ast choice group of common

interoffice comruni cations channels for the routing of
| ocal, operator and/or toll calls.

Operator Assistance - The act of providing a consumner

with help in placing a call including collect, third

party billed, person-to-person and energency calls.
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602. 1( 0)

602. 1(p)

Answer - The point in tinme when a call has been
delivered to a representative who is ready to render
assi stance and/or accept the information necessary to
process the call. An acknow edgnent that the custoner
is on the line does not constitute an answer.

Subsequent Report - Any customer trouble report that

is received prior to the closing of its associated

initial report.
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602. 2 GENERAL PROVI SI ONS

As indicated by their wording, a nunber of regulations in this
Part prescribe the normal procedures and practices to be
directed in good faith by the service provider. However, the
regulations in this Part are not intended to govern the

i npl enentation of such procedures in individual instances. The
execution or non-execution of such procedures and practices in
i ndi vidual instances is not the sole indicator of whether the
service provider has provided adequate service to a particul ar

consuner or dgroup of consuners.

602.3 CUSTOVER SERVI CE CENTERS

602.3(a) Service providers shall ensure that custoners have
conveni ent access, by a toll free tel ephone number or
in person, to custoner service centers.

602.3(b) In instances where automated responses are used to
handl e billing or repair issues, service providers
shall configure their menu system such that a consuner
is able to be routed to a representative for billing
or repair issues within 60 seconds fromthe tinme the
aut omat ed response begins. In addition, service
provi ders may use additional neans of access (e.g.,
the Internet) that are not subject to this provision.

602.3(c) Service providers shall provide notice to their
custoners and to the public as to the neans of
contacting their customer service centers by notice on
the bill and other appropriate nmeans.

602. 3(d) Customer service centers ordinarily shall be
accessi ble to consuners during the normal working
hours in the community being served and at such ot her
times and in such other places as nay be warranted in

Sections 602.6(d) and 602. 7(b).
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602.3(e) Service providers shall strive to provide trained and

qgual i fied custonmer contact personnel.
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602. 4

PUBLI C | NFORMATI ON

Access to the following informati on shall be made avail abl e upon

request:
602. 4( a)

602. 4(b)

602. 4(c)

602. 4(d)

Rate information applicable to the area served by the
service provider, as provided by Part 630 of this
title.

Were a provider's rates are based upon rate area
boundari es, maps, listings or other formats used by
the provider showi ng rate area boundaries sufficiently
detailed that m | eage or zone charge can be

det er m ned.

I nformati on pertaining to changes in services and
rates as proposed in an informational filing or a
pending tariff or rate filing.

Upon recei pt of a request froma consunmer for copies
of the above described information, the service
provider will provide a single copy of the information

requested, up to 25 pages, w thout charge.

602. 5 SERVI CE ORDERS

602. 5(a)

602. 5(b)

Service providers shall receive and respond to
applications for tariffed services in atinely
manner. Upon the request of a consuner, each
service provider shall provide an explanation of the
rates, charges and provisions applicable to the
services avail able, respond to questions the
consuner may have, and provi de additional
appropriate information to assist the consuner in
obt ai ning the conmuni cati on service(s) that neet the
consumers' needs.

Where special charges for extraordi nary construction,

mai nt enance, replacenent costs, expenses or overtime
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602. 5(c)

602. 5(d)

602. 5(e) (1)

602. 5(e) (2)

work are not specifically set forth in a service
provider's tariff, the consunmer will be advised of
the options available. [If the service provider is to
perform any such work for a special charge, the
service provider shall offer the custoner the option
of accepting a good faith estimte of the charge to
be |l evied, or of being billed on an actual cost
basis. Once an estinmate is accepted by the custoner
it will becone binding on both parties, and the
cust oner pays the estimated charge whet her the actual
cost is greater or less than the estimate.
Service providers shall notify custoners of
connection fees and provide an estimated first bill,
not reflecting usage charges, prior to processing the
custoner's request.

