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ORDER

BY THE COMMISSION:


Before us for consideration is the 2012 Final Report (Silverpoint Report) prepared by Silverpoint Consulting LL (Silverpoint).  The Silverpoint Report reviews six months of wholesale performance and reporting by Verizon Pennsylvania Inc. (Verizon PA) pursuant to metrics and remedies implemented at Docket No. M‑00011468 and revised several times thereafter (PMO II and III proceedings).  By this order, we make the Silverpoint Report and the Verizon PA Response public.

Background

Metrics and remedies measure Verizon PA’s wholesale performance.  The Pennsylvania Carrier Working Group (PA CWG) addresses metrics and remedies issues in a collaborative setting.  Consensus items are referred to the Commission for adoption, and non-consensus items are referred for resolution.  

The prior independent review was conducted by Doherty & Company, Inc. (DCI) at Performance Metrics and Remedies – Further Adjustment of Metrics and Remedies Based upon DCI Review, Docket No. M‑00011468 (F0002), and Review and Evaluation of the Performance Metrics and Related Remedies of Verizon PA, D‑03SP007.  All items were ultimately resolved, with some of the resolutions having multi-state impact and addressed on a footprint-wide basis.
For the current review, Silverpoint was selected through a request-for-proposal (RFP) process to evaluate the performance metrics and related remedies for accuracy and timeliness.  The Commission’s Bureau of Fixed Utility Services (now, Bureau of Technical Services – TUS) was tasked with overseeing the review process.  Members of the PA CWG were invited to participate in the Silverpoint review.  Verizon PA funded the review consistent with prior Commission order.  The project included the following: 
· Examine the process of accumulating, categorizing, and selecting data for the raw data files used to calculate metric and penalty results;
· Develop a written report on data integrity in Verizon PA’s raw data files; 
· Recalculate selected metrics for January through June 2011 and compare results with the Performance Assurance Plan (PA PAP) reports; and
· Develop a tool and process to allow Staff to verify Verizon PA’s PA PAP reports by producing metric and penalty results using raw data.

Summary of Silverpoint Executive Overview

Due to RFP negotiations, the start was delayed over five months, and Silverpoint began its review in May 2011.  The proposed schedule was compressed to seven months to accommodate Verizon PA’s preference that the review be completed by year-end.  In July 2011, Verizon PA stated that it would be unable to respond further until a work stoppage issue was resolved.  The review did not resume until the latter part of August.

Silverpoint noted that most Verizon PA personnel who were involved in prior independent reviews were no longer with the company or had moved on to other roles and attributed significant inefficiencies during the review to this lack of proficiency.  In particular, Verizon PA had continuing difficulty providing Silverpoint with complete and reliable metric algorithms and data files.  As a result, Silverpoint had to repeat work to such an extent that completing the originally proposed work plan pursuant to the original budget and schedule ceased to be feasible.  Verizon PA acknowledged its responsibility in this regard but strongly preferred that Silverpoint maintain the original budget and project completion date.  The Commission, Silverpoint, and Verizon PA reached a compromise to modify the scope of the review and work plan by removing tasks deemed not critical to overall project objectives.
  In all, Verizon PA personnel responded to over 140 data requests and participated in more than thirty interviews.  
Silverpoint delivered a draft report for review by staff and Verizon PA in December 2011.  The final report was delivered in January 2012.  Silverpoint verified that Verizon PA generally calculates metrics values correctly and that key data field definitions are generally consistent with the PA Carrier-to-Carrier Metrics Guidelines (PA Guidelines).
  Silverpoint identified no significant deficiencies from the data integrity review.  Silverpoint identified no significant issues with Verizon PA’s methods for implementing the exclusions specified in the PA Guidelines. 

Based on the metrics algorithms provided, Silverpoint concluded that Verizon PA’s processes for calculating and reporting performance metrics generally appear to produce mathematically accurate and reliable results, consistent with the PA Guidelines.  Silverpoint did, however, identify some programming errors that required correction.  
Silverpoint reviewed Verizon PA’s statistical testing and penalty payment calculations under the PA PAP to determine if remedy calculations are mathematically correct and properly reported.  Silverpoint identified some exceptions, but otherwise concluded that Verizon PA’s methods for calculating penalty payments under the PA PAP are appropriate and produce generally accurate results.

As part of the constriction of the review, Silverpoint did not review in detail Verizon PA’s metrics change control process.  Verizon PA’s metric and penalty calculations had been audited several times, and at this stage, Verizon PA issues relatively few metric change control notices.  Those that are issued are typically of an administrative nature, and Silverpoint saw no evidence of issues with the process.
  Verizon was not, however, providing metric change control notices to Staff but agreed to do so going forward so that Staff can ensure the PA PAP analysis tool remains up to date.

To develop the software package and analysis tool, Silverpoint created algorithms to calculate CLEC aggregate results, and, where applicable, Verizon PA retail results, for the 132 metrics in the PA PAP using the same raw data as Verizon PA.  Silverpoint also constructed algorithms to calculate penalties on an individual and aggregate basis as appropriate to the metric and the PA PAP.  Silverpoint recalculated CLEC aggregate results and applicable retail results for all PA PAP measures and recalculated penalties for the six-month period to check the reliability of Verizon PA’s results.  No significant anomalies were found.  Silverpoint has provided Staff with the analysis tool, and training, and supporting documentation.  

Discussion


As noted, Silverpoint identified some minor anomalies and exceptions which Verizon PA agreed to rectify.  On February 28, 2013, Verizon PA asserted that it had complied with all of the required PA PAP issues identified in the Silverpoint Report.  Additionally, Verizon PA is now providing staff with change control notices.


Independent reviews of the PA metrics and remedies are conducted, in part, to allow the Commission and the industry to determine whether the PMO III metrics and remedies are accurately capturing and measuring Verizon PA’s wholesale performance and providing sufficient incentive for Verizon PA to provide non-discriminatory access to its wholesale services.  By this Order, we make Silverpoint Report and Verizon PA’s February 28, 2013 response public.  

Publication of the Silverpoint Report does not imply that the Commission has concluded that the findings are significant or that any recommendations should be implemented.  Further, publication of Verizon PA’s Response does not constitute acceptance by the Commission of the actions already taken or to be taken by Verizon PA.  Making these documents public is not a decision as to the merits of either document.  

The members of PA CWG may consider the Silverpoint Report at its next regular meeting and provide comments to Staff or Verizon PA if they wish to raise any issues for further consideration by the PA CWG.  
Conclusion

The Commission appreciates the cooperation extended by the various carriers to both Silverpoint and Commission staff during the review; THEREFORE,

IT IS ORDERED:

1.
That the independent review by Silverpoint Consulting, LLC, is hereby released as a public document and shall be posted on the Commission’s website.


2.
That the February 28, 2013 Response from Verizon Pennsylvania Inc. is hereby released as a public document and shall be posted on the Commission’s website.


3.
That this docket may be marked closed.  
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TIT-777-3619

philip.wood jr@verizon com
February 28, 2013

Louise Fink Smith, Esquire
Law Bureau

Pennsylvania Public Utility Commission
Commonwealth Keystone Building

400 North Street, 3" Floor

Harrisburg, PA 17120

Dear Louise,

At the Commission’s request, Silverpoint Consulting LLC (“Silverpoint”) audited Verizon
Pennsylvania LLC’s (“Verizon”) processes for calculating performance metrics and remedies
under its wholesale Performance Assurance Plan (“PAP”). In its final report submitted to the
Commission on January 18, 2012, Silverpoint concluded that “Verizon’s processes for
calculating and reporting performance metrics and remedies appear to produce accurate and
reliable results.” Silverpoint identified a few small programming errors, all of which Verizon
had corrected by April 2012, but those issues did not have a substantial impact on results and
their net effect was a small Verizon overpayment to CLECs.

Silverpoint conducted a thorough and in-depth audit, which included more than 140 data requests
and more than 30 interviews with Silverpoint personnel to respond to detailed questions
concerning the processes by which data is accumulated, categorized and selected for inclusion in
the numerous data files used by Verizon to caleulate metric and penalty results.

The Silverpoint audit verified that Verizon’s processes in Pennsylvania for calculating and
reporting performance metrics and remedies are accurate and reliable and provided Staff with a
tool to review and replicate those results in the future.

Verizon has complied with all of the required PAP audit changes and respectfully requests that
the Cefiimissior issue an Order or take other similar action to formally close this audit.

cc: Richard Layton





BY THE COMMISSION

Rosemary Chiavetta
Secretary
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I. Executive Summary

A. Report Purpose and Scope

The Carrier-to-Carrier Guidelines Performance Standards and Reports (Guidelines) define the wholesale performance measures applicable to Verizon Pennsylvania Inc. (Verizon PA).
 The Performance Assurance Plan (PAP) adopted by the Pennsylvania Public Utility Commission (Commission) defines calculations for bill credits when Verizon PA’s service to competitive local exchange carriers (CLECs) does not meet the standard. The latest version of the Pennsylvania PAP, Version 4.03, was implemented in November 2008.

On September 22, 2010, the Commission issued a request for proposal (RFP) for a firm to review and evaluate the performance metrics and related remedies of Verizon in Pennsylvania. The review was to be sufficient to allow the Commission and Staff to determine if Verizon’s processes for calculating and reporting performance metrics and remedies produce accurate and reliable results, and to determine if Verizon PA disburses the appropriate remedies to CLECs on a timely basis. The scope of the project included the following: 

· Examining the process by which data are accumulated, categorized, and selected for inclusion in the data files used by Verizon to calculate metric and penalty results

· Developing a written report about the integrity of the data included in Verizon’s raw data files

· Recalculating results for measures selected by Staff each month for a six-month period, and providing written monthly reports summarizing the comparison of results to those in Verizon PA’s monthly PAP report

· Developing a tool and process that will allow the Commission Staff to produce metric and penalty results using raw data to verify Verizon PA’s monthly PAP report.

The Commission selected Silverpoint Consulting LLC (Silverpoint) to perform the evaluation.
B. Summary of Conclusions and Recommendations

During its evaluation, Silverpoint developed an overview of Verizon’s business processes and examined the flow of transaction-level data from its legacy systems for each domain in the PAP. We examined the ways in which Verizon defines key data fields, calculates derived variables, implements exclusions, and calculates metric results to determine if they are consistent with the language and intent of the Guidelines. Silverpoint also reviewed the company’s methods for conducting statistical tests and calculating penalties to determine if they conform to the PAP. Overall, Silverpoint found that Verizon’s processes for calculating and reporting performance metrics and remedies appear to produce accurate and reliable results.
 We did, however, identify a few exceptions.

Silverpoint found that some of Verizon’s ordering, provisioning, maintenance and repair, network performance, and billing metric algorithms contained small programming errors, as summarized on the following table. In many cases, Verizon has already corrected the error.

Summary of Metric Algorithm Findings

	Measure
	Description of Error
	Corrected as of 

Dec 2011

	OR-1-02-3331
	Certain LNP orders incorrectly excluded
	Y

	OR-1-04-3331
	Certain LNP orders incorrectly excluded
	Y

	OR-1-06-3331
	Certain LNP orders incorrectly excluded
	Y

	OR-1-06-3211
	UNE platform orders not excluded
	N

	OR-2-02-3331
	Certain LNP order incorrectly excluded
	Y

	OR-2-04-1200
	UNE platform orders not excluded; failure to check for non-EDI rejects
	N/N

	OR-2-04-3331
	Certain LNP order incorrectly excluded
	Y

	OR-2-04-3342
	UNE platform orders not excluded
	N

	OR-2-06-1200
	UNE platform orders not excluded
	N

	OR-2-06-3331
	Certain LNP orders incorrectly excluded
	Y

	OR-6-03-3331
	Certain LNP orders incorrectly excluded
	Y

	OR-4-16-1000
	Certain LNP orders incorrectly excluded; failure to check for EDI notifier
	Y/N

	PR-4-02-1200
	Logic to remove possible duplicates missing
	N

	PR-4-14-3342
	Obsolete exclusion logic not removed
	N

	MR-5-01-3341
	Misplaced parentheses in retail logic step
	N

	MR-5-01-3342
	Misplaced parentheses in retail logic step
	N

	NP-1-03-5000
	Failure to include catastrophic events
	N

	BI-9-01-1000
	Former GTE territory bills not excluded
	Y


We found that in most cases, the errors had little to no effect on reported performance results, and therefore no effect on penalties, during the review period. The exception was an error common to Verizon’s ordering algorithms for the UNE Loop/Prequalified Complex/Local Number Portability (LNP) product group (3331) that incorrectly excludes certain LNP orders from results. In order to evaluate the effect on penalty payments, Silverpoint calculated results for these measures as they should be calculated. The error had no effect on CLEC aggregate Mode of Entry or Critical Measure penalties. We found that in a few cases, however, the error affected individual CLEC Critical Measure penalty calculations, as summarized on the following table.

Effect of Algorithm Errors on Critical Measure Penalty Calculations

	Month
	Measure
	CLEC
	Silverpoint Calculated Penalty
	Verizon PA Reported Penalty
	Over/

(Under) Payment

	Feb 2011
	OR-1-04-3331
	A
	$162
	$0
	$(162)

	Apr 2011
	OR-1-02-3331
	B
	$210
	$259
	$49

	Apr 2011
	OR-1-04-3331
	C
	$0
	$1,930
	$1,930

	Total
	
	
	$372
	$2,189
	$1,817


The errors resulted in Verizon PA either underpaying or overpaying penalties to three CLECs during the review period. On a net basis, Verizon PA overpaid approximately $1,800.

While in general Silverpoint was satisfied that Verizon correctly calculates penalty payments using appropriate methods that produce accurate results, we did identify a few discrepancies that ultimately affected penalty amounts. Silverpoint found that Verizon does not conduct the appropriate statistical test for mean, parity measures (e.g., MR-4-01 Mean Time to Repair) in certain instances. Instead of permutation testing, Verizon uses an outdated t-score formula that was contained in earlier versions of the PAP but eliminated from the current one. Penalties for only one metric, MR-4-01-1217, were affected during the review period, and in all cases Verizon PA overpaid penalties to CLECs totaling approximately $16,600, as summarized in the following table.

CLEC Aggregate Critical Measure Penalty

MR-4-01-1217

	Month
	Silverpoint Calculated Penalty
	Verizon PA Reported Penalty
	Difference

	February 2011
	$11,738
	$13,694
	$1,956

	April 2011
	$16,629
	$18,585
	$1,956

	May 2011
	$16,629
	$19,563
	$2,934

	July 2011
	$0
	$9,782
	$9,782

	Total
	$44,996
	$61,624
	$16,628


During our penalty calculation review, Silverpoint also found a discrepancy caused by an incorrect entry in Verizon’s small sample size lookup table. In particular, Silverpoint calculated an April $1,184 penalty due to one CLEC for which Verizon PA reported no penalty.

The combination of the errors in Verizon’s metric algorithms and in its statistical testing and penalty calculations caused Verizon PA, on a net basis, to overpay approximately $17,000 in penalties for the six-month review period. We believe this amount is relatively modest given the scale of the calculations involved, and consistent with our conclusion that Verizon’s processes for calculating and reporting performance metrics and remedies produce generally accurate and reliable results. 

We recommend that Verizon correct the remaining errors in its metric algorithms and statistical testing methods identified in this report in a timely fashion. Verizon should then demonstrate to Staff that these changes have been implemented correctly.

C. Summary of the Engagement

Silverpoint began its review in late May with a project kick-off meeting and submission of an initial set of data and interview requests. The parties agreed to compress the project schedule so that the audit could be completed by year-end.
 The threat of a strike by Verizon union employees had an effect on our progress almost from the start. It was difficult for Verizon to schedule interviews because its personnel were often attending strike training or taking vacation time in advance of the August 6th strike deadline. The last of our initial set of nine interviews was not completed until mid-July, and shortly thereafter Verizon stated that it would be unable to respond to further data requests, interview requests, or other audit matters until after the strike issue was resolved. Work on the audit did not resume until the latter part of August.

Most of the Verizon personnel who were involved in prior performance measure and PAP audits are either no longer with the company or have moved on to other roles. Those involved in the current review are in general less familiar with the subject matter, and the lack of proficiency led to significant inefficiencies. For example, Verizon had continuing difficulty providing us with complete and reliable metric algorithms and data files that it used to calculate the results in its monthly PAP reports. As a result, Silverpoint had to repeat its work to such an extent that completing our originally proposed work plan under the original budget and schedule was no longer feasible. Verizon acknowledged its responsibility in this regard, but preferred that we maintain the original budget and project completion date. Silverpoint and the Staff agreed, and worked with the company to modify the scope in the original work plan by removing certain tasks that were not critical to satisfying overall project objectives. The contract was modified accordingly.

Verizon personnel were very cooperative throughout the review, and we believe they did their best to provide prompt responses to our requests. In all, Verizon personnel responded to over 140 data requests and participated in more than thirty interviews. Despite the setbacks and delays, Silverpoint was able to complete its evaluation and deliver a draft report consistent with the modified scope for review by Staff and Verizon in December.

In Chapters II through VII of this final report, Silverpoint discusses the results of its evaluation of the accuracy and reliability of Verizon’s performance metric results in the pre-ordering, ordering, provisioning, maintenance and repair, network performance, and billing domains. In


each chapter, Silverpoint presents an overview of the company’s business processes and systems that generate the data used for calculating measures included in the PAP. As part of the data integrity discussion, we describe Verizon’s methods for deriving important metrics variables and implementing Guidelines exclusions. We describe Verizon’s metric calculations, the results of our replication efforts, and, if applicable, the corrections to Verizon’s metric algorithms that are required.

Verizon’s Network Metrics Platform (NMP) is the company’s centralized information system for loading and storing performance data and for calculating and reporting results. During our evaluation, we reviewed with Verizon the processes by which it extracts data from its legacy operations support systems (OSS), manages the transfer of data to NMP, and organizes that data in the data warehouse.
 We also reviewed the processes Verizon uses to extract data from the NMP warehouse to create the domain-specific data marts that its metric algorithms use to calculate results each month. Silverpoint focused in particular on the extract-transform-load (ETL) process between the NMP warehouse and the data marts, in which data fields used in metric calculations, such as time intervals and exclusion indicators, are derived. We verified that Verizon correctly calculates these values, and that key data field definitions are consistent with the Guidelines. We also documented other important data derivations or exclusions that occur within the source systems that were outside the scope of our review.
 Overall, we identified no deficiencies from our data integrity review.

Silverpoint identified no issues with Verizon’s methods for implementing the exclusions specified in the Guidelines. We examined Verizon’s metric algorithms to determine if they were mathematically correct and consistent with the Guidelines. As part of our review, we recalculated results for all PAP measures, and provided written reports to Staff on a subset of measures selected by them for focused review each month.
 We identified some programming errors that must be corrected, as noted in Section I.B. above, but otherwise we concluded that Verizon’s processes for calculating and reporting performance metrics appear to produce accurate and reliable results. 

In Chapter VIII of this report, we discuss our review of Verizon’s statistical testing and penalty payment calculations under the PAP. The objective of our work in this area of the review was to determine if remedy calculations are mathematically correct and properly reported. As noted in Section I.B. above, Silverpoint identified some exceptions, but otherwise concluded that Verizon’s methods for calculating penalty payments under the PAP appear to be appropriate and produce generally accurate results.

A key deliverable of this project was the development of a software package to allow Staff to recalculate all product results and statistical tests contained in the PAP. In developing its PAP analysis tool, Silverpoint created algorithms to calculate CLEC aggregate results, and, where applicable, Verizon retail results, for each of the 132 metrics included in the PAP using the same raw data used by Verizon in its calculations. We also designed and constructed a series of algorithms that calculate Verizon’s penalties on a CLEC aggregate basis for Mode of Entry measures, and on a CLEC aggregate and individual CLEC basis for Critical Measures, according to the rules and procedures set forth in the PAP. While developing and debugging its PAP analysis tool, Silverpoint recalculated CLEC aggregate results and applicable retail results for all PAP measures, and recalculated penalties for the entire six-month period as an additional check on the reliability of Verizon’s results. In December, Silverpoint delivered to Staff a laptop computer installed with our PAP analysis tool, and also provided a training session and supporting documentation. 

The parties agreed to forgo a detailed examination of Verizon’s formal Metrics Change Control process, which it uses to manage, track, and build an audit trail for all changes to its wholesale metric and penalty calculation and reporting process as well as to communicate such changes. Verizon’s metric and penalty calculations have been audited several times, and at this stage, Verizon issues relatively few metric change control notices. Those that are issued are typically of an administrative nature, and Silverpoint saw no evidence that the process is not functioning adequately at this time to communicate changes in calculation methods to CLECs.
 Verizon has not provided metric change control notices to Commission Staff in the past, but has agreed to do so in the future so that Staff can ensure the PAP analysis tool remains up to date.

II. Pre-Ordering Measures

A. Introduction

The Pre-ordering domain consists of eight performance measures with a total of seventeen sub-metrics; six of these sub-metrics, PO-1-01, PO-1-03, PO-1-06, PO-2-02, PO-4-01, and PO-8-01, are included in the PAP. These measures report on the responsiveness and availability of Verizon’s pre-order interfaces, as well the timeliness of its change management notices and its response to requests for manual loop qualification. The global Guidelines exclusions applicable to the pre-ordering metrics are transactions associated with Verizon affiliates, test CLECs, and the former GTE territory.

B. Analysis

1.  PO-1 – Response Time OSS Pre-Ordering Interface

There are three pre-ordering interfaces through which a CLEC may access Verizon’s pre-order operations support systems (OSS): Electronic Data Interchange (EDI), Web Graphical User Interface Local Service Inquiry/Wholesale (Web GUI LSI/W), and Common Object Request Broker Architecture (CORBA). The PO-1 measure reports on the responsiveness of these interfaces. The three sub-metrics in the PAP, PO-1-01, PO-1-03, and PO-1-06, report the average response time of each Verizon interface for successful CLEC customer service record, address validation, and mechanized loop qualification queries.

Verizon reports results for the PO-1 sub-metrics on a statewide basis by aggregate CLECs and for Verizon retail. The standard for EDI and CORBA queries is parity with retail plus not more than four seconds; the standard for Web GUI LSI/W queries is parity with retail plus not more than seven seconds. The formula for the PO1- metric is as follows: 

· Numerator: Sum of all response times for the specified transactions

· Denominator: Number of the specified transactions.

Verizon determines CLEC aggregate response times for queries using actual CLEC transaction data from each interface. Verizon measures CLEC response times from the point at which Verizon’s interface receives the query to the time it sends out a response.

Verizon determines response times for retail transactions based on simulations performed by EnView “robots,” which are a series of workstations in Verizon data centers. The robots execute a pre-selected set of queries by replicating the keystrokes a Verizon representative would enter for a pre-ordering inquiry transaction. The system measures the response time from the point the enter key is hit until the required response is displayed on the screen. Verizon simulates transactions for each state separately, although one workstation may perform the simulations for more than one state. Robots perform simulations around the clock, such that each workstation performs 200-250 transactions per day for each request type. The system records a result code for each simulation to indicate whether the transaction was successful, rejected, or timed out.

Each morning, the EnView robots are rebooted, and log files from the previous day for the Verizon East states are sent to NMP. The EDI, CORBA and LSI/W systems also send information on CLEC queries daily for storage in the NMP warehouse. To calculate monthly results, Verizon selects records from the NMP warehouse with a query response date within a given month and places those records into the PO-1 data mart used by the metric algorithms. Verizon’s approach ensures that each month Verizon reports on all retail simulation and CLEC inquiry responses.

We examined how Verizon applied the Guidelines exclusions for this measure. Verizon derives an exclusion indicator in NMP that identifies affiliate and test CLEC data using a lookup table; Verizon then excludes these transactions with a logic step in its CLEC metric algorithms. Silverpoint substantiated that Verizon is accurately calculating this exclusion indicator in NMP. The CLEC metric algorithm selects only those records associated with the former Bell Atlantic territory, thereby properly excluding former GTE data. Other than these global exclusions, the only other PO-1 exclusion is for weekend and holiday hours, as well as hours outside of the normal report period (i.e., 8:00 a.m. to 9:00 p.m. Monday through Friday). Verizon implements this exclusion when it creates the data mart file by selecting only those retail and CLEC queries that occurred during the appropriate time period. 

The key data fields in the PO-1 data marts are the query ID, query type (e.g., address validation), result code, and response time. Silverpoint confirmed that Verizon correctly calculates response times. Consistent with the metric definition in the Guidelines, Verizon includes only successful queries in PO-1-01, PO-1-03, and PO-1-06 results by excluding rejected queries and those that timed out using logic steps in its algorithms. To calculate the denominator for the measure, Verizon counts the number of queries of the specific type; to calculate the numerator, Verizon sums the response times for those queries. We recalculated the CLEC aggregate and Verizon PA retail results for PO-1-01, PO-1-03, and PO-1-06 for all relevant interfaces and replicated Verizon PA’s reported results.

Silverpoint noticed that on the PAP reports, average retail query response times are longer than those for CLECs. The PO-1 standard provides for several seconds of added response time for CLEC queries to allow for variations between wholesale and retail due to interface functionality and security requirements, so to us the reported results were counterintuitive. Verizon personnel subsequently performed manual tests to verify that the retail results were reasonable, and confirmed that a query simulated by EnView often takes longer than the equivalent CLEC query. Verizon opined that this may be as a result of how the pre-selected set of retail queries were originally designed by stakeholders, i.e., the set may less representative of the typical queries now sent in by CLECs.

2.  PO-2 – OSS Interface Availability

PO-2 reports on the availability of the Verizon OSS interfaces, measured as the actual time these interfaces are operational as a percentage of their scheduled availability. There are two PO-2 sub-metrics, of which one, PO-2-02, is included in the PAP. Verizon reports performance results for the PO-2-02 sub-metric separately for each interface: EDI, CORBA, Web GUI LSI/W, and Wholesale Provisioning Tracking System (WPTS). 

Verizon reports PO-2 results on a CLEC aggregate basis. Consistent with the Guidelines, Verizon PA reports CLEC aggregate results for the WPTS interface on a national basis, and results for the other OSS interfaces for Pennsylvania and Delaware combined. The standard is at least 99.5 percent availability. The formula for the PO-2-02 metric, which measures availability during prime time (defined as 6:00 a.m. to 12:00 a.m. Monday through Saturday), is as follows: 

· Numerator: Total number of scheduled prime-time hours in the month for all available processing complexes minus the total number of unscheduled outage hours during prime-time in the month for all available processing complexes

· Denominator: Total number of scheduled prime-time hours in the month for all available processing complexes.

