COMMONWEALTH OF VIRGINIA

STATE CORPORATION COMMISSION

AT RI CHVOND, AUGUST 1, 2003

COMMONVEALTH OF VIRG@ NI A, ex rel.

STATE CORPORATI ON COWM SSI ON
CASE NO. PUC- 2003- 00110
Ex Parte: Establishnment of
Rules for Service Quality
Standards for the Provision
of Local Exchange Tel ecommuni cati ons
Servi ces

ORDER PRESCRI Bl NG NOTI CE AND GRANTI NG
LEAVE TO COVMENT OR REQUEST HEARI NG

By Order of June 10, 1993, the State Corporation Comm ssion
(" Comm ssion") adopted Regul ati ons Governi ng Servi ce Standards
for Local Exchange Tel ephone Conpani es codified at 20 VAC 5-400-
80 ("current rules"). The Comm ssion considered revising the
current rules in Case No. PUC- 1997-00146 but ultimately
concl uded that the conpetitive marketplace had changed
significantly since those rules were drafted and comments
t hereon were received.?®

Accordingly, the Conm ssion closed Case No. PUC 1997-00146
and directed the Division of Cormmunications ("Staff") to prepare
new rul es governing retail service standards, taking into

consideration the conpetitive environment and the differences

! Conmonweal th of Virginia, ex rel. State Corporation Conmi ssion, Ex Parte:
In the matter of revising rules governing service standards for |ocal
exchange tel ephone conpani es, Case No. PUC-1997-00146, Order C osing Case at
p. 2 issued July 13, 2001 (hereinafter "Order O osing Case").




bet ween i ncunbent | ocal exchange carriers and conpetitive | ocal
exchange carriers, and to consider standards to measure customner
satisfaction. The newrules will be considered in a new docket,
whi ch we open by this Order.2 This case will consider new rules
measuring the health of the tel econmunications network and
assuring a mninmum|level of service quality for all consuners.

The Staff has conducted several neetings with the Attorney
Ceneral's Division of Consuner Counsel, the Virginia Ctizens
Consuner Council, and nmenbers of the tel ecormunications industry?
to discuss the Staff's devel opnent of proposed Rul es For Local
Exchange Conpany Service Quality Standards ("Rules"). Follow ng
t hese neetings, the Staff received feedback fromthese parties,
whi ch was al so considered in devel oping the Rules (to be
codi fied at 20 VAC 5-427-10 et seq.).

The Conmmi ssion will now consider the Staff's proposed
Rul es, which appear in Attachnent A, appended to this Oder. In
addition, the Conmm ssion seeks comment from nmenbers of the
t el ecommuni cati ons industry and other parties on the foll ow ng
matters that may be addressed in the final rul emaking:

1. Shoul d there be further requirenents

for tel ephone directory information in
addition to the proposed requirenents

2 1d. at pp. 2-3.

3 Specifically, the Staff has met with nmenbers of the Virginia
Tel econmuni cati ons I ndustry Association ("VTIA"), WrldCom Inc., and
Caval i er Tel ephone, LLC



of 20 VAC 5-427-130 Directories in
Attachment A

2. Shoul d the directory be conpetitively
neutral, and, if so, what are the
requi renents to ensure neutrality;

3. What standards, if any, should there be
to ensure tel ephone billing accuracy,
and what netrics should there be to
gauge conpliance with any such billing
accuracy standards;

4. What standards, if any, should there be
to measure the overall intelligibility
of the tel ephone bill, and what
met hodol ogy shoul d there be for
nmeasuri ng conpliance with any such
st andar ds?

Finally, the Conm ssion is considering consuner education
that reflects the realities of conpetition in the provision of
t el econmuni cations services in the Cormonweal th. 1In that
regard, the Staff has prepared a Tel ecommuni cations Bill of
Rights with the goal of providing consunmers a quick reference of
inportant rights and responsibilities relating to tel ephone
service. This Bill of R ghts, appended to this O der as
Attachnent B, was conpiled fromexisting state and federal |aws,
rul es, and regul ations. The Conm ssion seeks comment on this
Bill of Rights and whether its publication in all Virginia

t el ephone directories should be required in addition to the

proposed requirenents of 20 VAC 5-427-130 Directories.