Each service provider shall inform new
residential customers of a 60 day grace period
wher eby such consunmer may select a different type of
basic local flat rate service or basic |oca
nmeasured rate service fromthat provider w thout
i ncurring any additional connection or installation
charges for basic |ocal service. A grace period
applies only when the consuner actually incurred an
installation charge for basic |ocal service.
Normal |y, the service provider shall offer a
consuner applying for its initial basic |ocal
exchange service an installation appoi ntnent
interval (e.g., the period of tinme that a prem se
visit is to take place) within five working days.
After such an offer, the consumer may nonet hel ess

agree to other terns that better nmeet the needs of
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t he consuner and the provider (e.g. installation

appoi ntnments for either norning or afternoon).

602.5(e)(3) Prior to an appoi ntnent, arrangenents to access a

602. 5(f)

necessary third party's prem ses shall be discussed
with the consuner.

Normal | y, when a service provider cannot neet a
comm tnment date to conplete an order, the provider
shal | nmake a reasonable effort to advise the

appli cant of the reason for the delay, and probable

date service will be provided.

602. 6 BI LLI NG

602. 6(a)

602. 6(b)

602. 6(c)

602. 6(d)

Service providers shall clearly list all charges and
credits on custoners' bills, which shall be issued
nmont hl y unl ess provided otherwi se by tariff. Local
service charges nay be billed one nonth in advance and
may be listed as a single flat fee. Al toll charges
shall be item zed to allow consuner identification

unl ess provided otherw se by tariff.

Credit shall be granted for any call for which a
charge applies when the consumer has reported that a
wrong nunber was reached or for that portion of a cal

t he consuner has reported as i nadequate for

conmuni cation, unless there is reason to believe that
an adequate connection to the desired party was

ef f ect ed.

Service providers shall require that agents authorized
to receive bill paynents on their behalf normally nmai
or report consumers' paynments wthin one business day.
Service providers shall have a representative
avai l abl e for the purpose of explaining charges on

bills and to adjust bill errors.
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602. 6(e) Upon reasonabl e consuner request, each service
provi der shall provide item zed statenents of charges,
if feasible, and if a custoner disputes a bill,
avai l abl e call detail bill information shall be
provi ded at no charge. However, requests for detailed
bill information normally bulk billed nay be provided

at an additional charge pursuant to tariff.

602. 7 CONSUMER COVPLAI NTS AND TROUBLE REPORTS

602. 7(a) Service providers shall provide full and pronpt
i nvestigation of conplaints, oral or witten, received
ei ther through normal reporting channels or through
t he Conm ssion, and appropriate responses shall be
made with respect to conplaints.

602. 7(b) Service providers shall have a representative
avai l abl e to receive custoner trouble reports at al
hours.

602. 7(c) Troubles of an energency nature shall be cleared at
all hours, consistent with the bona fide needs of
consuners and the personal safety of service provider
per sonnel .

602. 7(d) Al other out-of-service troubles not requiring
unusual repairs shall normally be cleared within 24
hours excl udi ng Sundays and hol i days.

602. 7(e) Commtnents nmade with consunmers should be kept. In
t he event of unavoi dabl e change by the service
provi der, such as if unusual repairs are required, or
rehabilitation progranms or other factors preclude
clearing of reported trouble pronptly, reasonable
attenpts shall be nmade to notify the customer as to

when the trouble will be cleared.
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602. 7(f)

602. 7(g)

During maj or service outages of extended duration, the
service provider shall nake every effort to informthe
general public of the details of the outage, including
the areas affected and a schedul e for expected service
restoral. Wenever reasonable and practical, affected
of fices shall be intercepted and call ers advi sed that
a service outage has taken place, in accordance with
accepted i ndustry standards.

Al'l local service providers shall assist consuners
reporting obscene, threatening or harassing calls, to

help in elimnating such calls.

602. 8 OPERATOR SERVI CES

602. 8(a)

602. 8(b)

Each service provider shall provide access fromits
exchanges at all hours to | ocal assistance operators
who shal |l be capable of connecting calls to

appropri ate enmergency services and/or other operator
services normally provided by | ocal exchange conpani es
or their designees, if the service provider is
responsi bl e for handling the call.