CLECs report outages of the OSS interfaces to Verizon’s customer care centers, and representatives log them into an internal website. Verizon uses EnView, its performance evaluation tool, to monitor system availability for EDI, LSI/W, and CORBA interfaces only. Verizon determines actual OSS interface availability by combining the outages reported by CLECs with those reported by EnView.

Silverpoint reviewed the EnView methodology with Verizon, and concluded that it is performing the measurements consistent with the language in the Guidelines. This mechanized OSS interface availability process is based on the queries created by the EnView robots (previously discussed for PO-1 measure). For calculation of outage times, Verizon divides each hour into six-minute intervals. Within each six-minute interval, EnView looks for successful simulated transactions for each of the three interfaces. If the interface for any pre-ordering query has at least one successful transaction during each specified interval, then the interface is considered available for the entire interval.

Verizon sends system availability information, as measured in six-minute intervals, from WPTS and EnView to NMP for storage in the NMP warehouse. To calculate monthly metric results, Verizon selects availability records from the NMP warehouse for the six-minute intervals within a given month, and places those records into the EnView data mart used by Verizon’s metric algorithms. This approach ensures that Verizon reports each month on all relevant intervals of scheduled interface availability.

We examined how Verizon applied the exclusions set forth in the Guidelines for this measure. The global exclusions for Verizon affiliates and test CLECs are not relevant for this measure. Verizon excludes records associated with the former GTE territory by not including them in the data sent to NMP.
 Other than these global exclusions, there are four others for PO-2: 

· Troubles reported but not found in Verizon’s interfaces 

· Troubles reported by a CLEC that were not reported to Verizon’s designated trouble reporting center

· Scheduled interface downtime for major system releases where CLECs were provided with advanced notification of the downtime in compliance with Verizon change management guidelines

· Major holidays.

We found that Verizon correctly applies these exclusions. A Verizon business owner reviews the internal website maintained by the customer care centers and adds valid CLEC-reported outages manually into NMP via a Verizon GUI. However, if a CLEC reports a trouble but Verizon does not identify a problem in its interfaces, the business owner does not send information on the incident to NMP. If the CLEC does not report the trouble to a customer care center, the trouble is not recorded on the internal website and the business owner cannot send information on it to NMP. The business owner enters scheduled downtimes into NMP through the GUI, and NMP updates interface availability information. Verizon derives a prime time indicator in NMP to identify those six-minute intervals that occurred during prime time hours, which properly excludes any during major holidays. Silverpoint confirmed that Verizon is correctly calculating this indicator. 

The key data fields in the EnView data mart are the interface type (e.g., WPTS), scheduled interval duration (i.e., the number of minutes the interface was scheduled to be available during the six-minute interval), and actual available minutes (i.e., the number of minutes the interface was actually available).
 To calculate the denominator for the measure, Verizon sums the scheduled interval duration for all intervals within prime time hours. To calculate the numerator, Verizon counts the number of actual available minutes for these intervals. We recalculated the CLEC aggregate result for PO-2-02 for the four interfaces, and replicated Verizon PA’s reported results.
 

3.  PO-4 – Timeliness of Change Management Notice

PO-4 reports on the timeliness of Verizon’s change management notices and documentation confirmations. Change management notifications are sent to the CLEC to notify them of scheduled interface-affecting software changes. Change management confirmations notify the CLEC that Verizon has finalized its documentation for the changes. The Guidelines list five change types. The PO-4-01 result included in the PAP is the combined result for three of these change types — industry standard, CLEC-originated, and Verizon-originated.

Verizon reports PO-4 results for the Verizon East region on a CLEC aggregate basis. The Guidelines specify the timeliness standard applicable to each type of change notification and change confirmation.
 The formula for the PO-4-01- metric is as follows:
 

· Numerator: Change management notifications sent within the required time frame

· Denominator: Total number of change management notices sent.

Verizon personnel, using an NMP GUI, manually input the data records required to calculate this measure each month, which are then stored in the NMP warehouse. To calculate monthly metric results, Verizon selects records from the NMP warehouse that have an actual notification date within a given month, and places those records into the Change Notice data mart used by Verizon’s metrics algorithm. This approach ensures that each month Verizon reports on all relevant notices.

The global Guidelines exclusions are not relevant for this measure, and there are no other metric-specific exclusions. The key data fields in the Change Notice data mart are the notification ID, change notice type, and on-time indicator. Verizon derives the on-time indicator in NMP; it sets the flag to a Y if the actual notification date, i.e., the date Verizon sent the change notification or confirmation to CLECs, is within the timeframe specified by the Guidelines. Silverpoint verified that Verizon is accurately calculating this indicator in NMP. 

To calculate the denominator for the measure, Verizon counts the number of change notifications and confirmations of the appropriate type, i.e., industry standard, CLEC-originated, or Verizon-originated. To calculate the numerator, Verizon counts the number of these notifications that were on time. We recalculated the CLEC aggregate result for PO-4-01-6660, and replicated Verizon PA’s reported results.

4.  PO-8 – Manual Loop Qualification

PO-8 measures the time it takes Verizon to respond to a CLEC request for manual loop qualification information required to provision complex services such as 2-wire xDSL, when this information is requested through an available interface. This measure has one sub-metric, PO-8-01, which is included in the PAP.

Verizon reports these results by state on a CLEC aggregate basis. The standard is 95 percent within 48 hours. The formula for the PO-8-01- metric is as follows: 

· Numerator: Sum of manual loop qualification requests where the time from receipt of a request for a manual loop qualification to the distribution of the loop qualification information is less than or equal to 48 hours

· Denominator: Number of manual loop qualification transactions.

CLECs enter manual loop qualification requests into Wisdom, the Verizon ticketing system, which records relevant information on these requests, including timestamps. Wisdom sends the requests to an internal Verizon system called Request Net. Loop qualifications are performed manually by Verizon personnel, who then record relevant information in Request Net; once the request is completed, Request Net relays a message back to Wisdom.

Verizon sends information from Wisdom monthly to NMP for storage in the NMP warehouse. To calculate monthly metric results, Verizon selects manual loop qualification records from the NMP warehouse that have a request date within a given month, and places those records into the Manual Loop Qualification data mart used by Verizon’s metric algorithm. This approach ensures that each month Verizon reports on all CLEC requests.

We examined how Verizon applied the exclusions set forth in the Guidelines for this measure. Verizon derives an exclusion indicator in NMP that identifies wholesale affiliate and test CLEC data by using a lookup table; Verizon then excludes these transactions with a logic step in its metric algorithm. Silverpoint substantiated that Verizon is accurately calculating this exclusion indicator in NMP. Verizon excludes retail affiliate requests using another logic step in its metric algorithm. Requests from the former GTE territory are properly excluded as they are not included in the data sent from Wisdom to NMP.
 

Other than these global exclusions, the PO-8 Guidelines exclude weekend and holidays hours, and requests for digital design loops that require loop conditioning. Verizon does not include information on digital design loops in the feed from Wisdom to NMP.
 Verizon excludes weekends and holiday hours during its calculation of the response time interval.
 Silverpoint confirmed that Verizon is correctly calculating this interval.

The key data fields in the Manual Loop Qualification data mart are the CLEC ID, request type (e.g., 2-wire digital), and on-time indicator. Verizon derives the on-time indicator in NMP; it sets the flag to Y if the response time interval is within 48 hours. Silverpoint verified that Verizon is accurately calculating this indicator in NMP.

To calculate the denominator for the measure, Verizon counts the number of manual loop qualification requests for 2-wire digital or complex services. To calculate the numerator, Verizon counts the number of these requests that were on time. We recalculated the CLEC aggregate result for PO-8-01-6000, and replicated Verizon PA’s reported results. 

C. Conclusions

1. 
Verizon’s method for calculating the PAP pre-ordering metrics is accurate and conforms to the Guidelines. 

Silverpoint developed an overview of pre-ordering business processes and systems and reviewed the flow of transaction-level data from Verizon’s legacy systems. Silverpoint was satisfied that Verizon captures and reports relevant data in measure results. We found that the definition of key data fields, calculation of derived values, implementation of exclusions, and metric algorithm calculation logic were consistent with the language of the Guidelines, and we successfully replicated reported results.

D. Recommendations

We have no recommendations regarding these measures.

III. Ordering Measures

A. Introduction

The Ordering domain for Pennsylvania contains eight basic performance measures with 22 sub-metrics. Thirteen of these sub-metrics are included in Verizon’s PAP. Of these, six are OR-1 sub-metrics: OR-1-02, OR-1-04, OR-1-06, OR-1-12, OR-1-13, and OR-1-19, and four are OR-2 sub-metrics: OR-2-02, OR-2-04., OR-2-06, and OR-2-12. The remaining three sub-metrics are OR-4-16, OR-5-03, and OR-6-03. These measures report on the timeliness of order confirmation, rejection, and completeness notifications, on the percentage of orders that can flow through directly to the service order processor, and on the accuracy of order confirmations.

The global Guidelines exclusions applicable to the ordering metrics include transactions associated with Verizon affiliates, test CLECs, and the former GTE territory orders, as well as orders for Packet at the Remote Terminal Service (PARTS), Unbundled Network Element (UNE) platform, line sharing and line splitting products.

Overview of the Ordering Process

CLECs submit requests for services to Verizosn through Local Service Requests (LSRs) and Access Service Requests (ASRs).
 CLECs submit LSRs electronically through a Web GUI interface or via Verizon’s NetLink EDI interface. CLECs order all Resale products and most UNE products with LSRs. CLECs may submit ASRs electronically through the Web GUI, the Carrier Service Gateway (CSG), via Verizon’s Network Data Mover (NDM) EDI interface, or by mail/fax. CLECs order interconnection trunks with ASRs, as well as most UNE DS0, DS1, and DS3 Specials.

The Local Service Ordering Guidelines specify the information that CLECs need to provide in an order. CLECs assign their own purchase order number (PON) to orders, and can supplement or cancel orders using a different version number for the same PON. As noted in the Guidelines, Verizon does not record orders that fail basic front-end edits in its ordering system. For LSRs submitted through the Web GUI and ASRs submitted through the CSG, Verizon’s systems perform basic front-end edits on the CLEC user’s screen, and prevent the CLEC from submitting an order with errors. For LSR and ASR orders submitted through EDI, Verizon’s systems apply basic edits before the order moves to Verizon’s backend systems.

LSRs that Verizon receives via EDI or the Web GUI flow to the LSR gateway system, Request Manager. Request Manager performs preliminary edits on the order and sends it to either Request Broker, the Verizon automated order generating system, or to the Wholesale National Market Center (NMC) for manual handling. Request Manager creates records for each event on the order such as submission, confirmation or rejection, service order processor (SOP) completion, and billing completion.

Many LSR orders submitted electronically can flow all the way through to Verizon’s Service Order Processor/Direct Order Entry (SOP/DOE) system without manual intervention. In other cases, these LSRs drop out, and Verizon representatives in the NMC must review and input them manually into SOP/DOE. Verizon representatives use the NetStatus system to track and investigate PONs, errors, and exceptions for LSR orders. NetStatus can access data from other ordering systems, as well as downstream billing and provisioning systems such as the Customer Record Information System (CRIS) and Work Force Administration (WFA).

Verizon’s SOP/DOE system generates one or more service orders for each LSR, depending on the services that the CLEC requests. All systems downstream from SOP/DOE process information on the service order level. Request Manager keeps track of all service orders that relate to a given PON or LSR, and stores relevant date and time information about an LSR. The system also generates the notifications that Verizon sends to a CLEC to acknowledge the receipt of EDI files, to confirm or reject an order, and to notify the CLEC of order or billing completion. For Web GUI orders, the Request Manager system sends these notifications to the CLEC over the same Web GUI. For EDI orders, Request Manager sends a message to Verizon’s NetLink system, which then sends the notifications to the CLEC in EDI format. Verizon’s NetStatus system stores timestamp information for orders that NetLink processes.

ASRs that Verizon receives via the CSG or NDM flow to Customer Care and Service (CC&S), where Verizon representatives enter the orders manually into the ASR gateway system, the Exchange Access Control and Tracking System (EXACT). EXACT performs much like Request Manager, and records information about each event on the order, such as submission, firm order confirmation (FOC) or rejection, and completion. The CC&S personnel perform checks on the order, accessing information from other Verizon systems such as the Trunk Inventory Record Keeping System (TIRKS) as necessary. If there are no errors or facilities issues, the representatives create service orders for the ASR in the Access Service Order Processor (ASOP). Verizon’s ASR ordering systems do not send notifications to the CLEC through EDI or the Web GUI. Instead, CLECs can view information on their orders in EXACT, which is accessible through the CSG.

B. Analysis

1.  Ordering Data Flow

Silverpoint reviewed the process by which Verizon extracts ordering data from its legacy source systems and sends them to the NMP data warehouse. Silverpoint also reviewed the process by which Verizon extracts data from the NMP warehouse and creates the data tables that its metrics algorithms use to process results each month.

Verizon accumulates selected data from ordering source systems in its NMP data warehouse. The company sends information on LSR orders to NMP daily from Request Manager and information on LSR order EDI notifications and acknowledgments from the NetStatus system. Verizon sends information on ASR orders to NMP on a daily and monthly basis from EXACT and WFA, and on a weekly and monthly basis from TIRKS. The company also sends information on a routine basis from its Decision Support Systems (DSS) and NMP GUI applications that it uses to calculate specific OR-5 and OR-6 measures.

Verizon performs a series of transformations on the data from the legacy system files to organize it into the NMP database structure, but Verizon leaves the source data unaltered. During these processing steps, Verizon performs basic error checks on key fields such as PON, state, CLEC ID, and event dates. Any records that fail basic error checks fall into error files. The business owners of the data review these error files and incorporate any valid records back into the NMP warehouse. Request Manager has basic edits and checks built in to the system to reject LSRs that do not have key fields populated, and, as a result, there is only a very remote chance that any LSR records drop into error tables.

On a routine basis, NMP extracts selected information from the warehouse database and places it in flat files called data marts. In addition to fundamental information such as the state, CLEC, PON, and product, these data marts contain certain derived values. NMP calculates values such as the elapsed time between Verizon’s receipt of an LSR and its distribution of the LSR confirmation or reject. It also calculates indicator fields such as those used to denote on-time notifications or test CLEC and Verizon affiliate PONs. 

To calculate the metrics each month, Verizon extracts data from the data marts and places it in specific data tables called filing marts. Each month, Verizon creates the LSR Order data mart, which it uses in calculating most of the OR metrics. Verizon selects records to be included in the LSR Order data mart for a given month by extracting from the data marts in NMP any ordering records that have one of the following dates within the reporting month: received date, confirmation date, reject date, CRIS notification date, SOP notification date, or the provisioning completion notification date from Resource Manager. 

Verizon creates an ASR Order data mart and a Trunk Order data mart that it uses to calculate certain OR-1 and OR-2 metrics. For these tables, Verizon selects records for a given month by extracting from the NMP warehouse any ordering records that have had activity during the reporting month, such as a submission, rejection, or confirmation. Verizon also creates a Flow-through data mart that it uses specifically for OR-5-03; we explain how Verizon creates this table in more detail in our discussion of OR-5-03.

2.  Common Ordering Metric Exclusions

Silverpoint discusses each PAP ordering measure — OR-1, OR-2, OR-4, OR-5, and OR-6 — in a separate subsection of this chapter. As part of our review, we determined how Verizon implements the global Guidelines exclusions for the ordering domain: 

· Verizon affiliate orders

· Test CLEC orders

· Order from the former GTE territory

· PARTS orders

· Orders for UNE platform, line sharing and line splitting products. 

Because these exclusions are applicable to all ordering measures, it is more efficient to discuss them here rather than repeat the information in each subsection.

For orders submitted via LSR, Verizon derives a test account indicator field to flag Verizon affiliate and test CLEC orders using a lookup table in NMP, and excludes these orders from results with a logic step in its OR-1, OR-2, OR-4 and OR-6 metric algorithms.
 For specials and trunk orders submitted via ASRs, Verizon adopts the same approach using an exclusion indicator field. Verizon uses the same exclusion indicator field to flag PARTS orders in ASR data. For LSR orders, Verizon derives a PARTS exclusion indicator in NMP and excludes these orders from results with a logic step in its OR-1, OR-2, OR-4 and OR-6 metric algorithms.  

Verizon excludes data associated with former GTE territory within NMP when it creates the LSR Order data mart file. For ASR trunk and specials orders, Verizon derives a former GTE indicator field in NMP to flag these orders, and excludes them from results with a logic step in the metric algorithms. During our data integrity work, we verified that Verizon is accurately calculating the indicator fields and properly excluding these orders from metric results.

Verizon excludes UNE platform, line sharing, and line splitting products with logic steps in its metric algorithms that select only the appropriate products for each sub-metric product result.

In addition to the global exclusions, the Guidelines for OR-1, OR-2, OR-4, and OR-5 allow Verizon to exclude PONs associated with special projects from reported results. Appendix S describes the process to request special handling for unique or large volume orders that require coordination by Verizon’s NMC. CLECs send a letter to Verizon containing a list of PONs, unique PON identifier/prefix, start date, approximate completion date, and a description of the special handling and deviation from standard business practices that it requires. Verizon issues a metric change control notice and adds the information to the special project lookup tables in NMP. To the extent that this specialized project support causes Verizon to miss certain metrics, Verizon may exclude the PONs from the OR-1 and OR-2 metrics, and under special circumstances, also from the OR-4 and OR-5 metrics.

For the OR-1 and OR-2 metrics, Verizon uses a test account indicator field to flag special project LSR orders using a lookup table in NMP, and excludes these orders from results in its metric algorithms. Verizon calculates a separate metric-specific indicator for LSR orders for OR-4 in NMP and excludes them from results in its algorithms. Verizon excludes special projects orders for specials that it receives via ASRs using a separate logic step using a lookup table.
 Silverpoint verified that Verizon is correctly making this exclusion. Verizon implements the special project PON exclusion for OR-5 on a case-by-case basis and excludes orders as warranted using the change control process.

3.  OR-1 – Order Confirmation Timeliness

The OR-1 metrics report on Verizon’s ability to issue order confirmations in a timely fashion. There are six OR-1 sub-metrics, OR-1-02, OR-1-04, OR-1-06, OR-1-12, OR-1-13, and OR-1-19), all of which are included in the PAP. The OR-1 sub-metrics report on many distinct products types. Verizon calculates the sub-metrics for different categories of orders on the basis of timeliness standards determined by product group and order characteristics (e.g., with or without facility check).

The OR-1-02, OR-1-04, and OR-1-06 sub-metrics focus on distinct categories of Resale and UNE orders, i.e., orders submitted electronically that flow-through to Verizon’s backend systems and orders submitted electronically that require manual handling. Verizon reports each of these sub-metrics for a specified number of distinct product groups, such as Resale POTS/Pre-Qualified Complex and UNE Specials. The OR-1-12 sub-metric focuses on Verizon’s performance in issuing confirmations on orders for CLEC-to-Verizon interconnection trunks. OR-1-13 focuses on the timeliness of Verizon’s response to design layout record requests. OR-1-19 measures the percentage of responses to requests for inbound trunks that Verizon sends on time. In all, there are nine individually-reported OR-1 results in the PAP.

Verizon reports OR-1 results on a statewide basis by individual and aggregate CLECs. The standard is 95 percent on time, according to the Guidelines schedule for each given product type and order characteristic. 

For Resale and UNE products, confirmation response time is the amount of elapsed time, measured in hours, between when Verizon receives a valid order request and when it distributes a service order confirmation.
 For trunks, this interval is defined as the number of business days between the receipt of a clean ASR and the distribution of a firm order confirmation.

NMP calculates the LSR confirmation (LSRC) interval as the difference between the order receipt date/time and the date/time of the confirmation. NMP calculates a firm order confirmation (FOC) interval for ASR orders for specials in a similar fashion. Silverpoint reviewed these elapsed time calculations and concluded that NMP determines these intervals correctly. NMP also calculates an on-time confirmation indicator for LSR orders; it sets the indicator to Y if the confirmation interval is within the standard interval for the given product. Silverpoint reviewed the indicator values and concluded that NMP derives them correctly.

In addition to the standard Guidelines exclusions for the ordering domain and the exclusion for special project PONs, the exclusions that apply to OR-1 are as follows: 

· Weekend and holiday hours for non flow-through orders

· ASR requests that have the RTR field populated with a code that indicates the CLEC requested that no confirmation be sent

· For OR-1-02, scheduled SOP downtime for flow-through orders

· For OR-1-19, inbound augment trunks not requested via e-mail TGSR

· Incorrect notifier, for instances in which Verizon sends both a reject and confirmation on the same PON version.

As noted above, Silverpoint reviewed Verizon’s calculation of confirmation intervals in NMP as part of its data integrity work. We confirmed that Verizon removes the weekend and holiday hours from intervals for non-flow-through orders and removes scheduled SOP downtime from intervals for flow-through orders. Verizon correctly excludes ASR requests for which the CLEC requested no confirmation be sent using a logic step in its algorithms. The last exclusion for OR-1-19 is obsolete, as Verizon no longer reports results for this metric.

There are instances in which Verizon both confirms and rejects the same PON version, usually through human error. Verizon stated that it does not include the incorrect notifier for LSRs in the source feed to NMP.
 As such, they are not in the data mart files used to calculate metric results. Verizon stated that this situation does not occur for ASRs.

OR-1-02, OR-1-04 and OR-1-06 – Resale and UNE Products

The OR-1-02, OR-1-04, and OR-1-06 metrics report the timeliness of Verizon’s confirmations on orders for Resale and UNE products. The general formula for these metrics is as follows: 

· Numerator: Total number of electronic LSR and ASR confirmations sent where the confirmation date and time minus the submission date and time is less than or equal to the standard for the specified product

· Denominator: Total number of electronic LSRs and ASRs confirmed for the specified product.

The OR-1-02 measure focuses on flow-through orders. OR-1-04 measures orders that require no facility check that do not flow through, and OR-1-06 measures orders that require a facility check that do not flow through.

Verizon counts only one confirmation per PON version for LSR orders. Verizon removes duplicate rejects on the same PON version when it creates the LSR Order data mart in NMP.
 Not all PON versions are confirmed, however. A CLEC may send in a new version of a PON before Verizon confirms the prior one, in which case Verizon does not confirm the one that has been superseded. In most cases, Verizon sends only one confirmation (the original) per PON version, which is used in the OR-1 metrics calculations. In other cases, however, Verizon resends the confirmation on a given PON version due to its own error or at CLEC request. When Verizon resends a confirmation because of its own error, it uses the date/time of the last one it sent in metric results. Verizon treats confirmation on ASR orders for specials in a similar fashion.

Depending on the product category, Verizon uses data from the LSR Order data mart, or from both the LSR Order and ASR Order data marts, to calculate results. The key data fields in the LSR Order data mart table for the OR-1-02 through OR-1-06 measures are CLEC ID, PON, PON version, receipt date/time, confirmation date/time, process flow category, order type (e.g., Resale, UNE Loop), service order class (e.g., POTS/Pre-Qualified Complex, 2-Wire Digital), confirmation interval, and on-time confirmation indicator. Verizon uses the process flow category, which it determines within NMP, to select the relevant LSR orders for each sub-metric. The process flow category indicates whether or not the order flowed through, and whether or not it required a facility check.

The key data fields in the ASR Order data mart for these measures are CLEC ID, PON, PON version, receipt date/time, confirmation date/time, product type (e.g., DS0, DS1), activity type (N, C, or D), service order type (e.g., electronic), facilities indicator, and FOC interval. The ASR Order Fact table data pertain only to UNE Specials products. Verizon uses the facilities indicator field to designate whether an ASR order required a facility check. Silverpoint confirmed that Verizon’s definitions for the key data fields used to calculate these measures are consistent with the Guidelines.
 

We note that Verizon had a logic error in its OR-1-02, OR-1-04, and OR1-06 algorithms for the UNE Loop/Pre-qualified Complex/LNP
 product group (-3331) whereby it incorrectly excluded certain LNP orders. Verizon corrected the error beginning with the May reporting month.

OR-1-02 – % On Time LSRC – Flow-Through

To calculate the denominator for the measure, Verizon counts the number of PONs associated with all LSRs it confirmed during the report month that ultimately flowed through to the service order processor without manual intervention. Verizon includes all versions of a given PON for which it has sent a confirmation for orders submitted via Web GUI and EDI. To calculate the numerator, Verizon counts the number of on-time confirmation indicators for all PON versions identified in the denominator. We recalculated the CLEC aggregate results for the two product groups in the PAP, OR-1-02-2320 (Resale POTS/Pre-qualified Complex) and OR-1-02-3331 (UNE Loop/Pre-qualified Complex/LNP), and replicated Verizon PA’s reported results.

OR-1-04 – % On Time LSRC/ASRC – No Facility Check (Electronic – No Flow-Through)

To calculate the denominator for the measure, Verizon counts the number of PONs associated with all LSRs that did not require a facility check (i.e., those with less than six lines) that it confirmed during the report month, and that it received electronically but that did not flow through. To calculate the numerator, Verizon counts the number of on-time confirmation indicators for all PON versions identified in the denominator. We recalculated the CLEC aggregate results for the two product groups in the PAP, OR-1-04-2320 (Resale POTS/Pre-qualified Complex) and OR-1-04-3331 (UNE Loop/Pre-qualified Complex/LNP), and replicated Verizon PA’s reported results.

OR-1-06 – % On Time LSRC/ASRC – Facility Check (Electronic – No Flow-Through)

To calculate the denominator for the measure, Verizon counts the number of PONs associated with all LSRs requiring a facility check (i.e., those with six or more lines) that Verizon confirmed during the reporting month and that it received electronically but that did not flow through. For the DS1 Specials product group, Verizon also counts the number of ASR PON versions received electronically that it confirmed during the reporting month. To calculate the numerator, Verizon counts the number of on-time confirmation indicators for all PON versions identified in the denominator. For the DS1 Specials product group, Verizon also counts the number of ASR PON versions that have a FOC interval less than or equal to the standard. 

Silverpoint found that Verizon’s algorithm for the UNE Loop/Pre-qualified Complex/LNP product contained a logic error such that it incorrectly includes UNE platform in results. Verizon indicated this error had no effect on reported results. Verizon subsequently issued a metric change control notice regarding this error.