NOW THE COW SSI ON, pursuant to 8§ 12.1-13 of the Code of

Virginia and 5 VAC 5-20-100 of the Comm ssion's Rul es of



Practice and Procedure, finds that interested parties should be
permtted to comment on, propose nodifications or supplenents
to, or request a hearing on the Staff's proposed Rul es, which
t he Conmm ssion now considers for replacenent of the current
rules. Parties are further requested to conmment on other
matters addressed in this Oder consistent with the discussion
above.

Accordingly, I'T IS ORDERED THAT:

(1) This matter is docketed and assi gned Case No. PUC
2003- 00110.

(2) The Comm ssion's Division of Information Resources
shall forward the Staff's proposed Rul es For Local Exchange
Conmpany Service Quality Standards (Chapter 427), Attachment A
herein, to the Registrar of Virginia for publication in the

Virginia Register of Regul ati ons.

(3) On or before August 25, 2003, the Comm ssion's
Division of Information Resources shall nake a downl oadabl e
version of the Staff's proposed Rul es For Local Exchange Conpany
Service Quality Standards, Attachnment A, and Tel econmuni cati ons
Bill of Rights, Attachnent B, available for access by the public
at the Conm ssion's website,

http://ww. state.va. us/scc/caseinfo.htm The Cerk of the

Comm ssion shall make a copy of the Staff's proposed Rul es For

Local Exchange Conpany Service Quality Standards and


http://www.state.va.us/scc/caseinfo.htm

Tel ecommuni cations Bill of R ghts available for public
i nspection and provide a copy, free of charge, in response to
any witten request for one.

(4) Interested persons wi shing to comment on, propose
nodi fications or supplenents to, or request a hearing on the
Rul es For Local Exchange Conpany Service Quality Standards or
upon other matters addressed in this Order, consistent with the
findi ngs above, shall file an original and fifteen (15) copies
of such comments, proposals, or requests with the Gerk of the
Comm ssion, State Corporation Comm ssion, P. O Box 2118,

Ri chnond, Virginia 23218, on or before October 3, 2003, nmaking
reference to Case No. PUC-2003-00110. Interested persons
desiring to submt coments electronically may do so by
following the instructions found on the Comm ssion's website,

http://ww. st ate. va. us/scc/casei nfo/notice.htm Requests for

hearing shall state with specificity why such concerns cannot be
adequately addressed in witten coments.

(5) On or before August 25, 2003, the Commi ssion's
Di vision of Informati on Resources shall publish the foll ow ng
notice as classified advertising in newspapers of general

circul ation throughout the Conmonweal th of Virginia.


http://www.state.va.us/scc/caseinfo/notice.htm

NOTI CE TO THE PUBLI C OF A PROCEEDI NG TO
ADOPT NEW RULES FOR LOCAL TELEPHONE COVPANY
SERVI CE QUALI TY STANDARDS
CASE NO. PUC-2003-00110

By Order dated June 10, 1993, the State
Cor porati on Comm ssion (" Comm ssion")
adopt ed Regul ati ons Governi ng Service
Standards for Local Exchange Tel ephone
Conpani es (20 VAC 5-400-80). These service
standards rely upon custoner satisfaction
nodel s that predate conpetition and do not
refl ect the Tel ecommuni cati ons Act of 1996
and the many technol ogi cal changes that have
si nce occurred.

The Comm ssion's Division of
Communi cations ("Staff") has proposed Rul es
For Local Exchange Conpany Service Quality
St andards ("proposed rules"), which this
Comm ssion is considering for replacenent of
t he Regul ati ons Governing Service Standards
for Local Tel ephone Conpani es (20 VAC 5-400-
80). The Staff has al so proposed a
Tel ecomuni cations Bill of Rights to
di ssem nat e consumrer information

Interested parties may obtain a copy of
t he proposed rul es and Tel ecommuni cati ons
Bill of Rights by visiting the Conm ssion's
websi t e,
http://ww. st at e. va. us/ scc/ casei nfo. htm or by
requesting a copy fromthe Cerk of the
Commi ssion. The Cerk's office will provide a
copy of the proposed rules and
Tel econmuni cations Bill of Rights to any
interested party, free of charge, in response
to any witten request for one. The proposed
rules will also be forwarded to the O fice of
the Regi strar of Regulations for publication in
the Virginia Register of Regul ati ons.