Al'l tel ephone corporations, either individually or in
concert with other tel ephone corporations operating
within the State, shall be responsible for insuring
the provision of a relay systemto enabl e
comuni cati ons between persons with hearing or speech
di sabilities, who use non-voice term nal devices, and
persons of normal hearing and or speech who use
conventional telephones. The systemshall operate on
a 24-hour basis. Al tel ephone corporations shal
provi de annual notice to advise custonmers of this
service. Pertinent information regarding the relay

system shall be included in tel ephone directories.
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602.8(c) Al service providers shall provide network overfl ow
to |l ocal operators on all originating trunking that
carries emergency calls destined for Enhanced 911
energency report centers. Each such call overfl ow ng
to the operator shall be identified as an energency
call, and the operator shall have Automatic Nunber
I dentification on the tel ephone |ine used by the
calling party. As an alternative to provision of
overflow to the operator on an origi nating basis,
service providers may install originating trunking
fromend offices to Enhanced 911 energency report
centers in such a manner that bl ocking on such trunks
is engineered for |ess than half the normal bl ocking
design of the public switched network. On a
termnating basis fromthe last central office to the
energency report center, overflow to the operator
(i ncluding Automatic Nunber ldentification and an
indication that the call was originally destined for

an energency center) shall always be provided.

602.9 | NTERCEPT
602.9(a) Intercept shall consist of operator intercept or a
sui tabl e recorded announcenent, providing sufficient
information to callers to indicate the reasons for
being intercepted as well as directions to assist them
in conpleting the call.
602. 9(b) The service provider shall normally provide intercept
service for the follow ng m ni num peri ods:
602.9(b) (1) In case of a custoner-initiated residence nunber
change, either sixty days or the remaining life of
t he normal al phabetical directory (including |ocal

directories), published by the serving service
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602. 9(b) (2)

602. 9(b) ( 3)

602

602

602

602
602

.9(c)

. 9(d)

.9(e)

provider or on its behalf, in which the old nunber
appears plus thirty days, whichever is shorter.

In case of custoner-initiated business nunber
change, either sixty days or the remaining |life of
t he normal al phabetical directory (including |ocal
directories), published by the serving service
provider or on its behalf in which the old nunber
appears plus thirty days, whichever is shorter.

In case of a conpany-initiated nunber change, one
hundred and ei ghty days or the remaining life of

t he- normal al phabetical directory (including |ocal
directories), published by the serving service
provider or on its behalf, in which the old nunber
appears plus thirty days, whichever is longer. |If
at the time of change the new nunber is noted in al
of the aforenentioned current directories, intercept
will be provided for thirty days.

Service providers shall strive to update intercept
records within 24 hours of a nunber change.

Each service provider shall provide intercept on
calls to non-working nunbers, codes, vacant |evels,
etc., where reasonable and practical.

The | ocal service provider shall not inpose charges

for intercepted calls.

.10 DI RECTORI ES

.10(a)

Al'l service providers shall publish directories,
or cause their nunbers to be published.
Directories shall be regularly published at
approximately yearly intervals. The interval
bet ween directories shall not exceed 15 nonths

Wi t hout express Comm ssion approval. The form of
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602. 10(a) (1)

602. 10( a) ( 2)

602. 10( a) ( 3)

602. 10( a) ( 4)

602. 10(b) Each

directories shall ordinarily conformto the
following criteria:

A directory shall be in such formand |i st
such information, as will permt the nunbers of
| ocal exchange custoners in the area covered by
the directory to be obtained, except for public
t el ephones and nunbers unlisted at a custoner's
request .

I nformation pertaining to enmergency calls to
such agencies as the police and fire departnents
shal | appear conspicuously in the opening pages
of the directory.

| nstructions concerning the placing of |ocal
and |l ong distance calls, shall appear
conspi cuously in the opening pages of the
directory. This section shall include access
codes that can be used for placenent of |ong
di stance calls, for those interexchange carriers
agreeing to have their codes published.
Directories will also include a tel ephone nunber
for contacting each |ocal service provider that
serves the area covered by the directory at no
additional cost to the service provider being
listed.