We recalculated the CLEC aggregate results for the two product groups in the PAP, OR-1-06-3211 (UNE DS1 Specials) and OR-1-06-3331 (UNE Loop/Pre-qualified Complex/LNP) and replicated Verizon PA’s reported results.

OR-1-12, OR-1-13, and OR-1-19 – Trunk Products

OR-1-12 – % On Time FOC

OR-1-12 reports on the timeliness of Verizon’s confirmations for trunk orders. Unlike the other OR-1 measures, Verizon forms the OR-1-12 measure on the basis of service orders, not PONs, and there often are multiple service orders related to a single PON. Service orders have the same submission and confirmation date as the PON to which they relate. The formula for this metric is as follows: 

· Numerator: Total number of orders confirmed within the specified interval for the product type

· Denominator: Total number of orders confirmed by product type.

For interconnection trunks, the Guidelines define confirmation response interval as the amount of elapsed time, in business days, between the time that Verizon receives a clean ASR and the time it distributes a FOC. Verizon interprets the term “clean ASR” to mean the final version of the PON that the CLEC submits. As such, Verizon does not include confirmations on all PON versions in the OR-1-12 measure, but rather only includes the confirmation on the last version of the PON. Verizon uses an inclusion indicator field and logic step in its algorithms to identify and include only the last confirmation.
 Verizon includes cancelled PON versions as long as Verizon sent a FOC before the CLEC cancelled the order. Silverpoint confirmed that Verizon properly calculates the response interval in NMP and that it includes only the last confirmed version of the PON in reported results.

Verizon uses a manual process to review multiple confirmations on the same PON version. If Verizon finds that it resent a confirmation due to its own error, it calculates FOC interval on the PON it resent due to its own error. 

The key data fields in the Trunk Order data mart for the OR-1-12 measure are CLEC ID, PON, service order number, project number, service type (e.g., CLEC, reciprocal), ASR quantity, order type (i.e., new or augmented), forecast indicator (Y or N), order status (completed, cancelled, or pending), order status date, response type, FOC interval, and inclusion indicator. Verizon uses the project number field to identify projects (i.e., those with a Verizon project number). Verizon uses the service type field to select only CLEC trunk orders, and excludes reciprocal, inter-exchange carrier, and wireless trunk requests from the measure.

Silverpoint confirmed that Verizon’s definitions for the key data fields used to calculate this measure are consistent with the Guidelines.
 To calculate the denominator for OR-1-12 for the 192 or fewer augmented trunks product group, Verizon counts the number of service order numbers related to confirmed ASRs for 192 or fewer forecasted augmented trunks. Verizon selects those service orders with an order status date (i.e., completion date) within the reporting month and selects cancelled service orders only if the FOC interval is not blank. To calculate the numerator for OR-1-12, Verizon counts the number of service orders with a FOC interval within the standard interval, i.e., ten business days. We recalculated the CLEC aggregate result for the one product group in the PAP, OR-1-12-5020 (192 or fewer forecasted trunks) and replicated Verizon PA’s reported results.

OR-1-13 – % On Time Design Layout Record

Like the OR-1-12 metric, Verizon measures service orders rather than PONs for OR-1-13. The OR-1-13 sub-metric measures the percentage of design layout records (DLRs) that Verizon delivers by the due date. The formula for this metric is as follows: 

· Numerator: Total number of DLRs completed on or before the due date in TIRKS

· Denominator: Total number of DLRs completed.

Unlike other OR metrics, Verizon excludes disconnect orders from OR-1-13, because there are no DLRs associated with them. The CLEC trunk service orders included in the measure includes both one-way and two-way trunk products. Verizon does not exclude projects, un-forecasted trunks, or new trunks from the OR-1-13 results because there is no specific language allowing for these exclusions in Guidelines.

The key data fields in the Trunk Order data mart for the OR-1-13 measure are CLEC ID, PON, service order number, service type (e.g., CLEC, reciprocal), order type (new or augmented), DLR due date, DLR actual date, order status (completed, cancelled, or pending), order status date, response type, activity type, and inclusion indicator.

Verizon uses the service type field to select only CLEC orders, and excludes reciprocal, inter-exchange carrier, and wireless trunk requests from the measure. The DLR due date is the date that the DLR is due as recorded in the TIRKS system. The DLR actual date is the completion date on the DLR record.

Verizon includes orders with a completed status in the results. Verizon uses the order status date, which is the date that Verizon updates the Trunk Order data mart with a completion date for the order, to select service orders to be included in the reporting month. Verizon includes a cancelled order only if it completed and distributed the DLR before the CLEC cancelled the order.

To calculate the denominator for the OR-1-13 measure, Verizon counts the number of service order numbers related to trunk ASRs for which the CLEC requested a DLR. To calculate the numerator for OR-1-13, Verizon counts the number of orders for which the DLR actual date is less than or equal to the DLR due date. Verizon counts an order with a blank DLR complete date or DLR due date as missed.
 We recalculated the CLEC aggregate result for this measure, OR-1-13-5000, and replicated Verizon PA’s reported results.

OR-1-19 – % On Time Response – Request for Inbound Augment Trunks

The OR-1-19 metric pertains to requests for inbound augment trunks, which are Verizon-originating trunks that are considered inbound from the CLEC perspective and outbound from Verizon’s perspective. In the past, a CLEC asked Verizon to do an engineering review of its facilities, referred to as a trunk group service request (TGSR), because the CLEC believed it needed additional facilities.
 CLECs sent these TGSRs to Verizon via fax or e-mail. The OR-1-19 measure reported on the timeliness of only those requests submitted by e-mail. 

In December 2004, Verizon replaced the TGSR process with a more proactive approach for anticipating the needs of the CLEC. Verizon monitors Verizon-originating trunk groups for blocking. If Verizon determines that the trunk group needs to be augmented, it initiates and sends an Outbound Access Service Request (OASR), which advises the CLEC of the need for augmentation. A Verizon project manager initiates the facility check and issues the internal order to augment the trunk group. The CLEC may, however, respond to inform Verizon that it does not want the augmentation. With the advent of the OASR process, there have been no e-mail requests for inbound trunk augmentation, and Verizon PA shows no results on its PAP reports. Verizon stated that it will address this process change and suggest eliminating this metric in the New York Carrier Working Group.

4.  OR-2 – Reject Timeliness

The OR-2 metrics report on Verizon’s ability to issue order rejections in a timely fashion. There are four OR-2 sub-metrics, OR-2-02, OR-2-04, OR-2-06, and OR-2-12, all of which are included in the PAP. As is the case for OR-1, the OR-2 reject timeliness sub-metrics report on many distinct products types, and Verizon calculates the sub-metrics for different categories of orders on the basis of timeliness standards determined by product group and order characteristics.

The OR-2-02, OR-2-04, and OR-2-06 sub-metrics focus on distinct categories of Resale and UNE orders, i.e., those that flow through and those that require manual handling. Verizon reports each of these sub-metrics for a specified number of distinct product groups. The OR-2-12 sub-metric focuses on Verizon’s performance in issuing rejections on orders for CLEC-to-Verizon interconnection trunks. In all, there are twelve individually-reported OR-2 results in the PAP.  

Verizon reports OR-2 results on a statewide basis by individual and aggregate CLECs. The standard is 95 percent on time, according to the Guidelines schedule for each given product type and order characteristic. 

For Resale and UNE products, reject response time is the amount of elapsed time, measured in hours, between when Verizon receives a valid order request and when it distributes a service order rejection. For trunks, this interval is defined as the number of business days between the receipt of a clean ASR and the distribution of an order reject.

NMP calculates the LSR reject interval as the difference between the order receipt date/time and the date/time of the rejection. NMP calculates a reject interval for ASR orders for specials and trunks in a similar fashion. Silverpoint reviewed these elapsed time calculations and concluded that NMP determines the intervals correctly. NMP also calculates an on-time reject indicator for LSR orders; it sets the indicator to Y if the reject interval is within the standard interval for the given product. We reviewed the indicator values and found that NMP derives them correctly.

In addition to the standard Guidelines exclusions for the ordering domain and the exclusion for special project PONs, the exclusions that apply to OR-2 are as follows: 

· Weekend and holiday hours for non flow-through orders

· ASR requests that have the RTR field populated with a code that indicates the CLEC requested that no response be sent

· For OR-2-02, scheduled SOP downtime for flow-through orders

· Duplicate rejects on the same PON version

· Incorrect notifier, for instances in which Verizon sends both a reject and confirmation on the same PON version.

As noted above, Silverpoint reviewed Verizon’s calculation of reject intervals in NMP as part of its data integrity work. We confirmed that Verizon removes the weekend and holiday hours from intervals for non-flow-through orders and removes scheduled SOP downtime from intervals for flow-through orders. Verizon correctly excludes ASR requests for which the CLEC requested no notice be sent using a logic step in its algorithms.

For LSR orders, Verizon removes duplicate rejects on the same PON version when it creates the LSR Order data mart in NMP.
 For ASRs, Verizon uses the exclusion indicator, which it calculates in NMP to identify test CLECs, Verizon affiliates, and duplicate rejects, and excludes them using a logic step in its metric algorithms.

There are instances in which Verizon both confirms and rejects the same PON version, usually through human error. Verizon stated that it does not include the incorrect notifier in the source feed to NMP.
  As such, they are not in the data mart files used to calculate metric results. Verizon stated that this situation does not occur for ASRs.

The definition section of the Guidelines states that Verizon should count in results all rejects on LSR orders and ASR orders for specials, but it should not count rejects on cancelled ASR orders for trunks. In its calculations, Verizon excludes rejects on cancelled orders for both ASR specials and trunks. Verizon stated that this logic was incorporated in a change control, but the Guidelines were not properly updated.
 Silverpoint recommends that Verizon discuss the need to update this language with the New York Carrier Working Group.

OR-2-02, OR-2-04 and OR-2-06 – Resale and UNE Products

The OR-2-02, OR-2-04, and OR-2-06 metrics report the timeliness of Verizon’s rejections on orders for Resale and UNE products. The general formula for these metrics is as follows: 

· Numerator: Total number of electronic LSR and ASR rejects sent where the reject date and time minus the submission date and time is less than or equal to the standard for the specified product

· Denominator: Total number of electronic LSRs and ASRs rejected for the specified product.

The OR-2-02 measure focuses on flow-through orders. OR-2-04 measures orders that require no facility check that do not flow through, and OR-2-06 measures orders that require a facility check that do not flow through.

Depending on the product category, Verizon uses data from the LSR Order data mart, or from both the LSR Order and ASR Order data marts, to calculate results. The key data fields in the LSR Order data mart table for the OR-2-02 through OR-2-06 measures are CLEC ID, PON, PON version, receipt date/time, reject date/time, process flow category, order type (e.g., Resale, UNE Loop), service order class (e.g., POTS/Pre-Qualified Complex, 2-Wire Digital), reject interval, and on-time reject indicator. Verizon uses the process flow category, which it determines within NMP, to select the relevant LSR orders for each sub-metric. The process flow category indicates whether or not the order flowed through, and whether or not it requires a facility check.

The key data fields in the ASR Order data mart for these measures are CLEC ID, PON, PON version, receipt date/time, reject date/time, product type (e.g., DS0, DS1), activity type (N, C, or D), service order type (e.g., electronic), facilities indicator, and reject interval. The ASR Order Fact table data pertain only to UNE Specials products. Verizon uses the facilities indicator field to designate whether an ASR order requires a facility check. Silverpoint confirmed that Verizon’s definitions for the key data fields used to calculate these measures are consistent with the Guidelines.
 

We note that Verizon had a logic error in its OR-2-02, OR-2-04, and OR2-06 algorithms for the UNE Loop/Pre-qualified Complex/LNP product group (-3331) whereby it incorrectly excluded certain LNP orders. Verizon corrected the error beginning with the May reporting month.

OR-2-02 – % On Time LSR Reject – Flow-Through

To calculate the denominator for the measure, Verizon counts the number of PONs associated with all LSRs it rejected during the report month that ultimately flowed through to the service order processor without manual intervention. Verizon includes all versions of a given PON for which it has sent a rejection for orders submitted via Web GUI and EDI. To calculate the numerator, Verizon counts the number of on-time reject indicators for all PON versions identified in the denominator. We recalculated the CLEC aggregate results for the two product groups in the PAP, OR-2-02-2320 (Resale POTS/Pre-qualified Complex) and OR-2-02-3331 (UNE Loop/Pre-qualified Complex/LNP), and replicated Verizon PA’s reported results.

OR-2-04 – % On Time LSR/ASR Reject – No Facility Check (Electronic – No Flow-Through)

To calculate the denominator for the measure, Verizon counts the number of PONs associated with all LSRs that did not require a facility check (i.e., those with less than six lines) that it rejected during the reporting month, and that it received electronically but that did not flow through. For the Combined Specials product group, Verizon also counts the number of ASR PON versions received electronically that it rejected during the reporting month. To calculate the numerator, Verizon counts the number of on-time reject indicators for all PON versions identified in the denominator. For the Combined Specials product group, Verizon also counts the number of ASR PON versions that have a reject interval less than or equal to the standard 

Silverpoint found that Verizon’s algorithms for the UNE Loop/Pre-qualified Complex/LNP product group and the Resale and UNE Combined Specials product group both contained a logic error such that it incorrectly includes UNE platform in results. Verizon indicated this error had no effect on reported results. Verizon subsequently issued a metric change control to correct the error. We also found that Verizon had an additional error in its algorithm for the Resale and UNE Combined Specials product group, such that it did not exclude EDI PON versions for LSR orders when the notifier was not sent through NetLink. Verizon subsequently issued a metric change control notice regarding the error.

We recalculated the CLEC aggregate results for the five product groups in the PAP, OR-2-04-1200 (Resale and UNE Combined Specials), OR-2-04-2320 (Resale POTS/Pre-qualified Complex) and OR-2-04-3331 (UNE Loop/Pre-qualified Complex/LNP), OR-2-04-3341 (UNE 2-wire Digital Services), and OR-2-04-3342 (UNE 2-wire xDSL Loops), and replicated Verizon PA’s reported results.

OR-2-06 – % On Time LSR/ASR Reject – Facility Check (Electronic – No Flow-Through)

To calculate the denominator for the measure, Verizon counts the number of PONs associated with all LSRs requiring a facility check (i.e., those with six or more lines) that Verizon rejected during the reporting month and that it received electronically but that did not flow through. For the DS1 Specials product group, Verizon also counts the number of ASR PON versions received electronically that it confirmed during the reporting month. To calculate the numerator, Verizon counts the number of on-time confirmation indicators for all PON versions identified in the denominator. For the DS1 Specials product group, Verizon also counts the number of ASR PON versions that have a FOC interval less than or equal to the standard. 

Silverpoint found that Verizon’s algorithm for the Resale and UNE Combined Specials product group contained a logic error such that it incorrectly includes UNE platform in results. Verizon indicated this error had no effect on reported results. Verizon subsequently issued a metric change control to correct this error.

We recalculated the CLEC aggregate results for the four product groups in the PAP, OR-2-06-1200 (Resale and UNE Combined Specials), OR-2-06-2320 (Resale POTS/Pre-qualified Complex), OR-2-06-3331 (UNE Loop/Pre-qualified Complex/LNP), and OR-2-06-3341 (UNE 2-wire Digital Services), and replicated Verizon PA’s reported results.

OR-2-12 – Trunk Products

OR-2-12 reports on the timeliness of Verizon’s rejections on trunk orders. Verizon reports this measure on the basis of service orders, and there often are multiple service orders related to a single PON. Service orders have the same submission and reject date as the PON to which they relate. The formula for this metric is as follows:

· Numerator: Total number of rejected trunk orders for the product type that meet the reject trunk standard

· Denominator: Total number of rejected trunk orders by product type.

For interconnection trunks, the reject response interval is the amount of elapsed time, in business days, between the date that Verizon receives a PON version and the date it distributes a rejection. Unlike the OR-1-12 metric, Verizon counts all rejects except those on cancelled orders. Silverpoint confirmed that Verizon properly calculates this response interval in NMP. 

The key data fields in the Trunk Order data mart for the OR-2-12 measure are CLEC ID, PON, service order number, project number, service type (e.g., CLEC, reciprocal), ASR quantity, order type (i.e., new or augmented), forecast indicator (Y or N), order status (completed, cancelled, or pending), order status date, response type, reject interval, and inclusion indicator. Verizon uses the project number field to identify projects (i.e., those with a Verizon project number). Verizon uses the service type field to select only CLEC trunk orders, and excludes reciprocal, inter-exchange carrier, and wireless trunk requests from the measure. Silverpoint confirmed that Verizon’s definitions for the key data fields used to calculate this measure are consistent with the Guidelines.
 

To calculate the denominator for OR-2-12 for the 192 or fewer augmented trunks product group, Verizon counts the number of service order numbers related to confirmed ASRs for 192 or fewer forecasted augmented trunks. Verizon selects those service orders with an order status date (i.e., completion date) within the reporting month. To calculate the numerator for OR-1-12, Verizon counts the number of service orders with a reject interval within the standard interval, i.e., seven business days. We recalculated the CLEC aggregate result for the one product group in the PAP, OR-2-12-5020 (192 or fewer forecasted trunks) and replicated Verizon PA’s reported results.

5.  OR-4 – Timeliness of Completion Notification

The OR-4 metrics focus on Verizon’s performance in providing to the CLEC timely notifications, specifically a provisioning completion notifier (PCN) and a billing completion notifier (BCN), for orders it receives via the NetLink EDI system. There are three OR-4 sub-metrics, of which one, OR-4-16, is included in the PAP. OR-4-16 measures Verizon’s performance in issuing PCNs within one business day of work order completion in the SOP.

Verizon reports OR-4-16 results on a statewide basis for individual and aggregate CLECs. The standard is 95 percent. The formula for the OR-4-16 measure, the percentage provisioning completion notifiers sent within one business day, is as follows:

· Numerator: Number of EDI PONs completed that produce a PCN within one business day after work completion in WFA.

· Denominator: Total number of EDI PONs for which the last service order has been updated as provisioning completed in the SOP in a month. 

Although a CLEC may submit several versions of a PON, Verizon records completion information on only the latest one. Each PON may result in several internal Verizon service orders, and Verizon records SOP completion and sends work completion notifications for a given PON only after completing the last service order on that PON. The SOP completion date reflected in the LSR Order data mart used to calculate the metric is therefore the one associated with the last service order Verizon completed for a given PON.

The OR-4-16 definition indicates that Verizon should include EDI PONs based on the SOP completion date. In its calculations, however, Verizon uses the PCN date to select the relevant orders to include in the reporting month. Verizon stated that in some cases orders may be work completed at the end of the month but the notifier is not sent until the beginning of the next month. In those cases, if Verizon used the SOP completion date to select orders, it would miss some of the notifiers.
 We believe that using the PCN date is reasonable, as it is the best timestamp available to ensure that Verizon reports on all orders. 

In addition to the standard Guidelines exclusions for Verizon affiliate, test CLECs, former GTE, PARTS UNE-P, line sharing and line splitting orders, and the exclusion for special project PONs, Verizon must exclude from OR—4 results orders not received through NetLink, i.e.,  manual orders and those submitted through the Web GUI. Verizon implements this exclusion correctly by selecting only EDI orders in its metric algorithm.

The key data fields in the LSR Order data mart for the OR-4 measures are CLEC ID, PON, PON version, order origin (e.g., EDI), SOP completion date/time, PCN date/time, PCN notification source (Request Manager or NetLink), order type (Resale, UNE), and PCN interval. The Guidelines specify that the PCN timeliness interval should begin with provisioning completion in the Verizon SOP system of the last service orders associated with a specific PON, and end when Verizon’s NetLink system distributes the PCN to the CLEC. We substantiated that Verizon is calculating this PCN interval correctly.

We reviewed the logic in Verizon’s metric algorithm for this measure. The Guidelines state that Verizon should consider a completion notice as sent by Verizon through EDI when the completion notice is time-stamped in Verizon’s NetLink system, following translation and encryption of the completion notice. Verizon’s metric algorithm should include only those EDI orders with a notification from NetLink in results. We also found that, while Verizon correctly implemented this logic step in the numerator, it failed to include it in the denominator. Verizon subsequently issued a metric change control notice regarding this error.

Silverpoint also found that Verizon’s algorithm contained a logic error such that it incorrectly excludes certain LNP orders from results.
 We found that the error has a noticeable effect on results, as Verizon incorrectly omits approximately twenty percent of eligible orders. Verizon subsequently issued a metric change control notice regarding the error.

To calculate the denominator for the measure, Verizon counts the number of PON versions with a PCN date/time within the reporting month. To calculate the numerator, Verizon counts the number of all PON versions identified in the denominator that have a PCN interval of one business day or less. We recalculated the CLEC aggregate results for OR-4-16-1000 and did not match Verizon PA’s results because of the errors noted above.

6.  OR-5 – Percent Flow-Through

The metrics within OR-5 report the percentage of valid orders that Verizon receives through the electronic ordering interfaces (EDI and Web GUI) and processes directly to the legacy SOP without any manual intervention. The Guidelines define flow-through orders as those service orders that require no action by a Verizon service representative to type an order into the SOP. There are two OR-5 sub-metrics, OR-5-01 and OR-5-03. Two product group results (Resale and UNE POTS Loop) for OR-5-03 are included in the PAP. 

Verizon reports OR-5-03 results on a statewide basis for aggregate CLECs. The standard is 95 percent. The formula for the OR-5-03 measure, percent flow-through achieved, is as follows:

· Numerator: Number of orders that flow through for the specified product

· Denominator: Number of confirmed flow-through eligible orders.

The OR-5-03 sub-metric measures the percentage of orders Verizon receives electronically that are eligible, and that actually do, flow through to the service order processor without manual intervention.
 The Guidelines do not specify how Verizon should define the reporting month for this measure. Verizon includes all orders that it confirmed during the month in reported results, which we believe is reasonable.

Verizon’s method for calculating the OR-5-03 measure involves a series of processing steps, which Verizon performs using an application it developed called Decision Support Systems (DSS). Verizon sends an Error file to DSS daily from Request Manager containing system error codes and error messages associated with LSR orders that did not flow through the previous day.
 Request Manager creates the error message when the order does not flow through, which can be on an earlier day than when the order is ultimately confirmed. Verizon maintains a category table of system error codes and messages, and in most cases DSS identifies the error codes as one of four categories of errors: 

· Category 1 – The order was incorrectly labeled as flow-through eligible although the order is not designed to flow through

· Category 2 – The order could not flow through because of CLEC input error on the LSR

· Category 3 – The order could not flow through because of a Verizon system error

· Category 4 – The order did not flow through for “other Verizon errors,” a catch all for any error type that does not fit into one of the other three error categories.

If, during processing, DSS encounters an error code that is not in the category table, it assigns the order a category value of zero. DSS returns all such orders to Verizon’s metric specialists for review, who research and classify each error and enter the appropriate category designation using an on-line DSS screen.

Verizon also loads selected NMP ordering data into a New Records file on a weekly and monthly basis. Verizon includes in this file records that have a receipt date, confirmation date, rejection date, PCN date, or BCN date within the relevant period. Before Verizon merges the Error and New Records files together to match each PON version that did not flow through with an error message, it initializes a forced flow indicator value for each PON version that it confirmed. This forced flow indicator is a key component of the OR-5-03 metric calculation. 

Verizon assigns a null forced flow indicator value to certain orders, specifically, those that it did not confirm during the reporting month, PARTS orders, and affiliate and test CLEC orders, so that the metric algorithm does not include them in results.
 Otherwise, Verizon sets the forced flow indicator value for each confirmed PON version that flowed through to F (i.e., eligible to flow through and actually did). Verizon initially sets the indicator to N for all other confirmed orders, such as manual orders or orders for products not designed to flow through. Verizon subsequently changes the forced flow indicator value for some orders after the DSS process merges the two files. 

DSS “bashes” the New Records and Error files together on a weekly and monthly basis to match each PON version that did not flow through with an error message, joining the data by state, CLEC ID, PON, and PON version. If the DSS process matches a PON version with an error message in category 1 or 2 (incorrectly labeled as flow-through but was not, or did not flow through because of a CLEC error), the forced flow indicator value for that PON version is set as N (which Verizon excludes from the metric). If the DSS process matches a PON version with an error message in category 3 or 4 (Verizon system error or other Verizon error), it changes the forced flow indicator value for that PON version to Y (i.e., orders that were eligible to flow through but did not). After processing, DSS moves the information on the PON versions into the Flow-through data mart in NMP that is used by Verizon’s metric algorithm to calculate results. 

In some cases, DSS cannot match an LSR that did not flow through with an error from the Error file. NMP captures these LSRs in an internal issues report, which metric specialists manually review and assign the orders a forced flow through indicator value of Y, so that the order will be counted as a miss.

Verizon includes orders with forced flow indicator values of F and Y, that is, orders that were eligible to flow through that either did or did not actually flow through, in the denominator of the measure, and those with a value of F (i.e., orders that actually flowed through) in the numerator.

We examined how Verizon applied the exclusions set forth in the Guidelines. As noted above, Verizon uses a value in the forced flow indicator field to identify and exclude Verizon affiliate, test CLEC, and PARTS orders. The New Records data that Verizon uses for the DSS process does not contain former GTE territory orders, and as such these orders are not contained in the Flow-through data mart.
 Verizon excludes UNE platform, line sharing, and line splitting products with logic steps in its metric algorithms that select only the appropriate products for each sub-metric product result.

In addition to these global exclusions, the Guidelines indicate that Verizon should exclude orders with CLEC input errors. Verizon excludes such orders because it includes only orders that it confirmed. The Guidelines also state that Verizon should exclude from OR-5-03 orders that are not eligible to flow through. Verizon identifies those orders not eligible to flow through with the forced flow indicator value of N, and does not include them in results.

The key data fields in the Flow-through data mart used to calculate these measures are CLEC ID, data mart entry date, order type (Resale and UNE), and forced flow indicator. To calculate the denominator for the measure, Verizon counts all confirmed PON versions that flowed through or were eligible to flow through. To calculate the numerator, Verizon counts the number of PON versions that actually flowed through. We recalculated the CLEC aggregate results for OR-5-03-2000 and OR-5-03-3112 and replicated Verizon PA’s reported results.

7.  OR-6 – Order Accuracy

The OR-6 metric reports on the percent of orders completed as ordered by the CLEC. There are three OR-6 sub-metrics, of which one, OR-6-03, is included in the PAP. The OR-6-03 sub-metric measures the percentage of LSRCs Verizon sent during the month that it resent due to its own error. Verizon reports this sub-metric for two product groups, Resale and UNE Loop/Pre-qualified Complex/LNP.

