Table 3.

Performance Measurements for Maintenance
	#
	Measurement Name
	Measurement
	Benchmark
	Rules and Additional Terms
	Remedy
	Party that Calculates Results



	3.1
	Percent Trouble Reports
	Measurement of customer direct or referred troubles reported on Socket’s Access Lines provisioned via resale, UNE, or combinations of UNEs —other than installation troubles or repeat troubles—where the trouble disposition was found to be in CenturyTel’s network.  
	Trouble Reports measured on a per customer basis on Socket’s Access Lines that CenturyTel provisions  via resale, UNE, or combinations of UNEs —other than installation trouble, or repeat trouble, or subsequent reports—will not exceed 6% of Socket’s total customers provisioned via resale, UNEs, or combinations of UNEs leased from CenturyTel, or at parity with CenturyTel.     


	1.  “Subsequent Reports” are repair reports that are received while an existing trouble ticket is open for the same phone number.  

2.  Trouble Reports do not include trouble reported relating to unbundled DS1 loops where Socket chooses not to do cooperative testing or acceptance testing between Socket and CenturyTel.

3.  For purposes of this Measurement, an “Excess Trouble Report” means, for any measured month in which the Benchmark is not achieved, a Trouble Report that occurs in excess of the number necessary to cause the Benchmark not to be achieved.

4.  Exclusions.  The following are excluded:

· (a)  Subsequent Reports;

· (b)  Trouble beyond CenturyTel’s control (e.g., trouble caused by customer premises equipment (“CPE”), trouble closed due to customer action, inside wire troubles, IXC/CAP, etc., or  equipment or facilities that are not  in CenturyTel’s network)

· (c)  Trouble reported on the Order Completion Date, or trouble reported prior to service order completion in CenturyTel’s system;

· (d)  Trouble reported by CenturyTel employees in the course of performing preventative maintenance, where no customer has reported trouble;

· (e)  Trouble reported but not found;

· (f)  Trouble for DSL loops longer than 12,000 feet with load coils, repeaters, and/or excessive bridged tap for which Socket has not authorized conditioning, unless trouble is found in the corresponding Central Office; or

· (g)  Trouble caused by a lack of digital test capabilities on BRI and IDSL capable loops when acceptance testing is available but is not selected by Socket.


	For any measured month in which CenturyTel fails to meet the benchmark,  CenturyTel will waive or credit the monthly recurring charge that would otherwise apply to each resold service, UNE, or UNE combination associated with each Excess Trouble Report.  
	Socket


	3.2
	Percentage of Repair Commitment Met
	Measurement of the percentage of Repair Commitments met for clearing trouble on resold services, UNEs, and combinations of UNEs. 


	CenturyTel will meet  90% of  out-of-service Repair Commitments made on resold services, UNEs, and combinations of UNEs provided to Socket, or meet Repair Commitments for Socket at Parity with CenturyTel retail. 
	1.  As set forth in Article IX of this Agreement, each time that Socket reports trouble on a resold service, UNE or combination of UNEs leased from CenturyTel, Socket will be given a “Repair Commitment” for when CenturyTel will restore service.  (All out- of-service repairs shall be given a 24-hour Repair Commitment, and only such repairs shall be included in calculating results under this Performance Measurement.)
2.  Repair Commitments not met because of customer caused delays, Socket caused delays, and delays caused by declared natural disasters or other force majeure events shall not be counted.    

3.  The “Cleared Time” for a  Repair Commitment is the date and time that CenturyTel personnel clear the repair activity.  

4.   If the Cleared Time is not at or  before the Repair Commitment, the report will be classified as an “Unmet Commitment.”

5.  An “Excess Unmet Commitment” means, for any measured month in which the Benchmark is not achieved, an Unmet Commitment that occurs in excess of the number necessary to cause the Benchmark not to be achieved.
6.  Exclusions.  The following are excluded:

· (a)  Subsequent Reports;

· (b)  Trouble beyond CenturyTel’s control (e.g., trouble caused by customer premises equipment (“CPE”), trouble closed due to customer action, inside wire troubles, IXC/CAP, etc., or  equipment or facilities that are not  in CenturyTel’s network)

· (c)  Trouble reported on the Order Completion Date, or trouble reported prior to service order completion in CenturyTel’s system;

· (d)  Trouble reported by CenturyTel employees in the course of performing preventative maintenance, where no customer has reported trouble;

· (e)  Trouble reported but not found;

· (f)  Trouble for DSL loops longer than 12,000 feet with load coils, repeaters, and/or excessive bridged tap for which Socket has not authorized conditioning, unless trouble is found in the corresponding Central Office; or

· (g)  Trouble caused by a lack of digital test capabilities on BRI and IDSL capable loops when acceptance testing is available but is not selected by Socket.


	For any measured month in which CenturyTel fails to meet the Benchmark,  CenturyTel will waive or credit the monthly recurring charge that would otherwise apply to the resold service, UNE, or UNE combination associated with each Excess Unmet Commitment.
	Socket


	3.3
	Mean Time to Restore Service
	Measurement of the average trouble duration interval from the Start Time for a Trouble Report until the Completed Time for the Trouble Report. 