The introduction to the directory shal
instruct custoners to call the | ocal service
provi der fromwhich they receive service for
information on billing, party |lines, annoyance
call procedures, energency calling procedures and
how to obtain tariff information.

service provider shall distribute at no charge to

its custoners within a |local exchange area, a copy of
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602. 10( c)

602. 10( d)

602. 10( e)

the |l ocal exchange directory for that area, and one
addi tional copy shall be provided for each working

t el ephone nunber upon request. A copy shall be filed
with the Comm ssion.

A service provider shall furnish its directory

dat abases to all directory assistance service
providers on terns and conditions no | ess favorable
than the service provider furnishes such databases to
its own or affiliated directory assistance service
oper at i ons.

In the event of an error in a nunber published in the
directory, the service provider shall intercept calls
to the published nunber for the |ife of the directory
where such nunber is not already in service. \Were

t he published nunber is in service, the party served
by it shall be given appropriate transfer information,
and al so the opportunity for a nunmber change (at no
charge). In that event, the normal practice shall be
to place the published nunber on intercept, for the
life of the directory listing plus 30 days.
Reasonabl e advance notice shall normally be given to
t he consuners affected when a service provider has
cause to change a | arge group of nunbers, even if such

changes coincide with a directory issuance.

PART 603
SERVI CE STANDARDS
APPLI CABLE TO TELEPHONE CORPORATI ONS

603. 1 GENERAL PROVI SI ONS

603. 1(a)

This part shall apply to tel ephone corporations that

provi de | ocal exchange service.
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603. 1(b)

603. 1(c)

As indicated by their wording, a nunber of the
regulations in this Part prescribe the nornal
procedures and practices to be directed in good faith
by the service provider. However, the regulations in
this part are not intended to govern the

i npl enentation of such procedures in individual

i nstances. The execution or non-execution of such
procedures and practices in individual instances is
not the sole indicator of whether the service provider
has provi ded adequate service to a particul ar consuner
or group of consuners.

The standards set forth herein relate to the quality
of service under normal operating conditions. They do
not establish a | evel of performance to be achieved
during periods of energency, catastrophe, natural

di saster, severe stormor other events affecting |arge
nunbers of consuners nor shall they apply to

extraordi nary or abnormal conditions of operation,
such as those resulting fromwork stoppage, civil
unrest, major transportation disruptions or other

events beyond a service provider's control.

603. 2 MEASUREMENTS

603. 2(a)

Service providers shall gather accurate data
consistent with the definitions contained in Section
602.1 for those neasures indicated by subsection
603. 4(c) and:

603. 2(a) (1) keep performance records and retain them as

specified by Part 651 for each entity |level as
defined in subsection 603.3 and naintained in a

manner that permts audit by Conm ssion staff, and
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603. 2(a) (2) nmeasure answer tine performance as defined in

subsection 603.3, for custoner service centers that
receive a nonthly average of nore than 275 calls per
wor ki ng day for three consecutive nonths. Excluded
fromthis provision is any group of specialized

busi ness account representatives established to
address the needs of a single |arge business

custoner, or a small group of such customers.

603. 3 METRI CS AND PERFORMANCE THRESHOLDS

603. 3(a)

603. 3(b) (1)

603. 3(b) (2)

This section sets forth the netrics and performance
t hreshol ds that each service provider is expected to
nmeet or exceed related to maintenance service,
instal l ati ons, network performance and answer timne.

Custoner Trouble Report Rate. This is conposed of

two metrics. The first netric is defined as the
nunber of initial customer trouble reports per
hundred access lines per nonth and has a perfornmance
threshold of 5.5 or less for each central office.
The second netric is applicable to service providers
with 7 or nore central offices, and is defined as
the percentage of a service provider's total centra
office entities that performat or below 3.3, and
has a performance threshold of at |east 85%

Reports included in the Custoner Trouble Report Rate
are limted to troubles associated with the

regul ated conponents of residential, business,
Centrex and pay tel ephone service of the service
provi der's custoners, and al so includes al

regul ated features associated with these services

except voi ce mail boxes.
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603. 3(b) (3) Customer trouble reports received as a result of any

603.