Verizon reports OR-6-03 results on a statewide basis for aggregate CLECs. The standard is not more than five percent of LSRCs resent due to Verizon error. The formula for the OR-6-03 metric is as follows:

· Numerator: Number of LSRCs resent due to error

· Denominator: Number of LSRCs.

In addition to the standard Guidelines exclusions for Verizon affiliate, test CLECs, former GTE, and PARTS orders, and for UNE-P, line sharing and line splitting products, Verizon must exclude flow-through orders from OR-6 results. We confirmed that Verizon appropriately excludes flow-through orders using a process flow indicator field and logic step in its algorithms.

Verizon calculates this metric using the LSR Order data mart; the key data fields for this measure are CLEC ID, PON, PON version, confirmation date, process flow indicator, order type (Resale or UNE), confirmation counter, and Verizon resend counter. When creating the LSR Order data mart, NMP calculates the confirmation counter field to designate the number of confirmations that Verizon sent on a given PON version, and the Verizon resend counter field to designate the number of confirmations that it resent due to its own error. 

To calculate the denominator for the measure, Verizon sums the confirmation counter for all PON versions with a confirmation date during the reporting month. To calculate the numerator, Verizon sums the resend counters for all PON versions identified in the denominator. We recalculated the CLEC aggregate results for OR-6-03-2000 (Resale) and OR-6-03-3331 (UNE Loop/Prequalified Complex/LNP) and replicated Verizon PA’s reported results. We note that Verizon had an error in its OR-6-03-3331 algorithm whereby it incorrectly excluded certain LNP orders, but corrected the error beginning with the May reporting month.

C. Conclusions

1.
Verizon’s method for calculating the PAP ordering metrics is accurate and conforms to the Guidelines, but some of its metric algorithms contain errors.

Silverpoint developed an overview of business processes and systems and reviewed the flow of transaction-level data from Verizon’s systems. We were satisfied that Verizon captures and reports relevant data in measure results. We found that the definition of key data fields, implementation of exclusions, and metric algorithm calculation logic were consistent with the language of the Guidelines in nearly all cases, and we successfully replicated reported results.

During our review of the ordering metrics, Silverpoint identified errors in several algorithms. Four of Verizon’s ordering algorithms fail to exclude UNE platform products, although the error had no effect on results.
 Verizon’s OR-1, OR-2, and OR-6 algorithms for the UNE Loop/Prequalified Complex/LNP product group incorrectly excluded certain LNP orders, although Verizon corrected the errors before the end of our review. Verizon’s OR-2-04 algorithm for Resale and UNE combined specials fails to exclude rejects when the notifier is not sent through NetLink; the effect of the error is negligible. Verizon’s algorithm for OR-4-16 contains two errors, specifically: (1) it fails to exclude from the numerator any orders with provisioning completion notifiers not sent by NetLink, and (2) it incorrectly excludes certain LNP orders.
 The effect of the first error is negligible, but the effect of the second error is not, as Verizon incorrectly omits from results approximately twenty percent of eligible orders. Silverpoint found that the error has a measurable effect on reported results, but did not result in a change in overall Mode of Entry scoring.

D. Recommendations

1. 
Verizon should correct the errors in its ordering algorithms.

Verizon issued metric change control notices regarding the programming errors in its ordering algorithms, but it has not yet made the necessary corrections.
IV. Provisioning Measures

A. Introduction

The Provisioning domain consists of seven basic performance measures with 32 sub-metrics. Sixteen of these sub-metrics are included in Verizon’s PAP. Of these, two are PR-3 sub-metrics: PR-3-01 and PR-3-10, seven are PR-4 sub-metrics: PR-4-01, PR-4-02, PR-4-04, PR-4-05, PR-4-07, PR-4-14, and PR-4-15; two are PR-5 sub-metrics: PR-5-01 and PR-5-02; and two are PR-6 sub-metrics:  PR-6-01 and PR-6-02. The remaining three sub-metrics are PR-8-01, PR-9-01, and PR-9-08.

The global Guidelines exclusions applicable to the provisioning metrics include orders associated with Verizon affiliates, test CLECs, the former GTE territory and Verizon administrative lines; internally-generated service orders; and orders for PARTS, UNE Port service, and UNE platform, line sharing and line splitting products.

Overview of the Provisioning Process

Verizon’s Service Order Processor/Direct Order Entry (SOP/DOE) system acts as the provisioning system coordinator for LSR-related service orders, and creates and distributes messages to all affected provisioning systems in order to complete the provisioning process. The Work Force Administration (WFA) system coordinates and tracks all of the activities associated with a service order. The WFA system provides mechanized and automatic processing of the tasks required during installation of special services, message, carrier, and non-design (POTS) circuits and services. Every order other than record changes must go through the WFA system. The WFA system is composed of WFA/Control (WFA/C), which controls provisioning activity of all orders, and two sub-systems, WFA/Dispatch In (WFA/DI), for scheduling and tracking tickets dispatched in to the central office, and WFA/Dispatch Out (WFA/DO), for tickets dispatched out to the field. 

Verizon uses the Memory Administration for Recent Change History (MARCH) system to format switch translations and send a message to turn on dial tone or to add, delete, or change features on a telephone line. Verizon uses the Loop Facilities Assignment and Control Systems (LFACS) to inventory, maintain, and assign outside plant local loop facilities. The SWITCH system inventories, maintains, and assigns central office facilities, such as those that connect the outside plant to the central office switch. The Trunk Inventory Record Keeping System (TIRKS) maintains the inventory of interoffice transmission facilities, trunking facilities, and special services and interoffice trunking circuits, and is the primary support system for processing those facilities and services. The SOP/DOE system interfaces with the WFA, MARCH, LFACS, TIRKS, and SWITCH systems as necessary depending upon the product that the CLEC has ordered.

The Local Service Management System (LSMS) maintains CLEC local number portability (LNP) data. LSMS is the interface between Verizon’s Number Portability Administration Center (NPAC) Service Management System (SMS) and the CLEC’s Element Management System. For ASR orders, Verizon ASOP system acts as the provisioning system coordinator for ASR service orders, and sends messages to various downstream provisioning systems used during the provisioning process. ASOP interfaces with LFACS, TIRKS, and WFA.

After it creates the service order, Verizon’s provisioning systems can often process non-dispatched orders automatically, although in some cases an order drops out for manual handling by Verizon service center technicians. In most cases, however, the WFA system can close out these orders automatically and assign a work completion date once it has received an indication that the other provisioning systems have completed required functions. After WFA completes the service order, it sends the work completion date to the SOP. If Verizon completes the non-dispatched order after the due date, however, the order typically falls out for manual handling.

Whenever Verizon completes an order late, the WFA system requires that Verizon assign a missed appointment code (MAC code) to the order. Verizon uses a variety of MAC codes, listed in Appendix B of the Guidelines, in two categories – customer-caused missed appointments and Verizon-caused missed appointments. Reasons for customer-missed appointments include no access, the customer was not ready, and the customer requested either a later or earlier appointment date prior to the original due date. Reasons for Verizon-missed appointments include not enough Verizon technicians available to complete work on a given day, an assigned cable facility was bad, and the central office could not complete its work by the due date. For most late non-dispatched orders, service center technicians enter a MAC code to close out the order. Verizon assigns relatively few MAC codes automatically in WFA.

For dispatched service orders, Verizon schedules the dispatch through the WFA/DO system. After a Verizon field technician completes the required work, he or she closes out the order using a hand-held terminal, which prompts the technician for certain information about the order through a series of questions. The terminal then sends information on the order to WFA, which uses the technician’s answers to assign data fields on the order such as the MAC code and the work completion date. In some cases a field technician needs assistance to close out an order, and a technician in the provisioning service center actually closes out the order. The WFA system can complete a dispatched order, although in some cases the service center technician assigns the work completion date and any required MAC code. Although at times WFA assigns the MAC code for late orders, in most cases Verizon’s provisioning technicians are responsible for assigning them.

B. Analysis

1.  Provisioning Data Flow

Silverpoint reviewed the process by which Verizon extracts provisioning data from its legacy source systems and sends them to the NMP data warehouse. Silverpoint also reviewed the process by which Verizon extracts data from the NMP warehouse and creates the data tables that its metrics algorithms use to process results each month.

Verizon accumulates selected data from provisioning source systems in its NMP data warehouse. Verizon sends information to NMP daily from the service order processors, SOP/DOE and ASOP, as well as from LSMS, EXACT, and WFA/DO. Verizon sends information to NMP from TIRKS on a weekly and monthly basis, from MARCH on a weekly basis, and from WFA/C on a daily and monthly basis.

To calculate the PR-3 through PR-8 metrics each month, Verizon extracts selected information from the NMP warehouse into data marts. In addition to fundamental information such as the state, CLEC, service order number, and product, these tables contain certain derived values such as the appointment interval and completion interval. It also calculates indicator fields such as those for dispatch orders and test CLECs.

Each month, Verizon creates the LSR Service Order data mart, which it uses in calculating most of the provisioning metrics. Verizon selects completed service orders to be included in the LSR Service Order data mart for a given month by extracting from the NMP warehouse any service orders that have a CRIS completion date within the reporting month. The CRIS completion date is the date that the billing for the last service order associated with a given PON completed in either SOP/DOE or Verizon’s Customer Record Information System (CRIS) billing system.

Verizon uses the CRIS completion date rather than the SOP completion date because it views billing as the last step in the process, beyond which the service order is closed and nothing more can occur. Because there may be a lag from work completion to billing completion, Verizon could report an order in a later month than it was completed, but it will eventually report all completed service orders. Verizon also includes in the LSR Service Order data mart cancelled or pending service orders in NMP that have a status date within the reporting month. The status date for LSR-related service orders is the date that Verizon sent the information from the source systems to NMP.

Verizon creates an ASR Service Order data mart that it uses to calculate trunk and specials product group results for certain provisioning sub-metrics. Verizon selects records to be included in the ASR Service Order data mart for a given month by extracting from the NMP warehouse any service orders that have a status date within the reporting month. The status date changes whenever there is a change in the status of an order, e.g., from pending to complete. There may be multiple versions of the service order in NMP, but it extracts the relevant information on the latest version.

Verizon also creates an LNP data mart that it uses for the PR-4-07 sub-metric. Verizon selects records for a given month by extracting from the NMP warehouse any LNP-only service orders that have a CRIS completion date within the reporting month. For the PR-9 hot cut metrics, Verizon captures data in its Wholesale Performance Tracking System (WPTS), which is an overlay to the WFA/C system.

2.  Common Provisioning Data Fields

There are certain data fields that are common to many of Verizon’s provisioning metric calculations. In the LSR Service Order data mart, some of the key common data fields are CLEC ID, provider type (retail, resale or UNE), report period, service order type (e.g., new or change), order status (e.g., completed), original appointment code, work completion date, dispatch indicator, and CISR MAC.
 There are similar key data fields in the ASR Service Order data mart. Both data marts also contain numerous data fields (e.g., service class, product indicator, product type, and loop indicator) used to identify and select the products included in the various product group results.

Verizon uses the report period field in its metric algorithms to select completed service orders associated with LSRs to be included in the reporting month for the PR-3 through PR-8 metrics. Verizon sets the report period field in NMP as the current month if the CRIS completion date for LSRs (i.e., the date the billing for the last service order for a given PON completed in the Verizon billing system) is within the reporting month. 

The original appointment code is an important data field for Verizon’s calculation of several provisioning metrics. Appendix B of the Guidelines lists the valid original appointment codes and their descriptions; a code of W, for example, designates that the customer accepted Verizon’s offered due date.
 As part of the ordering process, CLECs specify a desired due date for their order. If a CLEC’s desired due date is consistent with the standard interval for the requested product and activity as specified in the Product Interval Guide on Verizon’s wholesale website, Verizon will confirm that date as the original due date on the order, and in most cases assign the order a W original appointment code. For products that require a dispatch (such as new UNE Loops or Resale POTS), CLECs use the due date availability function in Verizon’s pre-ordering system to determine the next available appointment date for that product. If the CLEC selects this next available date, Verizon will confirm that date as the original due date on the order and in most cases assign the order a W original appointment code.

As a general matter, Verizon assigns an order an original appointment code of W if the appointment interval is equal to or less than the standard for the product. An original appointment code of X indicates that the customer requested a due date that was later than Verizon’s standard or offered due date. Verizon uses a code of S to indicate that the customer requested a due date that was earlier than the standard only if the customer also submits an expedited request. For R, D, and F orders (record change, disconnect, and “from” orders), Verizon assigns an original appointment code of K, which denotes a billing record order. Verizon uses the same original appointment codes for its retail orders, but the code reflects the due date choice of the retail customer rather than the CLEC.

Verizon’s policy for assigning an original appointment code is the same regardless of whether the order flows through or a marketing center representative handles the order, which is the case for non-flow LSRs and all ASRs. For flow-through LSR orders, the Request Manager system assigns the original appointment code. When the Product Interval Guide lists the interval for a product as “negotiated,” Verizon processes the order through its marketing center. The Verizon policy is to assign an original appointment type code of X to such orders, regardless of whether the CLEC accepted the offered due date. This treatment is consistent with the exclusion of such orders from certain provisioning metrics.

In its metric algorithms, Verizon uses the original appointment code, in part, to include or exclude specific orders from results. Many of the provisioning metrics report results for dispatched and non-dispatched orders separately. For both ASR- and LSR-related service orders, Verizon calculates a dispatch indicator in NMP. For LSR-related service orders, NMP sets the indicator to Y if the number of times that Verizon dispatched a technician, as recorded in WFA/DO, is greater than zero. Alternatively, NMP checks the “order completed by” field in WFA, which the field technician populates. For ASR-related service orders, Verizon sets the dispatch indicator to Y if the number of times that Verizon dispatched a technician, as recorded in WFA/DO, is greater than zero.

Verizon determines a governing MAC code, referred to by Verizon as the “CISR MAC” (pronounced scissor MAC), that it uses to apply certain exclusions in the Guidelines for LSR-related service orders. Verizon derives the CISR MAC in NMP to identify whether the delay in completing the order on time was due to end-user or Verizon reasons. A service order may have more than one MAC code, because CLECs can supplement the order to change due dates and Verizon may reschedule due dates if one party or the other misses the appointment. If all (or the only) MAC codes on an order are due to the customer, then NMP will set the CISR MAC as the first customer MAC code, and if all (or the only) MAC codes are due to Verizon, then NMP sets the CISR MAC as the first Verizon MAC code. In almost all cases, if a service order has a combination of codes, then NMP sets the CISR MAC as the first Verizon MAC code. For ASR-related service orders, Verizon calculates a “customer-not-ready” indicator, similar to the CISR MAC, which represents the primary reason it missed the order.

3.  Common Provisioning Metric Exclusions

As part of our review, we determined how Verizon implements the global Guidelines exclusions for the provisioning domain, which require that it exclude from results service orders associated with the following: 

· Verizon affiliates

· Test CLECs

· The former GTE territory

· PARTS orders

· Internally-generated service orders

· Administrative orders (Verizon official lines)

· UNE platform, line sharing and line splitting products

· UNE Port service. 

Verizon uses data from the LSR Service Order and ASR Service Order data marts to calculate most provisioning metrics. Because these global exclusions are applicable to all provisioning measures, it is more efficient for us to discuss how Verizon implements them for these data sources here rather than repeat the information in each subsection that follows.
 

For LSR-related service orders, Verizon derives indicator fields to flag Verizon wholesale affiliates and test CLEC service orders using lookup tables in NMP, and excludes these orders from results with a logic step in its metric algorithms.
 For specials and for trunk orders submitted via ASRs, Verizon also derives an indicator field, which it uses to exclude Verizon affiliate and test orders, as well as PARTS orders, with a logic step in its algorithms. Most categories of administrative orders are not relevant for ASRs; those that do exist are excluded by the source system and not sent to NMP. For LSR orders, Verizon derives an exclusion indicator in NMP to identify administrative and internally-generated service orders, and excludes these orders from results with a logic step in its metric algorithms. It excludes PARTS orders using the supplemental exclusion indicator, discussed below.
 During our data integrity work, we verified that Verizon is accurately calculating these indicator fields and properly implementing these exclusions.

Verizon excludes data associated with former GTE territory within NMP when it creates the LSR Service Order data mart. For ASR trunk and specials, Verizon derives a former GTE indicator field in NMP to flag these service orders, and excludes them from results with a logic step in the metric algorithms.
 Verizon excludes UNE platform, line sharing, and line splitting products with logic steps in its metric algorithms that select only the appropriate products for each sub-metric product result. UNE Port service can only be ordered by LSR, and Verizon does not select service records associated with this product in its algorithms.

The Guidelines also allow Verizon to exclude special projects from reported results for PR-3, and in certain circumstances, PR-6. Verizon maintains a lookup table within NMP, which lists the PONs and product types it is to exclude for a given CLEC. For LSR-related service orders, Verizon derives a project indicator field in NMP based on the lookup table, and excludes service orders related to special projects by a logic step in its wholesale metric algorithms. For ASR-related service orders, Verizon excludes service orders associated with special projects using the exclusion indicator field based on the lookup table.

The PR-3, PR-4, PR-5, and PR-8 metrics have a common exclusion for D (disconnect) orders. Verizon excludes disconnects from the metrics by a logic step in its algorithms that selects only N, T, and C LSR-related service orders, or ASR-related service orders with activity types of N or C (thus excluding D and F disconnect orders). For LSR-related service orders, Verizon applies another logic step that screens out change orders that have a disconnect flag. NMP sets the disconnect flag to Y for C orders that have outward activity but no inward or change activity.
 Verizon issues a service order for a disconnection on a C order when it, for example, must disconnect one or more auxiliary lines or circuits while the main billing account remains in service.

Verizon calculates a supplemental exclusion indicator within NMP to identify other administrative orders and disconnect orders not otherwise identified by the disconnect flag and exclusion indicator fields, as well as to identify invalid orders; the indicator value is set to Y for any of the following orders:

· Disconnect orders issued as a companion to migration orders

· Duplicate orders on Line Sharing orders that are related only to billing

· Records with blank service order numbers

· Corporate services (Verizon requests for company telecommunications services)

· Directory listing, advertising, and special billing orders

· Orders with null segments and blank service order numbers

· UNE Integrated Services Digital Network Primary Rate Interface (ISDN PRI) port service orders

· PARTS orders

· Orders for FTTP

· Verizon-generated disconnect orders for the data portion of Line Sharing orders.

Verizon then excludes orders with a supplemental exclusion indicator value of Y by a logic step in its wholesale and retail metric algorithms. Verizon also removes orders from the federal government from its retail parity results, as it considers these administrative in nature.
 These orders are not explicitly identified in the Guidelines, but the approach is reasonable. 

During our review, we learned that Verizon excludes hot cuts from the UNE POTS Loop (-3112) and UNE POTS Loop New (-3113) product group results for the PR-4, PR-5, and PR-6 measures.
 Hot cuts are not a listed exclusion in the Guidelines for these measures. Verizon stated that it adopted this convention because it reports on hot cuts in other provisioning measures.
 Silverpoint believes this is reasonable, but suggests that Verizon consider making this clear treatment explicit in future version of the Guidelines.

4.  PR-3 Completed within Specified Number of Days

PR-3 reports on Verizon’s ability to complete orders of five or fewer lines within a specified time frame. There are eight PR-3 sub-metrics, of which two, PR-3-01 and PR-3-10, are included in the PAP. Verizon reports PR-3-01 and PR-3-10 results on a statewide basis by individual and aggregate CLECs, and reports retail results for PR-3-01. The standard for PR-3-01, percentage of non-dispatch orders completed in one day, is parity with Verizon retail; the standard for PR-3-10, percentage of total orders completed in six days, is 95 percent. Verizon uses the LSR Order Fact data mart to calculate these PR-3 results.

To derive the completion interval for LSR-related service orders, Verizon calculates the difference, in business days, between the submission date of the LSR (or in some cases the application date on the service order) and the work completion date.
 The work completion date represents the point that Verizon completed provisioning as recorded in WFA. Under the Guidelines, Verizon should consider all orders, both retail and wholesale, that it receives after 5:00 p.m. as if it had received them the next business day. The programming logic within NMP takes this time window into account when calculating the intervals; it also excludes all weekend and holiday hours.
 Silverpoint examined how Verizon calculated the completion intervals for a sample of service orders, and found that Verizon calculates them properly.

In addition to the standard provisioning domain exclusions and those for special project PONs and disconnect orders, there are other exclusions that apply to all PR-3 sub-metrics as follows: 

· Orders with an X appointment code (i.e., customer-requested interval beyond standard)

· Orders with invalid intervals (negative or over 200 business days)

· Orders completed late due to any end-user or CLEC caused delay

· Coordinated cut-over unbundled network elements such as loops or number portability orders

Verizon uses specific logic steps in its algorithms to select orders with specific original appointment codes and does not include those with a code of X. Verizon excludes orders with invalid intervals by selecting only orders with completion intervals between zero and 200 days. Verizon identifies orders with a CLEC-caused delay with a subscriber delay indicator field calculated in NMP, which it then uses in its metric algorithm to exclude these orders. Verizon uses a hot cut indicator from the SOP to identify service orders for hot cuts, which it then excludes from metric results. Silverpoint verified that Verizon is correctly deriving the subscriber delay and hot cut indicator fields in NMP.

PR-3-01 – % Completed in One Day – One to Five Lines – No Dispatch

The PR-3-01 measure focuses on the Resale POTS product group, and reports the percentage of orders with a completion interval of one day or less. The formula for PR-3-01 is as follows:

· Numerator: Number of no dispatch POTS orders with one to five lines where completion date minus application date is one or fewer days

· Denominator: Number of no dispatch POTS orders with one to five lines.

Verizon appropriately includes resale “as is” migrations (CLEC-to-CLEC migrations) in the Resale POTS product group. Verizon calculates a resale migration indicator field that it uses in its metric algorithms to include these orders. These orders must be selected with separate logic because they are record orders with an original appointment code of K that would otherwise be excluded by the logic that selects orders with codes of W and S (i.e., standard interval or CLEC-requested interval shorter than standard). Silverpoint verified that Verizon correctly derives the resale migration indicator field in NMP.

The key data fields in the LSR Service Order data mart for this measure are CLEC ID, report period, completion interval, exclusion indicators, status (e.g., complete), provider type (e.g., resale, retail), service order type (N, C, or T), original appointment code, line count, project indicator, subscriber delay indicator, resale migration indicator, and various product selection fields.

To calculate the denominator for the measure, Verizon counts the number of unique non-dispatch service orders with one to five lines that are completed during the report month. To calculate the numerator, Verizon counts the number of service orders identified in the denominator that have a completion interval of one business day or less. We recalculated the CLEC aggregate result and retail result for the product group in the PAP, PR-3-01-2100 (Resale POTS) and replicated Verizon PA’s reported results.

PR-3-10 – % Completed in Six Days – One to Five Lines – Total

The PR-3-10 measure focuses on the UNE 2-wire xDSL Loop product group, and reports the percentage of orders with a completion interval of six days or less. The formula for PR-3-10 is as follows:

· Numerator: Number of orders by specified product with one to five lines where completion date minus application date is six or fewer days

· Denominator: Number of orders by specified product with one to five lines.

The Guidelines list as an exclusion specific to PR-3-10 orders that require a manual loop qualification. Orders missed due to facility reasons are also excluded from PR-3 measures for 2-wire xDSL Loops. Verizon calculates a qualification indicator field in NMP that it uses to exclude orders requiring manual loop qualification with a logic step in its metric algorithm. Verizon identifies orders missed due to facility reasons with the facility miss indicator field calculated in NMP, which it then uses in its metric algorithm to exclude these orders. Silverpoint verified that Verizon correctly derives both indicator fields in NMP.

The key data fields in the LSR Service Order data mart for this measure are CLEC ID, report period, completion interval, exclusion indicators, status (e.g., complete), provider type (e.g., resale, retail), service order type (N, C, or T), original appointment code, line count, project indicator, subscriber delay indicator, facility miss indicator, qualification indicator, hot cut indicator, and various product selection fields.

To calculate the denominator for the measure, Verizon counts the number of unique service orders with one to five lines that are completed during the report month. To calculate the numerator, Verizon counts the number of service orders identified in the denominator that have a completion interval of six business days or less. We recalculated the CLEC aggregate result for the product group in the PAP, PR-3-10-3342 (UNE 2-wire xDSL Loops), and replicated Verizon PA’s reported result.

5.  PR-4 Missed Appointments

PR-4 measures the percentage of orders that Verizon completes after the due date. There are eight PR-4 sub-metrics, of which seven are included in the PAP.
 The standard for PR-4-01, PR-4-02, PR-4-04, and PR-4-05 is parity with Verizon retail. The standard for PR-4-07, PR-4-14, and PR-4-15 is 95 percent. Verizon reports PR-4 results on a statewide basis by individual and aggregate CLECs, and retail results for the parity measures. 

PR-4-01, PR-4-04, and PR-4-05 – % Missed Appointments – Verizon

There are three PR-4 sub-metrics in the PAP that measure the percentage of orders completed after the due date for Verizon reasons. PR-4-01 focuses on total orders, while PR-4-04 and PR-4-05 focus on dispatch and no dispatch orders, respectively. Verizon appropriately includes resale “as is” migrations in the resale and retail POTS, resale and retail specials, and retail ISDN product groups for the PR-4-01 and PR-4-05 measures; resale migrations are not relevant to PR-4-04, which measures dispatch orders.

The formula for PR-4-01, percentage total missed appointments for Verizon reasons, is as follows:

· Numerator: Number of orders where completion date is greater than the order due date due to Verizon reasons for the product group

· Denominator: Number of orders completed for the product group.

The key data fields in the LSR Service Order data mart for this measure are CLEC ID, report period, completion date, original due date, exclusion indicators, status (e.g., complete), provider type (e.g., resale, retail), service order type (N, C, or T), original appointment code, dispatch indicator, resale migration indicator, CISR MAC, and various product selection fields. Data from the ASR Service Order data mart are also used for this measure for certain specials product groups. The key data fields in this data mart are CLEC ID, order status date, status, product type, exclusion indicator, service order type, completion date, original due date, and customer-not-ready indicator.