	CenturyTel shall clear Trouble Reports in an average Clearing Time at Parity with CenturyTel retail for  90% of Trouble Reports not requiring Unusual Repair. 


	1.  “Clearing Time” is defined as “Completed Time” minus “Start Time.”

2.  For purposes of this measure, the “Start Time” will be the time that CenturyTel receives a complete and accurate Trouble Report from Socket.  

3.  For purposes of this measure, the “Completed Time” will be the time that CenturyTel clears the ticket.

4.  For purposes of this measure, the failure to restore service at or before the average Clearing Time will result in an event of “Unmet Clearing Time.”

5.  For purposes of this Measure, “Excess Unmet Clearing Time” means, for any measured month in which the Benchmark is not achieved, an event of Unmet Clearing Time that occurs in excess of the number necessary to cause the Benchmark not to be achieved.

6.   “Subsequent Reports” are repair reports that are received while an existing trouble ticket is open for the same phone number.  

7.  Trouble Reports do not include trouble reported relating to unbundled DS1 loops where Socket chooses not to do cooperative testing or acceptance testing between Socket and CenturyTel.

8.  Exclusions.  The following are excluded:

· (a)  Subsequent Reports;

· (b)  Trouble beyond CenturyTel’s control (e.g., trouble caused by customer premises equipment (“CPE”), trouble closed due to customer action, inside wire troubles, IXC/CAP, etc., or  equipment or facilities that are not  in CenturyTel’s network)

· (c)  Trouble reported on the Order Completion Date, or trouble reported prior to service order completion in CenturyTel’s system;

· (d)  Trouble reported by CenturyTel employees in the course of performing preventative maintenance, where no customer has reported trouble;

· (e)  Trouble reported but not found;

· (f)  Trouble for DSL loops longer than 12,000 feet with load coils, repeaters, and/or excessive bridged tap for which Socket has not authorized conditioning, unless trouble is found in the corresponding Central Office; 

· (g)  Trouble caused by a lack of digital test capabilities on BRI and IDSL capable loops when acceptance testing is available but is not selected by Socket; or

· (h)   Trouble requiring “Unusual Repair” as set forth in 4 CSR 240-32.020(49).

9.  In each instance where CenturyTel asserts that a repair required “Unusual Repair,” CenturyTel shall document the source of the trouble and steps required to restore service.    Any disagreement over whether a repair constituted an “Unusual Repair” shall be submitted to dispute resolution. 
	For any measured month in which CenturyTel fails to meet the Benchmark,  CenturyTel will waive or credit the monthly recurring charge that would otherwise apply to the resold service, UNE, or UNE combination associated with each Excess Unmet Clearing Time. 

	Socket


	3.4
	Repeat Trouble Reports Rate
	Measurement of the percentage  of Trouble Reports Cleared on resold services, UNEs, and combinations of UNEs that later are subject to a Qualifying Repeat Trouble Report. 


	The percentage of Qualifying Repeat Trouble Reports for Socket customers will be at Parity with the percentage of Qualifying Repeat Trouble Reports for CenturyTel retail customers.

	1.  In the absence of actual measurements of parity, CenturyTel shall be presumed to have 10% of  its Trouble Reports subject to a Qualifying Repeat Trouble Report.   

2.  A “Repeat Trouble Report” is a Trouble Report on a resold service, a UNE, or a combination of UNEs that previously had network trouble cleared.

3.  A “Qualifying Repeat Trouble Report” is a Repeat Trouble Report on a resold service, a UNE, or a combination of UNEs that had network trouble cleared within 30 days of the most  recent Trouble Report for  that resold service, UNE, or combination of UNEs.

4.  For purposes of this Measure, “Excess Qualifying Repeat Trouble Report” means, for any measured month in which the Benchmark is not achieved, a Qualifying Repeat Trouble Report that occurs in excess of the number necessary to cause the Benchmark not to be achieved.

5.  Exclusions.  The following are excluded:

· (a)  Subsequent Reports;

· (b)  Trouble beyond CenturyTel’s control (e.g., trouble caused by customer premises equipment (“CPE”), trouble closed due to customer action, inside wire troubles, IXC/CAP, etc., or  equipment or facilities that are not  in CenturyTel’s network)

· (c)  Trouble reported on the Order Completion Date, or trouble reported prior to service order completion in CenturyTel’s system;

· (d)  Trouble reported by CenturyTel employees in the course of performing preventative maintenance, where no customer has reported trouble;

· (e)  Trouble reported but not found;

· (f)  Trouble for DSL loops longer than 12,000 feet with load coils, repeaters, and/or excessive bridged tap for which Socket has not authorized conditioning, unless trouble is found in the corresponding Central Office; or

· (g)  Trouble caused by a lack of digital test capabilities on BRI and IDSL capable loops when acceptance testing is available but is not selected by Socket. 


	For any measured month in which the Benchmark is not met, CenturyTel will waive or credit the monthly recurring charge that would otherwise apply to the resold service, UNE, or UNE combination  associated with each Excess Qualifying Repeat Trouble Report. 

	Socket
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