603.

603.

603.

603.

603.

3(b) (4)

3(c) (1)

3(¢c)(2)

3(d) (1)

3(d) (2)

3(e)

network failure are included in the report rate.
Separate trouble reports should be recorded and
included in the custonmer trouble report rate for
mul tiple-line custoners, for each access line
identified by the custoner.

Percent Qut-O -Service Over 24 Hours. This netric

is defined as the nonthly percentage of custoner
trouble reports classified as out-of-service which
are not cleared within 24 hours. The performance
threshol d for each nmai ntenance adm nistrative entity
is 20% or |ess.

Only trouble reports included in the custoner
trouble report rate shall be used to determ ne the
per cent out-of-service over 24 hours.

Percent Service Affecting Over 48 Hours. This

metric is defined as the nonthly percentage of

custoner trouble reports classified as service
affecting which are not cleared within 48 hours.
The performance threshold for each maintenance
adm nistrative entity is 20.0% or |ess.

Only trouble reports included in the custoner
trouble report rate shall be used to determ ne the
percent service affecting over 48 hours.

Percent Initial Basic Local Exchange Service Line
I nstall ations Conpleted Wthin Five Days. This

metric is defined as the nonthly percentage of

initial basic |local exchange service line
installations conpleted within five working days
(following the day the order is received) and has a

performance threshold of 80.0% or greater for each

-18-



CASE 97-C 0139

installation adm nistrative entity. This provision
shall apply to the primary installation of service as
follows: (i) the initial residential line; or (ii)
the initial business custoner order of five lines or
| ess.

603. 3(f) (1) Percent Installation Coomitnents Mssed. This

nmetric is defined as the percentage of
installation commtnents m ssed per nonth and has
a performance threshold of 10.0%or |ess for each
installation adm nistrative entity.

603. 3(f) (2) A m ssed installation conmtnent occurs when
initial basic |local exchange service is not
provided to the consuner's interface on or before
the end of the day of the appointnent interval
with the custoner except when due to
consuner fault or other condition as defined in
subsection 603. 3(f)(3).

603. 3(f) (3) For purposes of this Section, the terns Consuner
Fault and O her are defined to include the
fol | ow ng:

603. 3(f)(3) (i) Consuner fault occurs when during the appoi ntnent
interval, the consunmer is not ready, there is not
access to or there exists unsafe conditions at
the consuner's prem ses, or on or before the
comm tment date the consuner requests a |ater
dat e.

603.3(f)(3)(ii) OGther circunmstances such as set forth in
subsection 603.1(c) or the need to reassign a
significant portion of the service provider's
installation work force in order to re-establish

service to existing custoners who | ost service as
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a result of circunstances set forth in subsection
603. 1(c).
603. 3(9) Percent Final Trunk G oup Bl ockages. This netric

is defined as the nonthly percentage of bl ocked
calls on any local, toll and | ocal operator final
trunk groups and has a performance threshol d of
3.0%or less for each final trunk group

603. 3(h) (1) Busi ness O fice Answer Tine. This netric is

defined as the nonthly percentage of consuner

calls of the business office answered within 30
seconds. The performance threshold for each
adm nistrative entity is 80.0% or greater.

603. 3(h) (2) Call s answered, 15% of calls abandoned, and 10%
of calls blocked or routed to an intercept
nmessage are to be included when determ ning the
total nunber of calls to be answered.

603. 3(i) (1) Repair O fice Answer Tine. This netric is

defined as the nonthly percentage of consuner

calls for repair office service answered w thin
30 seconds. The performance threshold for each
adm nistrative entity is 80.0% or greater.

603. 3(i)(2) Call s answered, 15% of calls abandoned, and 10%
of calls blocked or routed to an intercept
nmessage are to be included when determ ning the
total nunber of calls to be answered.