To calculate the denominator for the measure, Verizon counts the number of unique service orders that are completed during the report month. To calculate the numerator, Verizon counts the number of service orders identified in the denominator that have a completion date later than the original due date, with the delay due to Verizon reasons. We recalculated the CLEC aggregate result and retail result for the product groups in the PAP, PR-4-01-1210 (Resale and UNE Combined Specials DS0), PR-4-01-1211 (Resale and UNE Combined Specials DS1), PR-4-01-1213 (Resale and UNE Combined Specials DS3) and PR-4-01-3530 (UNE IOF), and replicated Verizon PA’s reported results.

The formulas and algorithms for PR-4-04 and PR-4-05 are the same as that for PR-4-01, except that they focus on dispatch orders and non-dispatch orders, respectively, rather than total orders. We recalculated the PR-4-04 CLEC aggregate and retail results for the product groups in the PAP, PR-4-04-1341 (Resale and UNE Combined 2-wire Digital), PR-4-04-2100 (Resale POTS), and PR-4-04-3113 (UNE POTS Loop New), and replicated Verizon PA’s reported results.
 We also recalculated the PR-4-05 CLEC aggregate and retail results for the product groups in the PAP, PR-4-05-2100 (Resale POTS) and PR-4-05-3341 (UNE 2-wire Digital Services), and replicated Verizon PA’s reported results.

PR-4-02 – Average Delay Days

The PR-4-02 sub-metric measures the number of business days between the order due date and when Verizon actually completes the order. The formula for PR-4-02 is as follows:

· Numerator: Sum of the completion date minus the due date for orders/trunks missed due to company reasons for the product group

· Denominator: Number of orders/trunks missed for company reasons by product group.

This metric measures the average number of days that an order is delayed, for those missed due to Verizon reasons. Verizon uses a Verizon-caused delay day counter field from its source system for LSR orders. For ASR orders, Verizon calculates a delay day counter field in NMP, which Silverpoint verified is calculated properly. Otherwise, the key data fields in the LSR Service Order data mart and ASR Service Order data mart for this measure are the same as for PR-4-01.

We reviewed the logic in Verizon’s metric algorithms for this measure. We found that Verizon is missing a logic step in its wholesale algorithm for PR-4-02-1200 that prevents duplication for certain infrequent orders that may appear in both the LSR and ASR data marts. Verizon subsequently issued a metric change control notice regarding this error but has not yet made the correction.
 Verizon indicated that the error had no effect of reported results.

To calculate the denominator for the measure, Verizon counts the number of unique service orders completed during the report month that are missed due to Verizon reasons. To calculate the numerator, Verizon sums the number of Verizon-caused delay days for the service orders identified in the denominator. We recalculated the CLEC aggregate and retail results for the product groups in the PAP, PR-4-02-1200 (Resale and UNE Combined Specials), PR-4-02-2100 (Resale POTS), PR-4-02-3112 (UNE POTS Loop), PR-4-02-3341 (UNE 2-wire Digital Services), PR-4-02-3342 (UNE 2-wire xDSL Loops), and PR-4-02-3530 (UNE IOF), and replicated Verizon PA’s reported results.

PR-4-07 – % On Time Performance – LNP Only

The PR-4-07 sub-metric measures Verizon’s performance in provisioning Local Number Portability (LNP) orders. The formula for PR-4-07 is as follows:

· Numerator: Number of LNP orders where the port trigger is completed one business day before the due date and the retail disconnect is completed on or after 11:59 p.m. of the due date

· Denominator: Number of LNP orders completed (where one order = trigger message and disconnect order).

Verizon uses the LNP data mart to calculate this measure exclusively. We examined how Verizon implements the global provisioning Guidelines exclusions for this data mart:
 

· Verizon affiliates

· Test CLECs

· The former GTE territory

· PARTS orders

· Administrative orders (Verizon official lines)

· UNE platform, line sharing and line splitting products

· UNE Port service. 

Verizon derives a former GTE indicator field and an exclusion indicator field using a lookup table in NMP to flag former GTE, Verizon affiliate, and test CLEC orders, and excludes these orders from results with a logic step in its metric algorithms. During our data integrity work, we verified that Verizon accurately calculates these indicator fields and properly implements these exclusions. Verizon excludes UNE platform, line sharing, and line splitting products with logic steps in its metric algorithms that select only relevant LNP orders. Orders for UNE Port service are not included in the data sent to NMP.
 Administrative and PARTS orders are not relevant for LNP orders.
 

The Guidelines state that Verizon should exclude from PR-4-07 LNP orders without office equipment that do not have a trigger placed on the line. This exclusion is implicit in the metric definition, which states that measurement is based on both a trigger message and an associated disconnect order; orders without a trigger order are not included in the metric.
 Similarly, Verizon derives a no-disconnect indicator field in NMP to identify orders with no related disconnect order and excludes them with a logic step in its metric algorithm. Silverpoint verified that Verizon calculates this indicator properly.

The key data fields in the LNP data mart for this measure are CLEC ID, CRIS completion date,  exclusion indicator, status (e.g., complete), provider type (e.g., resale, retail), service order type (N, C, or T), no-disconnect indicator, and metric met indicator. Verizon derives a metric met indicator in LNP; it sets the indicator to Y if all telephone orders on the service order are completed by the due date. Silverpoint verified that Verizon calculates this indicator properly.

To calculate the denominator for the measure, Verizon counts the number of LNP orders completed during the report month. To calculate the numerator, Verizon counts the number of orders identified in the denominator that have a metric met indicator of Y. We recalculated the CLEC aggregate result for PR-4-07-3540 and replicated Verizon PA’s reported results.

PR-4-14 – % Completed On Time – 2-wire xDSL

The PR-4-14 sub-metric measures Verizon’s performance in provisioning 2-wire xDSL orders. The formula for PR-4-14 is as follows:

· Numerator: Number of orders completed on or before the due date

· Denominator: Number of completed orders minus any orders delayed for customer reasons.

In addition to the regular PR-4 metric exclusions, orders missed due to facility reasons are excluded from PR-4-14. Orders that have been delayed for customer reasons are also excluded, consistent with the formula for this measure. As discussed in PR-3, Verizon identifies orders with a CLEC-caused delay with subscriber delay indicator field and orders missed due to Verizon facility reasons with the facility miss indicator field calculated in NMP; Verizon uses these fields in its metric algorithms to exclude these orders. Otherwise, the key data fields in the LSR Service Order data mart for this measure are the same as for PR-4-01.

We reviewed the logic in Verizon’s metric algorithms for this measure. We found that Verizon has obsolete logic in its PR-4-14-3342 wholesale algorithm to exclude certain orders as requested by a specific CLEC. Verizon subsequently issued a metric change control notice regarding this error but has not yet made the correction.
 Verizon stated that the error had no effect of reported results.

To calculate the denominator for the measure, Verizon counts the number of service orders that are completed during the report month that had no customer-related or facility-related delays. To calculate the numerator, Verizon counts the number of service orders identified in the denominator that have a completion date less than or equal to the due date. We recalculated the CLEC aggregate result in the PAP, PR-4-14-3342, and replicated Verizon PA’s reported results.

PR-4-15 – % On Time Provisioning – Trunks

The PR-4-15 sub-metric measures Verizon’s performance in provisioning trunk orders. While the other PR-4 metrics are based on orders that are complete in the billing system, the PR-4 trunk metrics are calculated on the basis of physical work completion. Consistent with the Guidelines, Verizon includes reciprocal trunks in wholesale results. The formula for PR-4-15 is as follows:

· Numerator: Number of trunks where the order completion date is less than or equal to the order due date.

· Denominator: Number of trunks completed during the month.

In addition to the regular PR-4 metric exclusions, orders that have been delayed for customer reasons are also excluded from PR-4-15. The key data fields in the ASR Service Order data mart for this measure are the same as for PR-4-01, except that provisioning completion date is used instead of order completion date to determine timeliness of completion.

To calculate the denominator for the measure, Verizon counts the number of provisioned trunks that are completed during the report month that had no customer-related delay. To calculate the numerator, Verizon counts the number of provisioned trunks identified in the denominator that have a provisioning completion date less than or equal to the due date. We recalculated the CLEC aggregate result in the PAP, PR-4-15-5000, and replicated Verizon PA’s reported results.

6.  PR-5 Facility Missed Orders

PR-5 reports on orders that Verizon missed due to a lack of facilities. There are two PR-5 sub-metrics, both of which are included in the PAP. The standard for PR-5 is parity with Verizon retail. Verizon reports PR-5 results on a statewide basis by individual and aggregate CLECs and for Verizon retail. There are no additional exclusions specific to PR-5 metrics.

PR-5-01 % Missed Appointment – Verizon – Facilities

The PR-5-01 metric measures the percent of dispatched orders or trunks completed after the due date due to lack of Verizon facilities. The formula for PR-5-01 is as follows:

· Numerator: Number of dispatched orders or trunks where the order completion date is greater than the order due date due to Verizon facility reasons for the product group

· Denominator: Number of dispatched orders or trunks completed for the product group.

The key data fields in the LSR Service Order data mart for this measure are CLEC ID, report period, completion date, original due date, exclusion indicators, status, provider type, service order type, original appointment code, dispatch indicator, facility miss indicator field, CISR MAC, and various product selection fields. Data from the ASR Service Order data mart are also used for this measure for certain specials product groups and for trunks. The key data fields in this data mart are CLEC ID, order status date, status, product type, exclusion indicator, dispatch indicator, service order type, completion date, original due date, and facility miss indicator.

To calculate the denominator for the measure, Verizon counts the number of dispatch service orders or trunk orders that are completed during the report month. To calculate the numerator, Verizon counts the number of service orders or trunks identified in the denominator that have a completion date later than the original due date, with the delay due to a lack of Verizon facilities. We recalculated the CLEC aggregate result and retail result for the product groups in the PAP, PR-5-01-1200 (Resale and UNE Combined Specials), PR-5-01-2100 (Resale POTS), PR-5-01-3112 (UNE POTS-Loop), and PR-5-01-5000 (Trunks), and replicated Verizon PA’s reported results.

PR-5-02 % Orders Held for Facilities > 15 Days

PR-5-02 focuses on the number of orders or trunks that are completed more than fifteen days after the due date due to lack of Verizon facilities. The formula for PR-5-02 is as follows:

· Numerator: Number of dispatched orders or trunks where the order completion date minus the due date is 15 or more days for company facility reasons for the product group

· Denominator: Number of dispatched orders or trunks completed for the product group.

The key data fields in the LSR Service Order data mart and ASR Service Order data mart for this measure are the same as for PR-5-01. To calculate the denominator for the measure, Verizon counts the number of dispatch service orders or trunks that are completed during the report month. To calculate the numerator, Verizon counts the number of service orders or trunks identified in the denominator that have a completion date later than the original due date by more than fifteen days, with the delay due to a lack of Verizon facilities. We recalculated the CLEC aggregate result and retail result for the product groups in the PAP, PR-5-02-1200 (Resale and UNE Combined Specials), PR-5-02-2100 (Resale POTS), PR-5-02-3112 (UNE POTS Loop), and PR-5-02-5000 (Trunks), and replicated Verizon PA’s reported results.

7.  PR-6 Installation Quality

The three sub-metrics within PR-6 report on the percentage of lines/circuits/trunks that Verizon installed where a reported trouble was found in the network within seven days or thirty days of order completion. Two of these sub-metrics, PR-6-01 and PR-6-02, are included in the PAP. The standard for PR-6-01, percentage of installation troubles reported within 30 days, is parity with Verizon retail. The standard for PR-6-02, percentage of installation troubles reported within seven days, is two percent. Verizon reports PR-6-01 and PR-6-02 results on a statewide basis by individual and aggregate CLECs, and reports Verizon retail results for PR-6-01. 

Calculation of the PR-6 measure denominators involves provisioning data, while the calculation of the numerators involves maintenance and repair data. Beyond the standard exclusions and special projects, the Guidelines list as PR-6 exclusions subsequent reports, troubles closed due to customer action, and troubles reported by Verizon employees in the course of performing preventative maintenance where no customer has reported a trouble, which relate to the maintenance and repair domain. Verizon uses maintenance and repair data in the Trouble Fact data mart, which we discuss in the next chapter of this report, to calculate the numerators of the PR-6 measures. We do not repeat that discussion here, but note that we found that Verizon correctly implements both the global exclusions relevant to the maintenance and repair domain and those specific to the PR-6 measure.

PR-6-01 % Installation Troubles Reported within 30 Days

PR-6-01 reports the percentage of lines, circuits, or trunks installed where a reported trouble was found in the network within 30 days of installation. The formula for PR-6-01 is as follows:

· Numerator: Number of central office and outside plant loop (disposition codes 03, 04, and 05) troubles with installation activity within 30 days of the trouble report

· Denominator: Total lines installed in the calendar month.

The key data fields in the LSR Service Order data mart for this measure are CLEC ID, report period, exclusion indicators, order status (e.g., complete), provider type, service order type, original appointment code, resale migration indicator, and various product selection fields. Data from the ASR Service Order data mart are also used for this measure for specials product groups and trunks. The key data fields in this data mart are CLEC ID, order status date, status, product type, exclusion indicator, and service order type. To calculate the denominator for the measure, Verizon counts the number of lines, circuits, or trunks installed for service orders that are completed during the report month. 

The key data fields in the Trouble Fact data mart for this sub-metric are the CLEC ID, trouble ticket number, closed date, product/class of service codes, disposition code, 30-day installation trouble indicator, 30-day repeat trouble report indicator, and special project indicator. Verizon calculates the 30-day installation trouble indicator within NMP to identify the troubles reported on a circuit within thirty days of installation Verizon also derives a 30-day repeat trouble report indicator in NMP to identify troubles reported within thirty days of a trouble for the same circuit ID. Verizon uses this latter indicator to exclude repeat reports, consistent with the Guidelines. Verizon also derives a special project indicator in NMP based on a lookup table. Silverpoint verified that Verizon calculates these indicators correctly.

To calculate the numerator for PR-6-01, Verizon counts the number of trouble tickets closed during the reporting month with network troubles that occurred within 30 days of order completion.  We recalculated the CLEC aggregate result for the product groups in the PAP, PR-6-01-1200 (Resale and UNE Combined Specials), PR-6-01-2100 (Resale POTS), PR-6-01-3113 (UNE POTS Loop-New), PR-6-01-3341 (UNE 2-wire Digital Loops), PR-6-01-3342 (UNE 2-wire xDSL Loops), and PR-6-01-5000 (Trunks), and replicated Verizon PA’s reported results.

PR-6-02 % Installation Troubles Reported within Seven Days

PR-6-02 reports the percentage of hot cut lines installed where a reported trouble was found in the network within seven days of installation. The formula for PR-6-02 is as follows:

· Numerator: Number of central office and outside plant loop (disposition codes 03, 04, and 05) troubles with installation activity within 7 days of the trouble report

· Denominator: Total lines installed in the calendar month.

Verizon uses provisioning hot cut data in the Hot Cut data mart to calculate the denominator of this measure. We discuss the hot cut process, the Hot Cut data mart, and how Verizon implements exclusions for this data in our discussion of the PR-9 metrics. We do not repeat that discussion here but note that we found Verizon correctly implements the global exclusions relevant to the provisioning domain for this data.

The key data fields in the Hot Cut data mart are state, scheduled due date, coordination type (e.g., basic or large job hot cut), and line number. To calculate the denominator for the measure, Verizon counts the number of lines associated with all hot cut orders with a scheduled due date within the month.

The key data fields in the Trouble Fact data mart for this sub-metric are the CLEC ID, trouble ticket number, closed date, product/class of service codes, disposition code, special project indicator, and hot cut indicator. Verizon uses the hot cut indicator field, which originates in the source system, to both identify troubles reported within seven days of the hot cut and exclude any repeat troubles.

To calculate the numerator for PR-6-02, Verizon counts the number of trouble tickets closed during the reporting month with network troubles that occurred within 7 days of order completion. We recalculated the CLEC aggregate result for the product groups in the PAP, PR-6-02-3520 (Loop Basic Hot Cut) and PR-6-02-3523 (Loop Large Job Hot Cut), and replicated Verizon PA’s reported results.

8.  PR-8 Percent Open Orders in a Hold Status

The one PR-8 sub-metric reports on the percentage of open orders that, at the end of the reporting period, have been in a hold status for more than 30 calendar days. The Guidelines define an open order as a valid order that has not been completed or cancelled. Open orders in a hold status are those that have passed the originally committed completion date due to Verizon reasons. PR-8-01 is included in the PAP, and the standard is parity with retail. Verizon reports PR-8 results on a statewide basis by individual and aggregate CLECs and for Verizon retail. The formula for PR-8-01 is as follows:

· Numerator: Number of open orders that at the close of the reporting period have been in a hold status for more than 30 days

· Denominator: Total number of orders completed in the reporting period.

Other than the standard provisioning exclusions, the Guidelines list three other exclusions for this measure. The Guidelines state that Verizon should exclude orders that are complete or cancelled. Verizon applies this exclusion to the numerator only (because the denominator is defined as completed orders) by including only pending orders (i.e., those not completed or cancelled). Orders that at the request of the CLEC or Verizon retail customers have not been assigned a completion date should also be excluded. Verizon interprets the Guidelines language to mean orders that have no original due date. The Guidelines also list as an exclusion for PR-8 orders that have passed the committed completion date or are otherwise delayed due to CLEC or end user delay. Verizon uses the subscriber delay indicator field for LSR orders and the customer-not-ready indicator for trunks to accomplish both of these exclusions.

The key data fields in the LSR Service Order data mart for this measure are CLEC ID, report period, completion date, original due date, exclusion indicators, status (e.g., complete, pending), provider type, service order type, original appointment code, resale migration indicator, CISR MAC, subscriber delay indicator, and various product selection fields. Data from the ASR Service Order data mart are also used for this measure for the trunk product group. The key data fields in this data mart are CLEC ID, order status date, status, provisioning status date, product type, exclusion indicator, service order type, completion date, original due date, and customer-not-ready indicator.

To calculate the denominator for the measure, Verizon counts the number of service orders or trunk orders that are completed during the report month. To calculate the numerator, Verizon counts the number of service orders or trunk orders that are pending for more than thirty days that have not been delayed for customer or end user reasons. We recalculated the CLEC aggregate result and retail result for the product groups in the PAP, PR-8-01-3341 (UNE 2-wire Digital Services), PR-8-01-3342 (UNE 2-wire xDSL Loops), and PR-8-01-5000 (Trunks), and replicated Verizon PA’s reported results.

9.  PR-9 Hot Cut Loops

There are three PR-9 sub-metrics, of which two, PR-9-01 and PR-9-08, are included in the PAP. Verizon reports PR-9 results on a statewide basis for individual and aggregate CLECs. The standard for PR-9-01 is 95 percent; the standard for PR-9-08 is parity with Verizon retail. Verizon calculates these sub-metrics using two different data sources, and we discuss them separately.

PR-9-01 % On Time Performance – Hot Cut

PR-9-01 reports on Verizon’s on-time performance for UNE hot cut loops. The formula for the PR-9-01 measure is as follows:

· Numerator: Number of hot cut (coordinated loop) orders, with or without number portability, completed within the commitment window (as scheduled on the order) on the due date

· Denominator: Number of hot cut (coordinated loop) orders completed. 

The Guidelines define a hot cut as completed when the work is done at the appointed frame due time, or when the work is done at a time mutually agreed upon by the CLEC. For basic hot cuts, the cut-over window is specified in the Guidelines (e.g., two hours for an order of 10 to 49 lines). For large hot cut jobs, the interval is mutually agreed upon by Verizon and the CLEC.
 The Guidelines require that orders missed for customer reasons, when there is no Verizon miss, be counted as on-time once completed. A hot cut is considered to be “missed” when a premature disconnect is either called into the 1-877-HotCuts number or reported to Verizon via email, or Verizon did not complete the work due to a Verizon reason (e.g., due date pushed out due to Verizon action).

Verizon’s regional CLEC coordination centers (RCCC) handle hot cut orders. The RCCC hot cut coordinators use a web-based system, the Wholesale Performance Tracking System (WPTS), to process and record information on hot cut orders. WPTS, an overlay to WFA-C, is a tool for tracking orders, collecting data on orders, and communicating interactively with the CLEC and Verizon frame technicians during the hot cut process. Under Verizon’s business process, it notifies the CLEC prior to the cut that it is ready to proceed at the appointed frame due time, and verifies that the CLEC is prepared to continue. The RCCC coordinator records information on a WPTS screen during the hot cut session. If the CLEC is interactive with WPTS, it can simply click buttons on the screen to indicate approval to continue, acceptance of the order, etc., and it will receive electronic notification of a completed cut. If the CLEC is not interactive on WPTS, a RCCC coordinator has to act for the CLEC by clicking the appropriate buttons. 

The Verizon frame technician working the order is also usually interactive on WPTS, and clicks a button to indicate that the cut was completed. In some cases, however, the RCCC coordinator receives the information by phone and acts as the frame technician by clicking the WPTS button regarding completion. WPTS automatically timestamps each step in the process, and updates this information in WFA-C. If Verizon completed the order outside the cut-over window, WPTS prompts the coordinator for a reason why Verizon missed the order. The RCCC coordinator selects a three-character missed function code (MFC) from a list of possible codes provided in a drop down menu in WPTS.

 A Verizon metric specialist reviews every completed order to determine met or missed status as part of Verizon’s quality control process. The metric specialist reviews the information on each order and updates the MFC code if warranted. If there is no MFC, or if the order was late for CLEC reasons, Verizon scores the order as “met,” otherwise Verizon scores the order as “missed.” Consistent with the Guidelines, Verizon scores as missed orders with an MFC code that denotes a premature disconnect that the CLEC called into the 1-877-Hot Cuts number. The PR-9-01 definition states that orders disconnected early are considered not met. Verizon interprets this as referring to early cuts, and it therefore scores orders that have a turn-up time before the frame due time as missed (i.e., they were finished before they should have begun). We believe that Verizon’s scoring process is therefore consistent with the language of the Guideline.

Each month, Verizon sends data on completed orders from WPTS to the NMP for storage in the NMP data warehouse. Verizon selects the records from the NMP warehouse that have a completion date within the given month and places those records into the Hot Cut data mart used by Verizon’s metrics algorithms. This approach ensures that each month Verizon reports on all transactions.

We examined how Verizon applied the global exclusions for the provisioning domain set forth in the Guidelines for the hot cut data, which are as follows:

· Verizon affiliate orders

· Test CLEC orders

· Orders from the former GTE territory

· PARTS orders

· Administrative orders (Verizon official lines)

· Orders for UNE platform, line sharing and line splitting products

· Orders for UNE Port service.

Verizon excludes test CLEC, Verizon affiliate, and administrative orders from the WPTS data sent to NMP.
 Verizon excludes orders from the former GTE territory using a logic step in its metric algorithms.
 Hot cuts are loops, so by definition UNE platform, line sharing and line splitting products and PARTS orders are not captured in the WPTS data. Verizon does not perform UNE Port service on hot cuts.

In addition to these global exclusions, the Guidelines exclude from PR-9-01 orders that are not complete. Verizon includes only completed orders in the Hot Cut data mart. The Guidelines also state that if a CLEC cancels an order before the start of a hot cut window and Verizon performs the hot cut, the Verizon error will result in a trouble report and need not be reflected elsewhere. This language refers to a situation that cannot occur in practice. The CLEC cannot cancel the order after the cut has started, since it has to give approval to proceed in the first place. Verizon would not perform the hot cut, because the cut is coordinated and it would not have continued without approval by the CLEC.

The key data fields in the Hot Cut data mart are state, scheduled due date, coordination type (e.g., basic hot cut or large job hot cut), and met indicator. To calculate the denominator for the measure, Verizon counts all hot cut orders with a scheduled due date within the month. To calculate the numerator, Verizon counts the number of completed orders that have a Y in the Met indicator field. We recalculated the CLEC aggregate results for PR-9-01-3520 (basic hot cuts) and PR-9-01-3523 (large job hot cuts) and replicated Verizon PA’s reported results.

PR-9-08 Average Duration of Hot Cut Installation Troubles

PR-9-08 measures the average duration of hot cut installation troubles, i.e., mean time to repair, for cases in which a trouble was found in the Verizon network within seven days of completion. The formula for the PR-9-08 measure is as follows:

· Numerator: The sum of the trouble clear date and time minus the trouble receipt date and time for central office and loop troubles (disposition codes 03, 04, and 05) for hot cut installation troubles reported within seven calendar days.

· Denominator: Number of central office and loop troubles (disposition codes 03, 04, and 05) for hot cut installation troubles reported within seven calendar days. 

The Guidelines state that troubles should be counted in the month the trouble report is closed. Any additional troubles received after the initial installation trouble report should be treated as a repeater, and therefore not included in results.

Although PR-9-08 is included in the provisioning domain, it is calculated in a fashion similar to the mean time to repair metrics MR-4-01, MR-4-02, and MR-4-03. Verizon uses data in the Trouble Fact data mart, which we discuss in the next chapter of this report, to calculate PR-9-08. We do not repeat that discussion here, but note that we found that Verizon correctly implements both the global exclusions relevant to the maintenance and repair domain and those specific to the MR-4 measures (e.g., subsequent reports).
 The PR-9 Guidelines do not mention these maintenance and repair exclusions, which could create unnecessary confusion. Verizon responded that the industry is aware of the metric definition and that normal maintenance and repair exclusions apply, and stated that it did not believe an update to the Guidelines was necessary.

The key data fields in the Trouble Fact data mart for this sub-metric are the CLEC ID, trouble ticket number, closed date, product/class of service codes, hot cut type (e.g., basis hot cut), disposition code, installation trouble indicator, repeat trouble report indicator, and trouble duration interval. Verizon calculates the installation trouble indicator within NMP to identify the troubles reported on a circuit within seven days from the hot cut. Verizon also derives a repeat trouble report indicator in NMP to identify troubles reported within seven days of a trouble for the same circuit ID. Verizon uses this latter indicator to exclude repeat reports, consistent with the Guidelines.

To calculate the denominator for PR-9-08, Verizon counts the number of trouble tickets closed during the reporting month with network troubles on hot cut loops. To calculate the numerator, Verizon sums the trouble duration intervals for the trouble tickets selected for the denominator. We recalculated the CLEC aggregate results and retail results for PR-9-08-3533 and replicated Verizon PA’s reported results.

C. Conclusions

1.
Verizon’s method for calculating the PAP provisioning metrics is accurate and conforms to the Guidelines, with minor exceptions. 

Silverpoint developed an overview of provisioning business processes and systems and reviewed the flow of transaction-level data from Verizon’s source systems. We were satisfied that Verizon captures and reports relevant data in measure results. We found that the definition of key data fields, calculation of derived values, implementation of exclusions, and metric algorithm calculation logic were consistent with the language of the Guidelines, and we successfully replicated reported results.

During our review of the provisioning metrics, Silverpoint identified a few minor errors. Verizon’s algorithm for PR-4-14-3342 contains an obsolete, but incorrect, logic step to remove certain orders for one CLEC, and its algorithm for PR-4-02-1200 is missing a logic step that ensures it does not report certain orders more than once. In both cases, the errors had no effect on reported results during the review period.

D. Recommendations

1. 
Verizon should correct the errors in its provisioning algorithms.

Verizon issued metric change control notices regarding the programming errors in its provisioning algorithms, but it has not yet made the necessary corrections.

V. Maintenance and Repair Measures

A. Introduction

The Maintenance and Repair domain for Pennsylvania contains five basic performance measures with 28 sub-metrics. Thirteen of these sub-metrics are included in Verizon’s PAP: two MR-1 sub-metrics, two MR-3 sub-metrics, eight MR-4 sub-metrics, and one MR-5 sub-metric.
 These metrics report on the response time of Verizon’s maintenance interfaces, and on Verizon’s maintenance and repair performance as measured by missed repair appointments, trouble duration intervals, and repeat troubles.

The global Guidelines exclusions applicable to the maintenance and repair domain are transactions associated with Verizon affiliates, test CLECs, the former GTE territory, and Verizon administrative lines, as well as troubles associated with UNE platform, line sharing and line splitting products.

B. Analysis

1.  MR-1 – Response Time OSS Maintenance Interface

The MR-1 metric focuses on the response time from the receipt of a request at Verizon’s access platform to issuance of a response from that platform. The MR-1 measure reports on Local Service Interface – Trouble Administration (LSI-TA), as well as electronic bonded interfaces, although LSI-TA is the only interface relevant to the PAP. Only POTS transactions are included in the MR-1 measure. Two of the twelve MR-1 sub-metrics, MR-1-01 and MR-1-06, are included in the PAP; they measure the average response time for create trouble and test trouble transaction types, respectively. Verizon calculates results for transactions occurring between 8:00 a.m. and 5:00 p.m. seven days a week, with no holiday exclusions. 

Verizon PA reports CLEC aggregate results for Pennsylvania and Delaware combined. The standard for both sub-metrics is parity with retail plus not more than four seconds. The formula for the MR-1 metric is as follows:

· Numerator: Sum of all response times from the time the transaction is received to the time a response is sent as specified in the Guidelines methodology

· Denominator: Number of transactions of the specified type.

Verizon’s Web GUI interface, the Repair Trouble Administration System (RETAS), tracks CLEC maintenance queries; on the retail side, the Common Agent Desktop (CAD) performs similar functions for Verizon queries. 

The Guidelines define the CLEC transaction response interval as the elapsed time, in seconds, between the transmission of a query request and the receipt of a response by the requesting carrier. Verizon stated that it measures this interval from when the CLEC hits the key to create the trouble ticket until the time the CLEC receives a response over the same interface.
 Verizon calculates the wholesale response interval in NMP, and Silverpoint verified that Verizon correctly calculates this interval.

For retail transactions, response intervals are calculated as the sum of the average of two measurements — the initial inquiry transaction and the action request (e.g., create, test). The initial inquiry is required in order to proceed to the trouble report screen for the action request. Verizon measures the initial inquiry interval from when CAD receives the user’s inquiry request to when CAD receives data from vRepair and sends back to the user a trouble request screen. Verizon measures the action request interval from the time CAD receives the user’s action request to the time CAD sends the vRepair information to the GUI.

Both RETAS and CAD send information daily to NMP for storage in the NMP warehouse. To calculate monthly metric results, Verizon selects the records from the NMP warehouse that have a transaction date within a given month, and places those records into the System Response Time data mart used by Verizon’s metrics algorithms.
 This approach ensures that each month Verizon reports on all transactions.

We examined how Verizon applied the global Guidelines exclusions for this measure. Verizon derives an exclusion indicator in NMP that identifies affiliate and test CLEC data using a lookup table; Verizon then excludes these transactions with a logic step in its metric algorithms. Silverpoint substantiated that Verizon is accurately calculating this exclusion indicator in NMP. Both RETAS and CAD do not send former GTE records to NMP, so none of these records are included in reported results.
  The Guidelines also list as global exclusion for the maintenance domain UNE platform, line sharing, and line splitting products, as well as Verizon official lines. Verizon stated the MR-1 measure is more like a pre-ordering measure (i.e., it measures interface response times), and that there is no practical way to implement these exclusions for MR-1.
 Silverpoint believes this interpretation is reasonable.

Other than these global exclusions, there are exclusions specific to the MR-1 measure: 

· For CLEC create transactions, complex create transactions not available to retail including feature fix create and create transactions for multiple circuits on one trouble ticket

· For all types of CLEC transactions, functions not available to retail including transactions on circuits with recent change activity requiring service order look-up

· For MR-1-06, transactions that are incomplete due to Line in Use, specifically those transactions with a VER code response of 6 or 61. 

Verizon uses logic steps involving two source system indicator fields in its metric algorithms to accomplish the exclusions for transactions on circuits with recent change activity requiring service order look-up and for feature fix create transactions.
 RETAS filters out create transactions for multiple circuits on one trouble ticket and does not send them to NMP, so they are properly excluded from results. Verizon derives the exclusion indicator field to identify records with a VER code response of 6 or 61 and excludes them with a logic step in its metric algorithm.

The definition of the MR-1 measure states that only POTS transactions are included. Verizon’s algorithms for CLEC wholesale selects only transactions associated with POTS circuit types. CAD sends only retail records associated with POTS to NMP, so only retail POTS transactions are included in results.
 Although not explicit in the Guidelines, Verizon includes only successful transactions in results. We believe this is reasonable.

The key data fields in the System Response Time data mart are the state code, report period, system ID (e.g., RETAS, CAD), transaction type (e.g., create, test), and response interval. To calculate the CLEC aggregate denominator, Verizon counts the number of wholesale transactions of the specified type during the reporting month. To calculate the numerator, Verizon sums the response intervals for the records selected in the denominator. We recalculated the CLEC aggregate results for MR-1-01-6050 (create trouble) and MR-1-06-6050 (test trouble) and replicated Verizon PA’s reported results.

To derive the retail analog, Verizon calculates an average response interval for inquiry transactions and an average response interval for either create troubles (MR-1-01) or test troubles (MR-1-06), and then adds the averages. For each transaction type, Verizon counts the number of transactions and divides that amount into the sums of the response intervals. MR-1-01 is the sum of the inquiry quotient and the create quotient. MR-1-06 is the sum of the inquiry quotient and the test quotient. Silverpoint recalculated the retail results for MR-1-01-6050 and MR-1-06-6050 and replicated Verizon PA’s reported results.

2.  Overview of the MR-3 to MR-5 Measures

The Trouble Ticket Process

Data for the MR-3 through MR-5 measures originate from three Verizon systems — Work Force Administration/Dispatch Out (WFA/DO) for outside plant maintenance, Work Force Administration/Control (WFA/C), which focuses on maintenance of specials and trunks, and vRepair, which focuses on maintenance of POTS products for both retail and wholesale.
 

CLECs report troubles electronically through RETAS or the electronic bonding trouble interface; they can also open a trouble ticket by calling a Verizon regional CLEC maintenance center. Along with other information about the trouble, the CLEC generally specifies the presumed trouble location based on its own testing. Verizon generally dispatches out loop troubles, while a trouble in the central office results in a “dispatch in.”

Verizon provides a commitment time to the CLEC and hands off the ticket either to a field technician for a loop trouble or a central office technician for a central office trouble to resolve the trouble and restore service. Once the technician has resolved the trouble and restored service, he or she will enter a disposition code and the clear time (i.e., the time at which the technician deems the trouble to be resolved) directly into a hand-held terminal; the associated ticket data then flow to vRepair, WFA/DO or WFA/C. For example, disposition codes starting with 03, 04, and 05 in vRepair indicate the location of the trouble as drop wire, trouble in the cable, or trouble in the central office, respectively. If Verizon’s testing determines that the trouble is not located anywhere in the circuit, the Verizon technician will assign a disposition code that indicates Found OK (FOK), Test OK (TOK), or Customer Provided Equipment (CPE). The technician or the maintenance center representative then closes the ticket, at which time the system automatically records a close time, i.e., the time at which Verizon closes the ticket and notifies the CLEC.

Some repairs are subject to the stop-clock process. That is, the trouble duration interval excludes time when Verizon cannot access the circuit. If access to a customer premises is necessary, the technician will arrive during the window that Verizon has established with the customer. If the customer is not available during this time window, the technician will record on his or her hand-held terminal a code for a customer-caused missed appointment.

Data Flow and Common Exclusions

WFA/C, WFA/DO, and vRepair all send data to NMP daily. To create the Trouble Fact data mart used by Verizon’s algorithms to calculate MR-3, MR-4, and MR-5 metrics, Verizon selects records from the NMP warehouse with a closed date within the reporting month, which ensures that Verizon will report all relevant trouble tickets.
 

Silverpoint discusses the MR-3, MR-4, and MR-5 measures in separate subsections of this chapter. However, these three measures share many of the same exclusions, and we discuss those here rather than repeat the information in each subsection. First, we determined how Verizon implements the global Guidelines exclusions for the MR-3, MR-4, and MR-5:

· Verizon affiliate orders

· Test CLEC orders

· Order from the former GTE territory

· Troubles associates with UNE platform, line sharing and line splitting products

· Troubles on Verizon administrative lines.


Verizon derives an exclusion indicator in NMP that identifies affiliate and test CLEC data using a lookup table; Verizon then excludes these transactions with a logic step in its metric algorithms. Silverpoint substantiated that Verizon is accurately calculating this exclusion indicator in NMP. Verizon’s metric algorithms select only those records associated with the former Bell Atlantic territory, thereby properly excluding former GTE data.
 Verizon’s metric algorithms either do not select UNE platform products to include in results or specifically exclude them. Information associated with line sharing and line splitting troubles is stored in the NMP warehouse, but is not loaded into the data mart used to calculate the metrics.
 To identify administrative lines, Verizon derives an indicator field in NMP based on a lookup table and excludes them using a logic step in its metric algorithms.

There are other metric-specific exclusions applicable to MR-3, MR-4, and MR-5; these exclusions are: 

· Subsequent reports

· Troubles closed due to customer action

· Troubles reported but not found (FOK and TOK)

· Customer premises equipment problems (CPE)

· Troubles reported by Verizon employees in the course of performing preventative maintenance, where no customer reported a trouble.

Verizon defines a subsequent report as a ticket opened by a CLEC on a trouble that the CLEC has already reported, when the original ticket for the trouble is still pending. Verizon calculates a subsequent report indicator in NMP and excludes these tickets from results with a logic step in its metric algorithms. Silverpoint substantiated that Verizon is accurately calculating this indicator in NMP.

Verizon’s metric algorithms select the specific disposition codes to be included in results, and do not select troubles with CPE, TOK, and FOK disposition codes, as well as those with codes for troubles closed due to customer action. Verizon uses a Report Category code to classify different types of trouble reports. Verizon’s metric algorithms include only customer reports and therefore appropriately exclude Verizon-identified troubles. 

Verizon maintenance administrators have the ability to exclude trouble reports upon close out by checking a box in vRepair called “Exclude.”
 Verizon sends information on these trouble tickets to the NMP warehouse but does not include them in the Trouble Fact data marts used to calculate results. While this exclusion is not expressly listed in the Guidelines, we believe it is reasonable. We asked Verizon to quantify the amount of tickets excluded in this fashion, and the company stated that approximately 10 percent of POTS trouble tickets are excluded from the data mart.

3.  MR-3 – Missed Repair Appointments

The MR-3 metric reports on the percentage of network troubles not repaired and cleared by the committed date and time. Two of the three MR-3 sub-metrics, MR-3-01 and MR-3-02, are included in the PAP; they report the percentage of missed repair appointments for loop troubles (i.e., drop wire and cable troubles) and central office troubles, respectively. Verizon reports each of these sub-metrics for a specified number of distinct product groups. In all, there are ten individually-reported MR-3 results in the PAP.

The standard for MR-3 is parity with retail. Verizon reports MR-3 results on a statewide basis by individual and aggregate CLECs and for Verizon retail. The formula for MR-3-01 is as follows:

· Numerator: Number of loop troubles where the clear time is greater than the commitment time (disposition codes 03 and 04)

· Denominator: Number of loop troubles (disposition codes 03 and 04).

The formula for MR-3-02 is the same, except that it counts central office troubles (disposition code 05) rather than loop troubles.

Verizon makes a commitment to the CLEC or customer to clear the trouble by a specific date and time. The customer must agree to provide access within the commitment window. If Verizon clears the trouble by the end of this window, then Verizon has met its commitment. If Verizon clears the trouble after the commitment time expires, then for MR-3 purposes, Verizon treats the trouble as a missed appointment. Stated differently, Verizon defines a missed appointment as one for which the clear time is later then the commitment time. Verizon calculates a missed appointment counter in NMP by counting the number of missed appointments for each trouble listed in the source systems; Verizon uses this missed appointment counter field to calculate the numerator of the measure. Silverpoint verified that Verizon is calculating the missed appointment count field correctly.

Other than the exclusions discussed previously, there are several specific to MR-3:

· Missed appointments where the CLEC or end-user causes the missed appointment or the required access was not available during the appointment interval

· For the retail analog of UNE POTS Loop, UNE 2-wire Digital Loop and UNE 2-wire xDSL Loop, switch and translation troubles

· For MR-3-02 POTS Loop only, redirected troubles.

Verizon excludes troubles from MR-3 for which the CLEC or end-user is the cause of the missed appointment. In these cases, Verizon closes the troubles to disposition codes that are not selected by its metric algorithms (i.e., not 03, 04, or 05), so they are properly excluded from results. Verizon identifies no access tickets by disposition code and does not include them in the data mart used to calculate result.

The retail analog for UNE POTS Loop is Retail POTS Total and the retail analog for the UNE 2-wire products is Retail POTS Total plus Integrated Services Digital Network Basic Rate Interface (ISDN BRI). Verizon calculates an exclusion indicator in NMP to identify switch and translation troubles for retail trouble tickets, and excludes them from retail parity results using a logic step in its metric algorithms.

The Guidelines define redirected troubles as troubles dispatched in and dispatched out when Verizon finds the trouble on the second dispatch after an incorrect initial dispatch by the CLEC. For the wholesale MR-3-02 POTS Loop result, Verizon calculates dispatch in and dispatch out fields in NMP based on the number of dispatches made in resolving the trouble. Verizon uses a logic step in its metric algorithms to exclude troubles for which the dispatch in count is less than or equal to one and the dispatch out count is one. Stated differently, the logic step determines that the CLEC directed Verizon to dispatch out on the ticket but the ticket was later determined to be a central office trouble, which caused Verizon to miss the repair commitment.

The key data fields in the Trouble Fact data mart for MR-3 are the CLEC ID, trouble ticket number, closed date, product/class of service codes (used to identify specific product groups), disposition code, and missed appointment count.

To calculate the denominators for MR-3-01 and MR-3-02, Verizon counts the number of trouble tickets closed during the reporting month with loop troubles and central office troubles, respectively, for the specified product group. To calculate the numerators, Verizon counts the number of trouble tickets selected for the denominator that had at least one missed appointment. Silverpoint recalculated the CLEC aggregate results and retail results for MR-3-01 and MR-3-02 for all relevant product groups and replicated Verizon PA’s reported results.
 

4.  MR-4 – Trouble Duration Intervals

The MR-4 metrics measures trouble duration intervals. There are eight MR-4 sub-metrics, all of which are included in the PAP. The MR-4-01, MR-4-02, and MR-4-03 sub-metrics report mean time to repair, which is the average duration time from trouble receipt to trouble clearance. MR-4-04 reports the percentage of trouble cleared within 24 hours, and MR-4-05, MR-4-06, MR-4-07, and MR-4-08 report on troubles that resulted in the customer being out of service. Verizon reports each of these sub-metrics for a specified number of distinct product groups. In all, there are twenty-nine individually-reported MR-4 results in the PAP.

The MR-4 metrics focus on trouble duration intervals for network troubles, which are those with drop wire, cable, and central office disposition codes. The standard for the MR-4-01 through MR-4-08 PAP metrics is parity with retail. Verizon reports MR-4 results on a statewide basis by individual and aggregate CLECs and for Verizon retail.

The definitions for each of the MR-4 sub-metric numerators refer to the trouble duration interval as “trouble clear date and time minus trouble receipt date and time.” This definition is somewhat misleading, as it implies a running clock basis, which includes weekends and holidays. Trouble duration intervals for POTS and Resale products are measured on a running clock basis. However, intervals for specials and trunks are measured on a stop clock basis, which means that Verizon should stop the clock when CLEC testing is occurring, Verizon is awaiting carrier acceptance, or Verizon cannot gain access. For UNE Loop, UNE 2-Wire Digital Loop, and UNE 2-Wire xDSL products, Verizon should measure the trouble duration interval on a limited stop clock basis, which means that Verizon should stop the clock for outside dispatch tickets if access to the customer premises is after the offered repair interval. Otherwise, Verizon should use a running clock. Silverpoint reviewed the calculation of running clock and stop clock intervals and verified Verizon calculates them correctly.

Other than the global and common exclusions discussed previously, there are two specific to MR-4:

· For the retail analog of UNE POTS Loop, UNE 2-wire Digital Loop and UNE 2-wire xDSL Loop, switch and translation troubles

· For MR-4-03 POTS Loop only, redirected troubles.

Verizon implements these exclusions in the same fashion as for MR-3.

MR-4-01, MR-4-02, and MR-4-03 – Mean Time to Repair

These three sub-metrics focus on the average time for Verizon to repair troubles. The formula for MR-4-01, mean time to repair for network troubles is as follows:

· Numerator: Sum of trouble clear date and time minus trouble receipt date and time for central office and loop troubles (disposition codes 03, 04, and 05, FAC, CO and STN) 

· Denominator: Number of central office and loop troubles (disposition codes 03, 04, and 05, FAC, CO and STN)

The formulas for MR-4-02 and MR4-03 are the same, except that they focus separately on loop troubles and central office troubles, respectively.

The key data fields in the Trouble Fact data mart for these sub-metrics are the CLEC ID, trouble ticket number, closed date, product/class of service codes, disposition code, and trouble duration interval. The trouble duration interval is measured on a running clock or stop clock basis depending upon the product.

To calculate the denominator for MR-4-01, Verizon counts the number of trouble tickets closed during the reporting month with network troubles for the specified product group. To calculate the numerator, Verizon sums the trouble duration intervals for the trouble tickets selected for the denominator. We recalculated the CLEC aggregate results and retail results for MR-4-01 for all relevant product groups and replicated Verizon PA’s reported results.
 

To calculate the denominators for MR-4-02 and MR-4-03, Verizon counts the number of trouble tickets closed during the reporting month with loop troubles and central office troubles, respectively. To calculate the numerators, Verizon sums the trouble duration intervals for the trouble tickets selected for the denominator. We recalculated the CLEC aggregate and retail results for MR-4-02 and MR-4-03 for all relevant product groups and replicated Verizon PA’s reported results.

MR-4-04 – % Cleared (all troubles) within 24 Hours

The formula for MR-4-04, percentage of network troubles cleared within 24 hours, is as follows:

· Numerator: Number of troubles where the trouble clear date and time minus trouble receipt date and time is less than or equal to 24 hours for central office and loop troubles (disposition codes 03, 04, and 05, FAC, CO and STN) 

· Denominator: Number of central office and loop troubles (disposition codes 03, 04, and 05, FAC, CO and STN)

The key data fields in the Trouble Fact data mart for this sub-metric are the CLEC ID, trouble ticket number, closed date, product/class of service codes, disposition code, and trouble duration interval. The trouble duration interval is measured on a running clock or stop clock basis depending upon the product.

To calculate the denominator for MR-4-04, Verizon counts the number of trouble tickets closed during the reporting month with network troubles for the specified product group. To calculate the numerator, Verizon counts the trouble tickets selected for the denominator with a trouble duration interval of 24 hours or less. Silverpoint recalculated the CLEC aggregate results and retail results for MR-4-04 for all relevant product groups and replicated Verizon PA’s reported results.

MR-4-05, MR-4-06, MR-4-07, and MR-4-08 – % Out of Service

The Guidelines define an out of service condition as one in which there is no dial tone, the customer cannot call out, or others cannot call the customer. For specials, the Guidelines define an out of service condition as a circuit that is completely out of service, not just intermittently so, and the completion code indicates that Verizon finds the trouble in its own network. The formula for MR-4-05 (trunks), percentage out of service network troubles with duration greater than two hours, is as follows:

· Numerator: Number of troubles out of service, where the trouble clear date and time minus trouble receipt date and time is greater than two hours 

· Denominator: Number of central office and loop out of service troubles.

The formulas for MR-4-06, MR-4-07, and MR4-08 are the same, except that they focus on out of service troubles with durations greater than four hours, twelve hours, and 24 hours, respectively.

The key data fields in the Trouble Fact data mart for these sub-metrics are the CLEC ID, trouble ticket number, closed date, product/class of service codes, disposition code, trouble duration interval, and out of service flag. The out of service flag is generated within the source systems.

To calculate the denominators for MR-4-05, MR-4-06, MR-4-07, and MR-4-08, Verizon counts the number of trouble tickets closed during the reporting month with network troubles for the specified product group. To calculate the numerators for these four sub-metrics, Verizon counts the trouble tickets selected for the denominator with a trouble duration interval of greater than two hours, four hours, twelve hours, and 24 hours, respectively. Silverpoint recalculated the CLEC aggregate results and retail results for MR-4-05, MR-4-06, MR-4-07, and MR-4-08 for all relevant product groups and replicated Verizon PA’s reported results.

5.  MR-5 – Repeat Trouble Reports

MR-5 reports on the percentage of repeat trouble reports. The Guidelines define a repeat trouble report as a trouble reported/cleared on the same line/circuit/trunk as a previous trouble report that occurred within the last 30 calendar days of the previous trouble. The repeat report has a disposition code of 03, 04, or 05, regardless of the disposition code on the initial trouble. Verizon determines the 30-day interval for a repeat report on the basis of the close date of the original report.

There is one MR-5 sub-metric, MR-5-01, and the standard is parity with retail. Verizon reports MR-5-01 results on a statewide basis by individual and aggregate CLECs and for Verizon retail. The formula for MR-5-01, percentage of repeat reports within 30 days, is as follows:

· Numerator: Number of central office and loop troubles that had previous troubles within the last 30 days (disposition codes 03, 04, 05, FAC, CO, and STN that repeated from disposition codes <14)

· Denominator: Total central office and loop troubles within the calendar month.

To identify repeat troubles, Verizon derives a repeat report indicator in NMP to identify troubles reported within 30 days of a trouble for the same circuit ID. Verizon’s algorithm uses this indicator to select repeat troubles in the numerator of the measure.

Other than the global and common exclusions discussed previously, there is an exclusion specific to MR-5 regarding troubles that are reported in the PR-6-01 metric. To implement this exclusion, Verizon derives an installation trouble indicator in NMP to indentify troubles reported within 30 days of service order completion. Verizon’s algorithms use this indicator to exclude these troubles from the numerator of the measure, but not the denominator.
 Verizon interprets the language of the Guidelines to mean these installation troubles should be counted in the denominator as a trouble report.
 Silverpoint believes the Guidelines are unclear in this regard.

The Guidelines also require that Verizon not consider a trouble report a repeat report if the original trouble report was a loop that was either no access or misdirected. Verizon closes a trouble as no access if access is not available in the scheduled appointment window. Verizon considers troubles closed out to CPE, TOK, or FOK misdirected if it finds the trouble in a second report dispatched in the opposite direction from that reported by the CLEC. To implement this exclusion, Verizon derives a non-misdirect indicator in NMP to indentify repeat troubles on UNE POTS Loop, UNE 2-wire Digital Loop, and UNE 2-wire xDSL Loop troubles that were not misdirected, and uses this indicator to select records for the numerator of MR-5-01 for these products.

The key data fields in the Trouble Fact data mart for this metric are the CLEC ID, trouble ticket number, closed date, product/class of service codes, disposition code, installation report indicator, repeat report indicator, and non-misdirect indicator.

To calculate the denominator for MR-5-01, Verizon counts the number of trouble tickets closed during the reporting month with network troubles for the specified product group. To calculate the numerator, Verizon counts the number of trouble tickets selected for the denominator classified as repeat troubles. Silverpoint recalculated the CLEC aggregate results and retail results for MR-5-01 for all relevant product groups and replicated reported results.
 During our analysis, we found a minor programming error in the retail numerator algorithms for MR-5-01-3341 and MR-5-01-3342, but the effect was de minimis. Verizon acknowledged the error and subsequently issued a metric change control.
 

C. Conclusions

1.
Verizon’s method for calculating the PAP maintenance and repair metrics is accurate and conforms to the Guidelines, with a minor exception. 

Silverpoint developed an overview of maintenance and repair business processes and systems and reviewed the flow of transaction-level data from Verizon’s source systems. We were satisfied that Verizon captures and reports relevant data in measure results. We found that the definition of key data fields, calculation of derived values, implementation of exclusions, and metric algorithm calculation logic were consistent with the language of the Guidelines, and we successfully replicated reported results. 

During our review, we identified small programming errors in Verizon’s algorithms for the PR-5-01-3341 and MR-5-02-3341 retail analog results; the effect on reported results was inconsequential. 

D. Recommendations

1. 
Verizon should correct the errors in its MR-5-01 retail algorithms.

Verizon has minor programming errors in its retail algorithms for MR-5-01-3341 and MR-5-01-3342. Verizon has issued a metric change control notice regarding the programming errors, but it did not yet made the corrections.
VI. Network Performance Measures

A. Introduction

The Network Performance domain for Pennsylvania consists of three performance measures with a total of seven sub-metrics. Two of these sub-metrics, NP-1-03 and NP-1-04, are included in Verizon’s PAP, and report on the number of final trunk groups that exceed blocking standards.
 The global Guidelines exclusions applicable to the network performance metrics are transactions associated with Verizon affiliates and the former GTE territory.
 

B. Analysis

1.  NP-1 – Percent Final Trunk Group Blockage

A trunk group is a set of trunks, traffic-engineered as a unit for the establishment of connections between switching systems, in which all of the paths are interchangeable. The Guidelines define CLEC trunks as dedicated final trunks carrying traffic from the Verizon tandem to the CLEC; final trunk groups do not overflow. NP-1 reports on dedicated one-way final trunk groups that exceed blocking design thresholds, which are predefined for each CLEC or subset of CLEC trunk groups. 