603. 3(j) Operat or Assi stance Answer Tinme. Service

providers may el ect to report operator assistance
answer time under either (i) or (ii) bel ow

603. 3(j) (i) This metric is defined as the nonthly percentage
of calls for operator assistance service answered
wi thin 10 seconds. The performance threshold for

each adm nistrative entity is 90.0% or greater.
-20-
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603.3(j) (ii)

603.3(j ) (iii)

This metric is defined as the nonthly

aver age speed of answer of calls for operator
assi stance. The performance threshold for each
adm nistrative entity is 3.0 seconds or |ess.

For purposes of cal cul ating performance under (i)
above, count those calls answered, 15% of calls
abandoned, and 10% of calls bl ocked or routed to
an intercept nessage when determning the tota

nunber of calls to be answered.

603. 3( k) The follow ng table sumari zes the foregoing
nmetrics and perfornmance threshol ds.
PERFORMANCE
THRESHOLD
METRI C (Mont hl y)
Mai nt enance Servi ce:
Cust omer Trouble Report Rate (lnitial Reports)
Per individual central office entity 5.5 or less
Percentage of total entities (for those
providers with 7 or nore offices)
at 3.3 or less 85.0 or nore
Percent Qut-of-Service Over 24 Hours 20.0 or less
Percent Service Affecting Over 48 Hours 20.0 or less
Installation Performance:
Percent Initial Basic Local Exchange Service
Line Installations Conpleted Wthin 5 Days 80.0 or greater
Percent Installation Comrmtnments M ssed 10.0 or less
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Net wor k Per f or mance:

Percent Final Trunk G oup Bl ockages 3.0 or less

Answer Ti nme Performnce:

Busi ness O fice Answer Time

% Answered within 30 sec. 80.0 or greater

Repair O fice Answer Tine

% Answered within 30 sec. 80.0 or greater

Oper ator Assi stance Answer Tine

% Answered within 10 sec. 90.0 or greater

Average Answer Tine in sec. 3.0 or less

603. 4 REPORTI NG REQUI REMENTS

603. 4( a)

603. 4( b)

603. 4(c)

The Director of the Ofice of Conmunications shal

I ssue guidelines prescribing the fornmat, content and
reporting tinmes (except where otherw se prescribed
herein) of each of the reports required pursuant to
this Part. The Director's guidelines shall be
reasonabl e, practical, give due consideration to the
format of the reports utilized by the service
providers in the operation of their business, and be
subject to de novo review by the Conmm ssion in the
event of a dispute.

Each report shall arrive at the Comm ssion office no
| ater than 30 days followi ng the end of the report
period (or such shorter interval as may be reasonabl e
and practical and agreed upon between the Director of
the O fice of Communications and the service
provider).

Unl ess otherw se specified by the Director of the

O fice of Communications, the followng terns for
servi ce performance shall apply:
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603. 4(c) (1)

603. 4(c) (2)

603. 4(d) (1)

603. 4(d) (2)

603. 4(d) ( 3)

603. 4(d) (4)

Service providers with 500,000 or fewer access |ines
in service shall only report on Customer Trouble
Report Rate.

Service providers with over 500,000 access lines in
service shall report on all of the service netrics
of Subsection 603. 3.

For all the service quality netrics subject to
reporting under Subsection 603.4(c) except Customer
Troubl e Report Rate and Percent Final Trunk G oup

Bl ockages, whenever a performance neasure is not at
or better than the perfornmance threshold for the
current nonth and any two of the previous four

nmont hs, a service provider shall automatically
submt to the Conmi ssion staff a Service Inquiry
Report, as defined in Subsection 603.4(e).

For Custoner Trouble Report Rate, a service provider
shall automatically submit to the Conm ssion staff a
Service Inquiry Report whenever an i ndividual

central office entity experiences 5.5 reports per
100 lines or greater for the current nonth and any
two of the previous four nonths, or if a service
provider has 7 or nore central offices and | ess than
85% of its central office entities experience 3.3
reports per 100 lines or less for the current nonth
and any two of the previous four nonths.