Two of the four NP-1 metrics, NP-1-03 and NP-1-04, are included in the PAP; they measure the number of final trunk groups exceeded blocking standard for two months and three months, respectively. Verizon reports these results on a statewide basis by individual and aggregate CLECs. There is no standard for NP-1-03; Verizon must, however, provide an explanation and action plan on individual trunks blocked for two consecutive months. The standard for NP-1-04 is zero percent.

The NP-1-03 and NP-1-04 metrics count the number of trunk groups that exceed the blocking threshold, so there is no defined denominator. The Guidelines define the NP-1 metrics as follows:

· NP-1-03 – Number Final Trunk Groups Exceeding Blocking Standard – Two Months: 
Number of final trunk groups that exceed blocking threshold, for two (2) consecutive months, exclusive of trunks that block due to CLEC network problems as agreed by CLECs

· NP-1-04 – Number Final Trunk Groups Exceeding Blocking Standard – Three Months: Number of final trunk groups that exceed blocking threshold for three (3) consecutive months, exclusive of trunks that block due to CLEC network problems as agreed by CLECs.

Verizon does not report NP-1-04 as the number of trunk groups that have been blocked for three months, but rather those blocked for three or more months. Verizon explained that its interpretation of NP-1-04 was vetted with stakeholders in the past and adopted.
 Apparently no clarification to the Guidelines language was deemed necessary.

The data for the NP-1 metric originate in TSO/FOCUS, an application that linked to Verizon’s trunk inventory recordkeeping system, TIRKS. The FOCUS application monitors blocking on CLEC trunk groups and performs routine four-week studies.
 TSO/FOCUS sends information to NMP each month for storage in the NMP warehouse. To calculate monthly metric results, Verizon selects records associated with the four-week study period that aligns best with the month being reported, and places them into the Trunk Blockage data mart used by Verizon’s metrics algorithms. 

We examined how Verizon applied the exclusions set forth in the Guidelines. The company uses a lookup table and logic step in its algorithms to identify and exclude Verizon affiliate data from results. Verizon excludes former GTE data from the data sent by the source system to NMP. In addition to these global exclusions, the Guidelines state that Verizon should exclude certain blockages due to CLEC causes:

· Trunks blocked due to CLEC network failure

· Trunks that actually overflow to a final trunk, but are not designed as an overflow trunk

· Blocked trunks where a CLEC order for augmentation is overdue

· Blocked trunks where a CLEC has not responded to or has denied a Verizon request for augmentation

· Trunks blocked due to other CLEC trunk network rearrangements.

Verizon is required to provide notification to the CLEC upon identifying that a trunk group is blocked due to CLEC causes. Unless the CLEC responds back within two business days with valid documentation that the blocking cause information is inaccurate, Verizon excludes the blockage as a CLEC network problem, consistent with the metric definition. Verizon has a process in place to notify CLECs and update recordkeeping on the blockage in FOCUS depending upon the CLEC response.
 We found that Verizon accurately excludes these CLEC-caused blockages from reported results.

Verizon identifies trunk groups affected during the current month by extraordinary catastrophic events using a specific combination of codes. Verizon stated that, after discussions with stakeholders, it was required to count any such blockages in NP-1-03 and NP-1-04 metric results.
 When we reviewed Verizon’s algorithms, we found that it included these extraordinary catastrophic events in NP-1-04 results, but failed to do so for NP-1-03 results due to a programming error. Verizon subsequently issued a metric change control notice, but has not yet made the correction.

The key data fields in the Trunk Blockage data mart are CLEC ID, action code, and block count. The action code is used to distinguish between blockages that are CLEC-caused and those that are not. The block count field indicates the months of consecutive blockage. To calculate NP-1-03, Verizon counts the number of CLEC final trunk groups blocked due to Verizon reasons with two consecutive months of blockage; for NP-1-04, it instead counts those with three or more consecutive months of blockage. We recalculated the CLEC aggregate results for NP-1-03-5000 and NP-1-04-5000, and replicated Verizon PA’s reported results.

C. Conclusions

1.
Verizon’s method for calculating the PAP network performance metrics is accurate and conforms to the Guidelines, but its NP-1-03 algorithm contains an error.

Silverpoint developed an overview of business processes and systems and reviewed the flow of transaction-level data from Verizon’s systems. We were satisfied that Verizon captures and reports relevant data in measure results. We found that the definition of key data fields, implementation of exclusions, and metric algorithm calculation logic were consistent with the language of the Guidelines, and we successfully replicated reported results.

Verizon is required to count blockages caused by extraordinary catastrophic events in NP-1 results, but due to an error in its metric algorithm it failed to do so for the NP-1-03 sub-metric. This convention was instituted after discussions with stakeholders and is not reflected in the Guidelines. There have been no catastrophic events during the audit period, and the error had no effect on reported results.

D. Recommendations

1. 
Verizon should correct the error in its NP-1-03 algorithm.

Verizon is required to count blockages caused by extraordinary catastrophic events in NP-1 results, but it fails to do so for NP-1-03. Verizon has issued a metric change control notice regarding the programming error in its NP-1-03 algorithm, but it has not yet made the correction.
VII. Billing Measures

A. Introduction

The Billing domain for Pennsylvania consists of seven performance measures with a total of thirteen sub-metrics, two of which are included in the PAP. These two sub-metrics, BI-1-02 and BI-9-01, reflect Verizon’s performance regarding the timeliness of daily usage feeds and the completeness of billing, respectively. The global Guidelines exclusions applicable to the billing metrics are transactions associated with Verizon affiliates, test CLECs, and the former GTE territory. The Guidelines also exclude UNE-P and line splitting products from all billing results.

B. Analysis

1.  BI-1 – Timeliness of Daily Usage Feed

The BI-1 metric focuses on the interval, in business days, between the date calls are made and recorded at the switch and the date that Verizon makes the usage information available to the CLEC on the daily usage feed (DUF).
 BI-1-02 measures the percentage of usage records transmitted within four business days. Verizon reports these results on a statewide basis by individual and aggregate CLECs. The standard is 95 percent of DUF records sent within four business days. The formula for the BI-1-02 metric is as follows:

· Numerator: Number of usage records on the daily usage feed processed during the month, where the difference between the current date and call date is four business days or less

· Denominator: Number of usage records on the DUF processed during the month.

Verizon uses the Bell Atlantic Usage Interface (BAUI) system, a sub-system of CRIS, to process and distribute CLEC DUF files. Prior to flowing to BAUI, data from the switch first flow through Verizon’s Network Mediation Framework (NMF) system. The NMF system identifies whether usage is wholesale or retail. For wholesale usage, NMF identifies the CLEC to which a given call belongs, and whether the CLEC is a Resale or UNE provider. CLECs receive DUF files created in BAUI electronically through the Network Data Mover (NDM) system called Connect: Direct.

The file transmission date recorded in BAUI is the date the system creates the DUF files; Verizon records no separate timestamp for when it actually sends the file. This convention is reasonable, as the date that BAUI creates the DUF file is typically the same as the date that Verizon transmits the file, i.e., the file transmission occurs as the next step in the process after file creation.

In addition to processing files, BAUI also calculates certain statistics on those files, including the number of usage records in a given DUF file that Verizon sent to the CLEC within three, four, five, and eight business days of the date the calls were recorded at the switch. BAUI sends DUF information daily to NMP for storage in the NMP warehouse. To calculate monthly metric results, Verizon selects the DUF records from the NMP warehouse that have a transmission date within a given month, and places those records into the DUF Detail data mart used by Verizon’s metrics algorithm. This approach ensures that each month Verizon reports on all DUF files ready to be sent to CLECs.

We examined how Verizon applied the exclusions set forth in the Guidelines for this measure. Verizon derives an exclusion indicator in NMP that identifies affiliate and test CLEC data using a lookup table; Verizon then excludes these transactions with a logic step in its metric algorithm. Silverpoint substantiated that Verizon is accurately calculating this exclusion indicator in NMP. Verizon’s metric algorithm selects only those records associated with the former Bell Atlantic territory, thereby properly excluding former GTE data.
 To exclude UNE-P and line splitting products, the source system does not sent data associated with UNE products to NMP.
 Other than these, the only other exclusion for BI-1 is long duration calls, which are defined in the Guidelines as those calls that remain connected through two successive midnights. Verizon stated that the source system identifies and excludes long duration calls from the metric data sent to NMP.

The key data fields in the DUF Detail data mart are the CLEC ID and file transmission date, as well as five day-counter fields that indicate how many DUF records Verizon sent within a given number of business days. To calculate the denominator for the measure, Verizon sums the number of total usage records in each DUF file sent during the reporting month.
 To calculate the numerator, Verizon sums the number of usage records in each DUF file that it sent within four business days.
 We recalculated the CLEC aggregate result, BI-1-02-1000, and replicated Verizon PA’s reported results.

2.  BI-9 – Billing Completeness

The BI-9 metric focuses on the completeness of the charges and credits on CLEC bills, and measures the percentage of billing completeness in twelve billing cycles. Verizon reports these results on a statewide basis by individual and aggregate CLECs. The standard is 96 percent. The formula for the BI-9-01 metric is as follows:

· Numerator: Current charges and credits shown on the bill that accrued in the last twelve billing cycles (or within twelve billing cycles from the billing cycle specified in the definition of the measure)

· Denominator: Total current charges and credits shown on the bill.

Verizon sends CRIS billing information daily to NMP for storage in the NMP warehouse. To calculate monthly metric results, Verizon selects billing records from the NMP warehouse that have a bill date within a given month, and places those records into the Billing Completeness data mart used by Verizon’s metric algorithm.
 This approach ensures that Verizon reports each month on all CLEC bills.

In the definition section of the Guidelines, there are five bulleted conditions that explain how the billing system derives billing cycles under certain scenarios (e.g., maintenance service charges or rate adjustments).
 Silverpoint did not investigate the processes behind these scenarios, which occur within the billing system prior to sending information to NMP.

We examined how Verizon applied the exclusions set forth in the Guidelines for this measure. Verizon derives an exclusion indicator in NMP that identifies affiliate and test CLEC data using a lookup table; Verizon then excludes these transactions with a logic step in its metric algorithm. Silverpoint substantiated that Verizon is accurately calculating this exclusion indicator in NMP. During our review, we found that Verizon failed to exclude data associated with the former GTE territory.
 Verizon subsequently issued a metric change control notice and made the correction effective with the November reporting month.

To exclude UNE-P and line splitting products, the source system assigns product codes to the bills, and Verizon excludes UNE-P bills with a logic step in its metric algorithm.
 Verizon also confirmed that the CRIS system does not sent information on duplicate bills in the data feed to NMP; therefore each CLEC bill is counted only once in metric results.
 The other listed exclusions for BI-9 are performance credits, and charges and credits delayed by a third party carrier or attributable to fraud. Verizon stated that the source system identifies and excludes billing information associated with these types of credits and charges based on adjustment codes.
 

The key data fields in the Billing Completeness data mart are the CLEC ID, bill date, and total charges, as well as twelve billing cycle amount fields that indicate how much of current charges were accrued during each of the prior twelve months. To calculate the denominator for the measure, Verizon sums the total charges on bills sent during the reporting month. To calculate the numerator, Verizon sums the charges on these bills that accrued during the last twelve billing cycles. We recalculated the CLEC aggregate result, BI-9-01-1000, and replicated Verizon PA’s reported results.

C. Conclusions

1. 
Verizon’s method for calculating the PAP billing metrics is accurate and conforms to the Guidelines. 

Silverpoint developed an overview of billing business processes and systems and reviewed the flow of transaction-level billing data from Verizon’s billing systems. We were satisfied that Verizon captures and reports relevant data in measure results. We found that the definition of key data fields, calculation of derived values, implementation of exclusions, and metric algorithm calculation logic were consistent with the language of the Guidelines, and we successfully replicated reported results.

D. Recommendations

We have no recommendations regarding these measures.

VIII. PAP Statistical Evaluation and Penalty Calculations

A. Background

The purpose of the Pennsylvania PAP is to ensure that Verizon continues to provide high-quality wholesale services to competitive carriers. The plan provides for financial remedies in the form of bill credits when Verizon does not meet certain performance standards specified in the Guidelines. Under the PAP, benchmark and parity measures are used to determine whether Verizon is providing non-discriminatory service to CLECs. For measures requiring parity with retail, Verizon applies statistical tests (i.e., p-values and/or Z statistics) to both Verizon and CLEC performance data to determine parity. For measures with a benchmark standard, Verizon compares actual performance to the benchmark.

In all, Verizon PA reports 132 individual metric results under the PAP. These results are distributed among two sections of the PAP for evaluation: Mode of Entry (MOE) and Critical Measures, although some results appear in both. The table below summarizes reported results by domain.

Reported PAP Metric Results

	Domain
	MOE only
	Critical only
	MOE and Critical
	Total

	Pre-Ordering (PO)
	9
	1
	4
	14

	Ordering (OR)
	17
	3
	6
	26

	Provisioning (PR)
	21
	9
	12
	42

	Maintenance and Repair (MR)
	35
	4
	7
	46

	Network Performance (NP)
	1
	0
	1
	2

	Billing (BI)
	1
	1
	0
	2

	Total
	84
	18
	30
	132


The MOE portion of the plan measures the overall level of service for three service types through which carriers can enter the local exchange market: Loop-based, Resale POTS, and Interconnection Trunks. Verizon generates bill credits when its service for any one of the three service types falls below a certain level, as measured by a weighted average of performance measures on a CLEC aggregate basis. A total of $16.83 million is available each year in MOE bill credits, with a monthly maximum of $1.40 million (i.e., 1/12th the yearly maximum).
 

Critical Measures include a subset of the MOE measures as well as other metrics deemed critical to CLECs. When Verizon misses the standard for an individual measure at the CLEC aggregate level, it provides bill credits to the individual CLECs receiving substandard performance. Unlike MOE measures, however, most Critical Measures that pass in the aggregate may still fail for individual CLECs.
 In those cases, Verizon pays penalties to the CLECs for which a failure occurred. These individual penalties are only available on measures for which Verizon did not incur aggregate penalties. The maximum penalty for each Critical Measure is specified in the PAP. Overall, $34.47 million annually, or $2.87 million per month, is at risk. The following table summarizes the penalties incurred by Verizon PA as reported on the monthly PAP reports for the February to July 2011 period; approximately 80 percent of these penalties relate to Verizon PA’s mean time to repair and missed appointment performance for specials products.

Summary of Verizon PA PAP Penalties

	
	Feb
	Mar
	Apr
	May
	June
	July

	Mode of Entry
	-
	-
	-
	-
	-
	-

	Critical  – Trunks
	$30,953
	-
	-
	-
	-
	-

	Critical – Loops
	-
	$11,969
	-
	$11,969
	-
	-

	Critical – Specials
	$27,388
	$56,733
	$38,148
	$30,323
	$47,929
	$48,908

	Individual Rule
	-
	-
	$4,847
	$363
	$180
	-

	Total
	$58,341
	$68,701
	$42,994
	$42,654
	$48,109
	$48,908


The objective of Silverpoint’s work in this area of the review was to determine if Verizon’s remedy calculations are mathematically correct, reflect the application of current procedures, and are properly reported. A defined task in our work plan was to develop independent algorithms to perform the statistical tests in the PAP for the sample measures selected by Staff each month. We actually performed these tests for all measures in the PAP for the six-month review period, regardless of whether they were selected by Staff for focused testing.

Mode of Entry 

For the MOE portion of the PAP, performance is measured at the CLEC aggregate level. Verizon gives its performance for each MOE measure a grade of 0, -1, or -2 on the basis of its statistical analyses for parity measures and on a sliding scale for measures with an absolute standard. For parity measures, the magnitude of the z-statistic for the month determines the performance grade. A grade of 0 indicates performance that meets the standards for the measure, while a -1 or -2 grade identifies sub-standard performance. The PAP contains a table that shows how statistical scores for parity and benchmark standards are converted into performance scores.
 The PAP also sets forth procedures for scoring certain benchmark standards in the event of small sample size in a given month.
 

Each measure in the three MOE categories is assigned a weight that reflects the importance of that measure relative to other metrics. The overall score for each MOE category is determined by calculating the weighted average performance score for all metrics in the MOE. If this score exceeds the minimum threshold for the respective MOE, affected CLECs are eligible for bill credits. The following table from the PAP shows the overall MOE scores that result in bill credits.

Minimum/Maximum Performance Scores

	Mode of Entry
	Minimum Market Adjustment
	Maximum Market Adjustment
	% Market Adjustment at Minimum


	Loop-based Platform
	-0.11515
	-0.67000
	10 %

	Resale POTS
	-0.13278
	-0.67000
	10 %

	Trunks
	-0.17857
	-1.00000
	10 %


The minimum score for each MOE category corresponds to the threshold at which there is a 95 percent confidence that the number of missed standards may be more than what would be expected from random variation in the underlying data. The PAP requires that Verizon issue bill credits for each month in which the aggregate performance for any MOE falls below the score shown in the Minimum Market Adjustment column. If the score is below the score in the Maximum Market Adjustment column, the PAP requires Verizon to provide 100 percent of the wholesale bill credit for that MOE.
 The PAP contains credit tables that list the bill credit rates for the possible range of scores. Bill credits are allocated to CLECs that use the given mode of entry based on lines in service. 

Critical Measures

The scoring of the Critical Measures follows a similar process as that described above for MOE measures. Parity and benchmark performance on a CLEC aggregate basis for each metric is transformed into a performance score of 0, -1, or -2. The same performance scoring and small sample criteria used for MOE apply for Critical Measures. Each Critical Measures is assigned a weight used to determine its share of total penalties. Under the Aggregate Rule, if the CLEC aggregate performance score for any Critical Measure is -1, the PAP requires Verizon to pay between 50 and 95 percent of the maximum bill credits for that measure to eligible CLECs, with the exact amount calculated according to the tables in Appendix B of the PAP. The PAP requires Verizon to pay the maximum bill credit for a score of -2. Only those CLECs receiving sub-standard performance on Critical Measures are eligible to collect bill credits. The amount of the bill credit on a Critical Measure is proportional to the amount of service that a CLEC receives from Verizon as compared to other eligible CLECs.

Under the Individual Rule, a score of -2 at the CLEC-specific level is used to indicate CLECs that are disadvantaged even though Verizon’s industry aggregate performance is acceptable. Penalties for individual CLECs are based on the difference between the CLEC-specific performance and the Guidelines standard. Individual CLECs with “qualified misses” receive a specified dollar amount per miss, as outlined in the PAP.

B. Analysis

Silverpoint’s principal work in this area of the project involved developing independent algorithms to perform the statistical tests indicated in the PAP and calculate any corresponding penalty payments. We reviewed Verizon’s approach to statistical testing in the process, and compared our recalculated results to those in Verizon PA’s monthly PAP reports.

Verizon creates data files, referred to by the company as ASCII files, in NMP that contain information on the results of its metric calculations. These ASCII files are the starting point for Verizon’s statistical analysis and penalty calculation process. The content of the ASCII files depends on the type of measure and statistical tests needed. PAP measures that are means and have parity comparison require permutation testing, and NMP creates ASCII files with transaction-level results for CLECs and retail for these measures. No permutation is needed for measures that are not means or do not have a parity comparison, so the ASCII files for these measures contain data at the summary level.

Verizon uses SAS, a statistical software application, to execute the statistical calculations (i.e., z-scores) and associated testing (e.g., small sample size) defined in the PAP.  Information from the PAP relevant to the calculations, such as MOE weights, standards, and dollar maximums, is stored in reference and look-up tables in NMP. It is within SAS that the ASCII files are processed and results are matched up with information in the relevant tables. After processing, Verizon uses a separate schema to calculate penalties and generate the PAP report. Overall, we were satisfied that Verizon had an adequate process in place for performing the needed calculations under the PAP. We examined Verizon’s SAS code but did not analyze it in great depth.

During our initial interviews about statistical testing and penalty calculation methods, Verizon informed us that it had discovered a problem with its MOE calculations during preparations for our discussion. Specifically, Verizon found that the MOE weights used in its calculations were incorrect for 23 metrics. Verizon performed an impact assessment on all months since the current version of the PAP was implemented (November 2008) and found that the error had no impact on penalties.
 Verizon subsequently issued a metric change control and corrected the error beginning with the July data month.

As discussed earlier in this report, Silverpoint developed algorithms to calculate CLEC aggregate results, and when needed, retail results, for each of the metrics included in the PAP. We accumulated the results of these algorithms into files similar to Verizon’s ASCII files, which then served as the input to the statistical analysis and penalty calculation portion of our PAP tool.

Silverpoint designed and constructed a series of algorithms that calculate Verizon PA’s penalties on a CLEC aggregate basis for MOE measures, and on a CLEC aggregate and individual CLEC basis for Critical Measures, according to the rules and procedures set forth in the PAP. We developed these algorithms using the statistical programming application Stata; we also developed a module written in R, another statistical application, to conduct the permutation tests required for certain measures. Inputs to this statistical portion of our PAP tool include information such as MOE and Critical Measure IDs, weights, maximum amounts, small sample size criteria, and benchmark standards. Also in the tool is information for each parity measure as to whether “bigger is better,” i.e., whether CLEC results higher than the Verizon retail result represents better or worse performance.

Silverpoint compared the results of its penalty calculations to the PAP reports provided by Verizon PA for the months of February 2011 through July 2011. During our recalculation of Verizon’s metric results, we found that Verizon had an error in its calculation of ordering metrics for the UNE Loop/Prequalified Complex/LNP product group, whereby it incorrectly excluded certain LNP orders from results.
 Verizon corrected the errors before the end of the audit.  Silverpoint calculated these measures as they should be calculated for the months in which Verizon miscalculated them, and evaluated the effect on critical measure penalties. The error had no effect on CLEC aggregate MOE or critical measure penalties. We found that in a few cases, the error affected individual CLEC critical measure penalty calculations, as summarized on the following table.

Effect of Programming Errors on Critical Measure Penalty Calculations

	Month
	Measure
	CLEC
	Silverpoint Calculated Penalty
	Verizon PA Reported Penalty
	Over/

(Under) Payment

	Feb 2011
	OR-1-04-3331
	A
	$162
	$0
	$(162)

	Apr 2011
	OR-1-02-3331
	B
	$210
	$259
	$49

	Apr 2011
	OR-1-04-3331
	C
	$0
	$1,930
	$1,930

	 Total
	
	
	
	
	$1,817


None of the other metric calculation programming errors discussed in earlier chapters of this report had an effect on the calculation of penalties.

During our review, Silverpoint found a discrepancy that was caused by an incorrect entry on Verizon’s small sample size lookup table. In particular, Silverpoint calculated a penalty of $1,184 for one CLEC for measure PR-4-14-3342 in April, while Verizon PA reported no penalty. Verizon subsequently issued a metric change control to correct this error on its lookup table.
  We also found that Verizon includes results for “unknown” CLECs in its calculation of CLEC aggregate performance for provisioning and maintenance and repair metrics.
 If a CLEC aggregate penalty is due, Verizon does not include these unknown CLECs in the distribution and spreads the dollars to other affected CLEC. We believe this approach is reasonable, as the number of records with an unknown CLEC ID included in results is de minimis.

During our testing, we found a higher than expected discrepancy between our Critical Measure results and those of Verizon for the permutation testing for one measure, MR-4-01-1217, for four out of six months in the review period. Mean parity measures such as MR-4-01-1217 require permutation testing, and some random variation in the calculated z-scores between Silverpoint and Verizon would be expected. This variation is due to the fact that both the Silverpoint replication and the Verizon calculation are based on a simulation, the results of which are subject to statistical variation.  This variation can change the z-score by up to approximately 0.15, depending on the score.  Such a change impacts the penalty amount when the z-score is in certain ranges. The following table summarizes the differences in calculated CLEC aggregate critical measure penalties for this measure.

Calculated CLEC Aggregate Penalty for MR-4-01-1217

	Month
	Silverpoint Calculated Penalty
	Verizon PA

Reported Penalty
	Difference

	February 2011
	$11,738
	$13,694
	$1,956

	April 2011
	$16,629
	$18,585
	$1,956

	May 2011
	$16,629
	$19,563
	$2,934

	July 2011
	$0
	$9,782
	$9,782

	Total
	
	
	$16,628


Verizon subsequently confirmed that for mean parity measures such as MR-4-01-1217, it still utilizes the Local Competition Users Group (LCUG) t-score method to calculate z-scores for sample sizes (i.e., CLEC denominators) of 30 or more. The LCUG method was contained in earlier versions of the PAP, but was eliminated in the latest version implemented in November 2008.
 Verizon subsequently issued a metric change control to address the error.

There are two mean parity metrics in the critical measure portion of the PAP, MR-4-01, mean time to repair, and PR-4-02, average delay days, each with two product group results.
 The following table shows the range of CLEC aggregate denominators for the four reported results during the February to July review period.

CLEC Aggregate Result Denominators

February to July 2011

	Mean Parity Measures
	Range of 

CLEC Aggregate Denominators

	MR-4-01-1216

Resale and UNE Combined Specials Non DS0 & DS0
	1-13

	MR-4-01-1217 

Resale and UNE Combined Specials DS1 & DS3
	340-376

	PR-4-02-1200

Resale and UNE Combined Specials
	14-25

	PR-4-02-3530

UNE IOF
	0


The error affected only MR-4-01-1217, as none of the other mean parity metrics had a CLEC aggregate denominator greater than 30 during the review month. Verizon stated that its CLEC performance appears to be worse under the LCUG method than with normal permutation testing, which translates into higher penalties in some cases.
 We did not investigate this claim but note that Verizon PA overpaid approximately $17,000 in CLEC aggregate penalties during the review period.

C. Conclusions

1. 
Verizon’s methods for calculating penalty payments under the PAP are appropriate and appear to produce accurate results, with a few exceptions.

Silverpoint examined Verizon’s approach to statistical testing and penalty calculations. We constructed our own algorithms to verify Verizon’s penalties on a CLEC aggregate basis for MOE measures, and on a CLEC aggregate and individual CLEC basis for Critical Measures, according to the rules and procedures set forth in the PAP. Silverpoint was satisfied that, in general, Verizon correctly calculates penalty payments under the PAP using appropriate methods that produce accurate results. We did, however, identify a few discrepancies. 

Silverpoint found that Verizon does not conduct the appropriate statistical test for mean, parity measures in certain instances. Instead of permutation testing, Verizon uses an outdated “LCUG t-score” formula when sample sizes are greater than thirty. Penalties for only one measure were affected during the review period, and in all cases Verizon overpaid penalties to CLECs. Verizon acknowledged the error and has issued a metric change control to address it.

Silverpoint found that the incorrect algorithms that Verizon used to calculate the UNE POTS/Prequalified Complex/LNP ordering measures had a minor impact to the calculated penalties. However, this issue originated in the calculation of the metric results rather than with the PAP processes. Silverpoint also identified an issue with a small sample lookup table that resulted in Verizon PA failing to provide one CLEC with a $1,184 bill credit for measure PR-4-14-3342. Verizon issued a metric change control to correct this error in its table for this measure.

D. Recommendations

1. 
Verizon should correct the error in its statistical testing for mean parity measures.

Verizon has issued a metric change control notice regarding its error in using the LCUG t-score method for mean parity measures in order to make the necessary corrections to its statistical calculations.

2. 
Verizon should verify the accuracy of its small sample lookup tables.

Verizon issued a metric change control to correct the error that we identified during our review. Verizon stated that it is currently reviewing the small sample table for all metrics, and that it will make any other corrections, if necessary, under the same metric change control.
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Louise Fink Smith, Esquire
Law Bureau

Pennsylvania Public Utility Commission
Commonwealth Keystone Building

400 North Street, 3" Floor

Harrisburg, PA 17120

Dear Louise,

At the Commission’s request, Silverpoint Consulting LLC (“Silverpoint”) audited Verizon
Pennsylvania LLC’s (“Verizon”) processes for calculating performance metrics and remedies
under its wholesale Performance Assurance Plan (“PAP”). In its final report submitted to the
Commission on January 18, 2012, Silverpoint concluded that “Verizon’s processes for
calculating and reporting performance metrics and remedies appear to produce accurate and
reliable results.” Silverpoint identified a few small programming errors, all of which Verizon
had corrected by April 2012, but those issues did not have a substantial impact on results and
their net effect was a small Verizon overpayment to CLECs.

Silverpoint conducted a thorough and in-depth audit, which included more than 140 data requests
and more than 30 interviews with Silverpoint personnel to respond to detailed questio
concerning the processes by which data is accumulated, categorized and selected for inclusion in
the numerous data files used by Verizon to calculate metric and penalty results.

The Silverpoint audit verified that Verizon’s processes in Pennsylvania for calculating and
reno o metrics and remedies are accur: reliable and provided
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�  Attached as Attachment A is the Silverpoint Report and as Attachment B is the Verizon PA Response.


�  For a complete history of the metrics and remedies in Pennsylvania, see the series of orders at Docket No. M-00011468.


�  This background has been summarized from the Silverpoint Report without further specific attribution.


�  Specifically, evaluations of source data validity and completeness, data backup and retention, error handling, system security, system documentation, and operational procedures as well as evaluations of the change control process and the promptness of CLEC bill credits were eliminated.


�  Verizon PA agreed that Silverpoint could conduct limited testing of data integrity by tracing CLEC data through the source systems to NMP, and CLECs were invited to provide data, but none stepped forward.  Silverpoint documented data derivations or exclusions within the source systems that were outside the scope of review.  


�  The metric change control process is Verizon PA’s means of letting CLECs know a Commission-approved metrics change is about to be implemented or completed.  It is not an avenue for CLECs to request changes to the PA Guidelines or PA PAP or to raise concerns about business processes or penalty payments.  CLECs can contact Verizon PA directly with questions about business processes, metrics, or remedies or raise issues within the carrier working group environment relative to changes they would like to pursue.


� References in this report to “Verizon PA” are limited to Verizon Pennsylvania Inc.’s operations within Pennsylvania, while the term “Verizon” refers more generally to footprint-wide operations of Verizon Communications Inc. affiliates.


� Silverpoint did not examine the accuracy of data from source systems and offers no conclusions in that regard.


� In its comments on the draft report, Verizon noted that it expects to implement the remaining corrections during the first quarter of 2012.


� In its proposal, Silverpoint assumed an eight-month project schedule beginning in January. The start of the project was delayed until the end of May, and Silverpoint agreed to complete the project in seven months despite the late start and Verizon’s disclosure of the possibility of delays with a strike.


� Specifically, we eliminated evaluations of source data validity and completeness, data backup and retention, error handling, system security, system documentation, and operational procedures. We also eliminated evaluations of the change control process and the promptness of CLEC bill credits.


� Interviews #4 through #9.


� Verizon agreed that Silverpoint could conduct limited testing of data integrity by tracking CLEC data through the source systems to NMP. Staff solicited participation from CLECs to provide data but none stepped forward.


� The parties mutually agreed to a February through July review period.


� We should note that external parties play no part in requesting or scheduling metric change controls. The metric change control process is not an avenue for CLECs to request changes to the Guidelines or PAP or to raise concerns about business processes or penalty payments. CLECs can contact Verizon directly with questions about business processes, metrics, or remedies, or raise issues within the carrier working group environment. 


� Interview #16, October 11, 2011, and response to Data Request #47. Verizon confirmed in response to Data Request #110 that the EnView queries do not include accounts associated with the former GTE territory. 


� The specific results are PO-1-01-6020, PO-1-01-6030, PO-1-01-6050, PO-1-03-6020, PO-1-03-6030, PO-1-03-6050, PO-1-06-6020, and PO-1-06-6050.


� Interview #16, October 11, 2011.


� Interview #7, June 29, 2011, Interview #14, September 1, 2011, responses to follow-up questions #5, # 6, and #7 from Interview #14, and response to Data Request #47.


� Response to follow-up question #4 from Interview #14.


� The values for scheduled interval duration and actual available minutes for each six-minute interval range from zero to six. The scheduled interval duration is typically six minutes, but is less if some portion of the interval fell within scheduled downtime. The value in actual available minutes is typically zero or six, i.e., not available or available, but can also vary because of scheduled downtime.


� The specific results are PO-2-02-6010, PO-2-02-6020, PO-2-02-6030, and PO-2-02-6080.


� For the CLEC-originated, Verizon-originated, and industry standard types, the typical standard notice interval is at least 73 calendar days for business rules, at least 66 calendar days for technical specifications, and at least 45 days for final documentation availability.


� The definition does not include confirmations, but they are specified in the product section of the Guidelines.


� Interview #7, June 29, 2011.


� Response to Data Request #81.


� Response to Data Request #80.


� The response time interval measures the difference between the date and time the request is received in Wisdom and the date and time that Wisdom sends the loop qualification information to the CLEC. 


� The Guidelines list internally-generated orders as a global exclusion for the ordering metrics. In response to Data Request #97, Verizon stated that these orders are not relevant in the wholesale environment. At one time, Verizon excluded internally-generated orders it created to disconnect the data portion of line sharing situations, but line sharing is now excluded from ordering metrics.


� Verizon includes all types of orders submitted by LSR — New service (N), To (T), which is the “to” portion of when a customer moves from one address to another, Change to existing service (C), Record change (R), Disconnect service (D), and From (F), which is the disconnect portion of an outside move from the “from” location — in the OR metrics, except for OR-1-13, from which Verizon excludes D orders. Verizon includes all types of orders submitted by ASR (N, C and D) in the relevant metrics.


� Verizon receives UNE DS0 Enhanced Extended Loop (EEL) orders via ASRs but other types of UNE DS0 orders via LSRs. CLECs order DS1 and DS3 specials via ASRs. While CLECs order most UNE DS1 products via ASR, there are two types of DS1 products, platform Integrated Services Digital Network Primary Rate Interface (ISDN PRI) and UNE Platform T1, that CLECs order via LSR. Interoffice Facility (IOF) orders can be submitted by LSR or ASR.


� Verizon confirmed Silverpoint’s overview of the ordering process in its revised response to Data Request #70. 


� Verizon confirmed Silverpoint’s overview of the ordering data flow in its response to Data Request #71. 


� Silverpoint describes Verizon’s approach to implement exclusions for OR-5 in our discussion of this metric.


� If Verizon wants to exclude any special project PONs from the OR-4 and OR-5 metrics it must explain the special circumstances that justify the exclusion.


� Response to Data Requests #72 and #73. In response to Data Request #94, Verizon indicated that there are no special project trunk orders. 


� Response to Data Request #111.


� If Verizon sends a jeopardy notice before it sends a confirmation on a PON version, it will record the date/time of the jeopardy notice as the confirmation date/time it uses for the purposes or OR-1. 


� Response to Data Request #84.


� Interview #26, November 22, 2011 and response to Data Request #113.


� Response to Data Request #95.


� In its response to Data Request #113, Verizon stated that it uses the exclusion indicator for test CLECs and Verizon affiliates to identify duplicate confirmations.


� Also, as we discussed earlier in this chapter, we found that Verizon correctly implemented the global and metric-specific exclusions.


� LNP is Local Number Portability.


� Metric change control #13460.


� Metric change control #13488. This error also affects OR-2-04-1200, OR-2-04-3342, and OR-2-06-1200.


� Verizon also uses this field to exclude service orders with clerical errors that resulted in a negative FOC interval.


� Also, as we discussed earlier in this chapter, we found that Verizon correctly implemented the global and metric-specific exclusions.


� In some cases, Verizon sends the DLR directly to the CLEC and does not record the information in TIRKS, resulting in blanks in the DLR actual and due date fields. 


� Even though Verizon controls the trunks, the TGSR process originated because the CLECs wanted the ability to request an augment of the Verizon one-way originating trunk.


� Clarification to the response to Data Request #13.


� Response to Data Request #95.


� Response to Data Request #113.


� Response to Data Request #84.


� Interview #26, November 22, 2011 and response to Data Request #113.


� Interview #19, September 29, 2011.


� Also, as we discussed earlier in this chapter, we found that Verizon correctly implemented the global and metric-specific exclusions.


� Metric change control #13460.


� Metric change control #13490. (Response to Data Request #92)


� Also, as we discussed earlier in this chapter, we found that Verizon correctly implemented the global and metric-specific exclusions.


� Interview #18, September 29, 2011.


� Metric change control #13489. (Response to Data Request #91.) Verizon also had an extra step in its algorithm that it will remove under metric change control #13488; the step is redundant and has no effect on results.


� Verizon corrected this error for OR-1, OR-2, and OR-6 measures under metric change control #13460.


� Metric change control #13518. Verizon confirmed that it implemented a correction for the October data month.


� If we incorporate the Verizon errors in the Silverpoint algorithms, we can match reported results.


� Appendix H of the Guidelines describes flow-through scenarios that list the types of orders that are eligible to flow through.


� Only LSR orders are included in the metric, as no ASR orders are designed to flow through.


� Response to Data Request #86. As discussed earlier, Verizon handles special project PON exclusions for the OR-5 measure on a case-by-case basis.


� If Verizon cannot categorize the error it assumes for calculation purposes that the error is due to a Verizon reason. 


� Verizon confirmed the description of the DSS process in response to Data Request #111.


� Response to Data Request #85.


� Metric change control #13460.


� These are OR-1-06-3211, OR-2-04-1200, OR-2-04-3342, and OR-2-06-1200.


� In its comments on the draft report, Verizon stated that it corrected the error regarding the exclusion of LNP orders effective with the October data month, which we have not verified.


� As an example, Verizon PA reported an OR-4-16-1000 result of 99.93 percent and a denominator of 50,572 for June 2011; with the correction, the result is 96.83 percent with a denominator of 58,925.


� The SOAC system also interfaces with the National Telephone Number and Address System (NTAS) and the Network and Services Database (NSDB).


� Verizon does not process record orders through WFA. These orders are issued in completed or pending status and the SOP auto-completes them based on certain parameters.


� Verizon confirmed the overview of the provisioning process in response to Data Request #124. Silverpoint believes it important to note that the accuracy of provisioning metric results is dependent on the accuracy of the MAC codes assigned by the Verizon repair technicians and service center personnel.


� Verizon confirmed the description of the provisioning data flow in response to Data Request #125.


� We discuss the exclusion indicator fields in the next sub-section.


� Appendix B to the Guidelines defines the valid original appointment codes, which are W, X, S, C, R, K, Y, and Z.


� Verizon confirmed the discussion of common data fields in response to Data Request #126.


� Verizon uses data from the LNP and Hot Cut data marts to calculate PR-4-07 and the PR-9 metrics, respectively, and we discuss the implementation of the global exclusions in those subsections of the report. Similarly, the global exclusions for the maintenance and repair domain, relevant for PR-6, are also discussed separately.


� Interview #27, December 5, 2011. Verizon uses an indicator field to identify and exclude Verizon wholesale affiliates. Verizon currently has no wholesale affiliates but the logic remains should it have them in the future. Verizon uses a separate logic step in its wholesale algorithms to identify and exclude retail affiliate orders.


� Verizon use the exclusion indicator to identify most administrative orders and the supplemental exclusion indicator to identify PARTS orders. Verizon refers to this supplemental exclusion indicator as the global exclusion indicator; we have used an alternative name to avoid confusion with the global Guidelines exclusions discussion.


� Response to Data Request #98.


� Response to Data Request #99.


� Interview #27, December 5, 2011. Verizon issues a service order for a disconnection on a C order when it, for example, must disconnect one or more auxiliary lines or circuits while the main billing account remains in service.


� For resale migrations, Verizon creates a disconnect order as a companion to the migration order establishing the reseller on the account.


� Interview #27, December 5, 2011.


� Specifically, Verizon excludes hot cuts from PR-4-02-3112, PR-4-04-3113, PR-5-01-3112, PR-5-02-3112, and PR-6-01-3113 product group results.


� Interview #31, December 23, 2011.


� In certain cases, Verizon discovers a CLEC-caused issue with an order after it already created the service order. In such cases, Verizon cancels the original service order, and creates a new one after the CLEC resubmits a corrected order. On the correct service order, Verizon will use the application date of the new service order to calculate the completion interval rather than the submission date of the original incorrect LSR.


� Response to Data Request #127.


� The retail analog for Resale POTS is Retail POTS Total.


� These are PR-4-01, PR-4-02, PR-4-04, PR-4-05, PR-4-07, PR-4-14, and PR-4-15.


� The retail analogs for Resale and UNE Combined Specials DS0, DS1, and DS3, are Retail Specials DS0, DS1, and DS3, respectively. Note that the Guidelines specify Retail DS1 as the analog for Resale DS1 and Retail DS1 excluding feature changes as the retail analog for UNE DS1, and Verizon uses Retail DS1 as the analog for the combined product group. The retail analog for UNE IOF is Retail Specials DS3.


� The retail analog for Resale POTS is Retail POTS; the retail analog for UNE 2-wire Digital is Retail ISDN.


� The retail analog for Resale and UNE Combined 2-wire Digital is Retail ISDN. The retail analog for Resale POTS and UNE POTS Loop New is Retail POTS.


� Metric change control #13524.


� Response to Data Request #143.


� The retail analog for Resale and UNE Combined Specials is Retail Specials. The retail analog for Resale POTS and UNE POTS Loop is Retail POTS; the analogs for UNE 2-wire Digital Services, UNE 2-wire xDSL Loops, and UNE IOF are Retail ISDN, Retail Specials DS0, and Retail Specials DS3, respectively.


� As noted in the Guidelines, the common provisioning exclusion for disconnects does not apply to PR-4-07.


� Response to Data Request #99.


� Response to Data Request #100. The global exclusion indicator used to identify and exclude administrative and disconnect orders is not needed for PR-4-07. 


� Response to Data Request #100.


� Response to Data Request #141.


� Response to Data Request #141.


� Metric change control #13523.


� Response to Data Request #142.


� The retail analog for Resale and UNE Combined Specials is Retail Specials. The retail analog for Resale POTS and UNE POTS Loop is Retail POTS, and the retail analog for Trunks is IXC Feature Group D Trunks.


� The retail analogs for these measures are the same as described for PR-5-01.


� The global exclusions in the maintenance and repair domain are the same as those in the provisioning domain, except for UNE Port service.


� The retail analog for Resale and UNE Combined Specials is Retail Specials, and the retail analog for Resale POTS is Retail POTS. The retail analog for UNE POTS Loop New, UNE 2-wire Digital and UNE 2-wire xDSL Loops is Retail POTS Dispatched. The retail analog for Trunks is IXC Feature Group D Trunks.


� Verizon also implements these exclusions in the numerator only.


� The retail analog for UNE 2-wire Digital is Retail ISDN, the retail analog for UNE 2-wire xDSL Loops is Retail Specials DS0, and the retail analog for Trunks is IXC Feature Group D Trunks.


� A four-hour window applies to the start time if an Integrated Digital Loop Carrier (IDLC) is involved in the hot cut, but only if Verizon notifies the CLEC by 2:30 p.m. Eastern time two days before the due date that the service was on IDLC. On an IDLC order, the loop and switch are integrated and Verizon has to first move the CLEC onto copper facilities or a universal DLC. Verizon does this work in the field, requiring a dispatch.


� In some cases, the coordinators enter an MFC of “O01” to indicate that Verizon did not actually miss the order, for example, when the coordinator gets behind in entering the data and cannot get the completion time-stamped promptly by WPTS. If coordinators use this code, they must enter adequate explanatory comments in WPTS.


� Verizon confirmed the description of the hot cut process in response to Data Request #131.


� Response to Data Request #101.


� Response to Data Request #98.


� Response to Data Request #99.


� Response to Data Request #131.


� The global exclusions in the maintenance and repair domain are the same as those in the provisioning domain, except for UNE Port service. 


� Response to Data Request #103.


� Verizon uses these two indicator fields in its retail algorithm, but uses a hot cut indicator field in the wholesale algorithm that reflects the same logic. (Response to Data Request #103)


� The retail analog for UNE Hot Cut Loops is Retail POTS excluding feature troubles.


� These are MR-1-01, MR-1-06, MR-3-01, MR-3-02, MR-4-01, MR-4-02, MR-4-03, MR-4-04, MR-4-05, MR-4-06, MR-4-07, MR-4-08, and MR-5-01.


� Interview #9, July 14, 2011.


� Response to Data Request #118. Verizon calculates the retail interval within CAD and we did not verify the source system calculation.


� As discussed during Interview #23, November 17, 2011, Verizon calculates the report period field based on the transaction date, and uses the report period field to select relevant transactions each month.


� Response to Data Request #118.


� Interview #23, November 17, 2011.


� Interview #23, November 17, 2011.


� Interview #9, July 14, 2011 and response to Data Request #130. Verizon uses two fields from the source system in its calculation, the ICode indicator, which identifies transactions with recent change activity requiring service order lookup, and the Starmem indicator, which identifies feature fix create transactions. 


� Interview #23, November 17, 2011.


� Interview #23, November 17, 2011.


� The vRepair system handles all products reported for the PAP except specials and trunks.


� Generally, the maintenance center representatives close trunk and specials troubles. 


� Verizon confirmed the description of the process in response to Data Request #123. The quality of the maintenance and repair metrics data is particularly dependent on the accuracy and the completeness of the information entered into the source systems by the Verizon repair technicians and maintenance center personnel.


� Verizon actually creates two data marts that are very similar, one for retail and wholesale troubles associated with trunks and specials, and one for all other products. To simplify our discussions in this chapter, we refer to the data marts generically as Trouble Fact.


� Response to Data Request #87.


� Interview #21, October 13, 2011.


� Examples of such exclusions are reports on lines that are unassigned, suspended, disconnected, or denied service.


� Response to Data Request #120. In response to Data Request #121, Verizon clarified that the exclusion does not occur for specials and trunks, because WFA has nothing comparable to the “Exclude” field in vRepair. Verizon confirmed the description of data flow and common exclusions in response to Data Request #123.


� Response to Data Request #117.


� Response to Data Request #116.


� The specific results for MR-3-01 and MR-3-02 are -2110 (Resale POTS Business), -2120 (Resale POTS Residential), -3112 (UNE POTS Loop), -3341 (UNE 2-wire Digital), and -3342 (UNE 2-wire xDSL Loops). The retail analogs for Resale POTS Business and Resale POTS Residential are Retail POTS Business and Retail POTS residential. The retail analog for UNE POTS Loop is Retail POTS Total; the retail analog for the UNE 2-wire products is Retail POTS Total plus ISDN BRI.


� Silverpoint could verify the calculation of running clock intervals using data in the data marts. However, the data field needed to calculate the stop clock interval, number of no access minutes, is not in the data mart. Silverpoint selected a sample of trouble tickets with a stop clock interval and requested that Verizon substantiate the calculations.


� FAC, CO and STN are the trouble codes used in WFA/C comparable to the 03, 04, and 05 disposition codes; Verizon does not use code STN in Pennsylvania.


� The specific results are MR-4-01-1216 (Resale and UNE Combined Specials Non DS0 and DS0), MR-4-01-1217 (Resale and UNE Combined Specials DS1 and DS3), and MR-4-01-5000 (Trunks). The retail analogs for these products are Retail Total DS0 and below, Retail Total DS1 and DS3, and Retail IXC Feature Group D Trunks, respectively.


� The specific results for both MR-4-02 and MR-4-03 are -2110 (Resale POTS Business), -2120 (Resale POTS Residential), -3112 (UNE POTS Loop), -3341 (UNE 2-wire Digital), and -3342 (UNE 2-wire xDSL Loops). The retail analogs for these products are listed in the discussion of MR-3.


� The specific results are MR-4-04-3341 (UNE 2-wire Digital), and MR-4-04-3342 (UNE 2-wire xDSL Loops). The retail analogs for these products are listed in the discussion of MR-3.


� The specific result for MR-4-05 and MR-4-06 is -5000 (Trunks). The specific results for MR-4-07 are -2110 (Resale POTS Business), -2120 (Resale POTS Residential), -3112 (UNE POTS Loop), -3341 (UNE 2-wire Digital), -3342 (UNE 2-wire xDSL Loops), and -5000 (Trunks). The results for MR-4-08 are -1216 (Resale and UNE Combined Specials Non DS0 and DS0), -1217 (Resale and UNE Combined Specials DS1 and DS3), -2110 (Resale POTS Business), -2120 (Resale POTS Residential), -3112 (UNE POTS Loop), and -5000 (Trunks).


� Interview #24, November 10, 2011.


� Response to Data Request #122.


� Interview #24, November 10, 2011.


� The specific results are -2100 (Resale POTS), -3112 (UNE POTS Loop), -3341 (UNE 2-wire Digital), -3342 (UNE 2-wire xDSL Loops), and -5000 (Trunks). The retail analog for Resale POTS and UNE POTS Loop is Retail POTS Total, the retail analog for the UNE 2-wire products is Retail POTS Total plus ISDN, and the retail analog for trunks is Retail IXC Feature Group D Trunks.


� Clarification response to Data Request #105. The programming error in some months created a difference of 0.01 in the reported result. Verizon issued metric change control #13502 to address this issue.


� Although the title for the NP-1 measure is Percent Final Trunk Group Blockage, the NP-1-03 and NP-1-04 sub-metrics measure number, not percentage.


� NP-1 measures actual performance, so the test CLEC global exclusion in the Guidelines in not relevant.


� Response to Data Request #46.


� The data collection and statistical analysis procedures that Verizon uses as part of these monthly trunk blockage studies are consistent with the description in the Guidelines.


� Interview #11, September 14, 2011.


� Interview #11, September 14, 2011.


� Metric change control #13487.


� The Guidelines note that Verizon collects usage data for all CLECs and its own retail customers at the same time. Verizon sends only electronic DUF files to CLECs, and none by mail.


� Interview #12, September 28, 2011, and response to Data Request #26. 


� Interview #12, September 28, 2011.


� Verizon selects records with a state code of PA, which is used to designate the former Bell Atlantic territory in the state. 


� In Interview #12, Verizon clarified that no UNE products other than UNE-P have DUF files associated with them, as other UNE products are loops and need no switching.


� Response to Data Request #25.


� Verizon counts all records in the DUF Detail file that have a day-count indicator of 0, which represents the total number of usage records in a given DUF file.


� Verizon counts all records in the DUF Detail Fact file that have a day-count indicator of 4.


� Interview #8, June 23, 2011.


� In response to Data Request #30, Verizon stated that the processes behind these scenarios are not within the scope of this audit.


� Response to Data Request #27.


� Metric change control #13467.


� Interview #12, September 28, 2011, and response to Data Request #61. Verizon stated that it is precluded from charging CLECs for line splitting products; since there are no charges, this product is excluded from metric results.


� Response to Data Request #60. In response to Data Request #61, Verizon also confirmed that it includes revised final bills in metric results.


� Response to Data Request #30.


� Of the $16.83 million, $13.46 million is allocated to the Loop-based segment, $0.84 million to the Resale POTS segment, and $2.52 million to Interconnection Trunks. Under certain circumstances, the PAP permits doubling of this amount.


� The following measures are not eligible for individual CLEC credits:  NP-1-04-5000, PO-2-02-6010, PO-2-02-6020, PO-2-02-6080, and PO-4-01-6660.


� See PAP Appendix C, Table C-2. 


� See PAP Appendix C, Section B.1.


� The “% Market Adjustment at Minimum” indicates the amount of monthly bill credits that will be due to CLECs if Verizon trips the minimum score. For example, if Verizon were to score -.11515 on the Loop-based MOE in a month, 10 percent of the $1,121,901 monthly amount would be due (see Appendix A of the PAP for details).


� The PAP also contains a doubling provision that is triggered by sub-standard performance in an MOE category for three consecutive months (PAP Appendix A, Section III.B). As agreed with Staff, Silverpoint did not analyze Verizon’s procedures for calculating MOE doubling and did not include the calculations in its metrics tool, as Verizon has incurred no MOE penalties at all over the last three years.


� Interviews #2 and #3, July 13, 2011. Verizon explained that, for these 23 metrics, it had used the weights applicable to Critical Measures rather than those for MOE measures.


� Metric change control #13461.


� The error affected the UNE Loop/Prequalified Complex/LNP (-3331) results for OR-1-02, OR-1-04, OR-1-06, OR-2-02, OR-2-04, OR-2-06, OR-6-03.


� Metric change control #13501.


� Instances of records for which the CLEC cannot be identified affects less than 0.5% of records.


� We also saw some differences at the individual CLEC level.


� The LCUG method was a shortcut adopted to accommodate Verizon’s computing power limitations at the time. 


� Metric change control #13525.


� The error affects all mean parity measures in the PAP but it did not change overall MOE results.


� Email from Verizon to Silverpoint dated December 23, 2011.
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