For Percent Final Trunk G oup Bl ockages, a Service

I nqui ry Report shall automatically be filed whenever
performance is not at or better than 3.0 percent for
t hree consecutive nonths.

I n addition, Conm ssion staff nmay request a Service

| nqui ry Report where deened appropri ate.
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603. 4(e)

603. 4(f)

A Service Inquiry Report means a report which

provi des an explanation for the condition giving rise
to the report, where readily determ nable, and the
nunber of consumers affected. It shall further

i nclude plans for corrective action including
expectations of restoring service to adequate |evels,
or an explanation of why the corrective action
details do not apply in this specific instance. The
report shall be filed within 21 cal endar days of a
qual i fyi ng event as defined in Section 603.4(d).
Addenda will be made to the report as necessary if
the reporting service provider identifies inportant
addi tional information and/or substantially nodifies
its corrective action plan as described in the
Report.

A service provider nmay request an exenption from any
or all of the reporting requirenments of Section
603.4, if that provider can denonstrate that the
services are provided through the resal e of another
service provider's tariffed services or purchase of
anot her service provider's Unbundl ed Network El enments
(UNEs) over which it has no direct control. The
Director of the Ofice of Conmunications will grant
or deny such exenption requests on a case-by-case

basi s.

603. 5 SERVI CE | NTERRUPTI ONS

603. 5(a)

Each service provider shall establish and inpl enment
procedures regarding the construction, operation, and
mai nt enance of its network, which are intended to

m nimze service failures, cable cuts, sudden

increases in traffic, enployee absences, fires,
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603. 5(b)

603. 5(b) (1)

603. 5(b) (2)

603. 5(b) ( 3)

severe stornms, and floods and which are intended to
mai ntain, to the extent practical and reasonabl e,
continuous operation of its service in the event of
commerci al power |oss, except where such power is
provi ded by the consuner.

I n executing section 603.5(a), each service provider
i s expected to:

Mai nt ai n emer gency contingency plans designed to
assi st personnel to prepare for emergencies, perform
repairs and service restorals in the afternmath of
such events, and assess conpany perfornmance and
identify opportunities for inprovenent after

condi tions have been normalized. An original copy
of each service provider's enmergency contingency

pl an and any subsequent updates shall be filed with
the Director of the Ofice of Conmunications. The
nanmes and tel ephone nunbers of individuals and any
i nformati on which, in the opinion of the service
provi der, could conpromse its ability to protect

t he network agai nst vandalism terrorist acts, or
ot her potential threats to the network, may be
redacted fromthe copies of the energency
contingency plans and updates filed with the
Director of the Ofice of Conmunications pursuant to
this Section.

Report major service interruptions to Comm ssion
staff per guidelines issued by the Director of the
O fice of Conmunications pursuant to Subsection
603. 4(a) .

Be gui ded by accepted industry guidelines and best
practices, such as the findings and reconmendati ons

of the FCC s Network Reliability Councils, relating
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603. 5(c)

603. 5(d)

644.2 A

to fiber optic, signaling, switching, digital cross-
connect and power systens, 911, fire prevention,

mut ual aid and restoration, performnce,

i nt erconnections, changing technol ogi es, energency
comuni cations, and other topics related to network
reliability.

In the event that service nust be interrupted for

pur poses of working on the |lines or equipnent, the
service provider's work schedul i ng procedures shal
provi de that an attenpt be nade to do the work at a
time which will cause m nimal inconvenience to
consuners and, where reasonable and practical, to
notify consunmers in advance of the interruption. The
service provider's procedures shall nake provision
for the availability of required energency services
for the duration of the interruption.

On |lines that have been voluntarily suspended or
tenporarily suspended for non-paynent, access shoul d
continue to be provided to energency services such as
911 or to an operator for energency calling during

t he suspension peri od.

PART 644
SERVI CE RECORDS AND REPORTS

records required by this Part shall be preserved for

the period of time specified in the Part 651, unless

ot herwi se specified by the Conm ssion.
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