Any person desiring to comment in witing
or request a hearing on the proposed rul es may
do so by directing such coments or requests
for hearing on or before October 3, 2003, to
the derk of the Conm ssion, c/o Docunent


http://www.state.va.us/scc/caseinfo.htm

Control Center, P.O Box 2118, Ri chnond,
Virginia 23218. Interested persons desiring to
submt coments electronically may do so by
following the instructions found on the

Conmi ssion's website,

http://ww. st ate. va. us/scc/casei nfo/ notice. htm
Comments and requests for hearing nust refer to
Case No. PUC-2003-00110. Requests for hearing
shall state with specificity why such concerns
cannot be adequately addressed in witten
coment s.

VI RG NI A STATE CORPORATI ON COW SSI ON

(6) This matter is continued for further orders of the

Conmi ssi on.


http://www.state.va.us/scc/caseinfo/notice.htm

ATTACHMENT A
STATE CORPORATION COMMISSION
Division of Communications Page 1 of 34
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CHAPTER 427.

RULES FOR LOCAL EXCHANGE COMPANY SERVICE QUALITY STANDARDS.

20 VAC 5-427-10. Applicability; definitions.

A. The provisions of this chapter shall apply to local exchange carriers ("LECSs")

certificated to provide local exchange tel ecommunications services within the Commonwealth of

Virginia

B. The following words and terms, when used in this chapter, shall have the

following meanings, unless the context clearly indicates otherwise:
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"Bridged tap" means a multiple appearance of the same cable pair at several distribution

points or a section of a cable pair not on the direct eectrical path between the central office and

the user's premises.

"Business office’ means any functional entity that accepts service orders, billing

inquiries, and processes other related customer reguests.

"Busy hour" means the hour of each month in which a telecommunications system carries

the most traffic.

"Central office' means a L EC operated switching system, including remote switches and

associated transmission eguipment (e.q., digital circuit switches, packet switches, carrier

stems).

"Central office serving area' means the geographic areain which loca serviceis

provided by a LEC's central office and associated network.

"Commission" means the Virginia State Corporation Commission.

"Competitive local exchange carrier” ("CLEC") means an entity, other than alocality,

certificated to provide local exchange telecommunications services in Virginia after January 1,

1996, pursuant to § 56-265.4:4 of the Code of Virginia. An incumbent local exchange carrier

shall be considered a CLEC in any territory that is outside the territory it was certificated to serve

as of December 31, 1995, for which it obtains a certificate to provide local exchange

telecommunications services on or after January 1, 1996.

"Customer" means any person, firm, partnership, corporation, municipality, cooperative,

organization, or governmental agency using local exchange tel ecommunications services

provided by a LEC that are under the jurisdiction of the commission.
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"Emergency" means a sudden or unexpected occurrence involving a clear and imminent

danger, demanding immediate action to prevent or mitigate loss of, or damage to, life, health,

property, or essential public services.

"Facilities-based LEC" means a LEC that provides local exchange telecommunications

services in whole or in part by means of its own network facilities.

"Federal Communications Commission ("FCC") reportable outage' means a service

outage that meets the FCC criteria for notification of service outage to the FCC as required by 47

C.F.R. §63.100 et seq.

"Final trunk group" means a last-choice trunk group that receives overflow calls and may

receive first-route calls for which there is no aternate route.

"In service trouble report” means a customer-reported network trouble that allows calls to

be originated or received but affects other aspects of service such as static or hazardous

conditions.

"Incumbent local exchange carrier” or "incumbent” ("ILEC") means a public service

company providing local exchange telecommunications services in Virginia on December 31,

1995, pursuant to a certificate of public convenience and necessity, or the successors to any such

company.

"Intercept” means aredirected call by an operator or a suitable recorded announcement

that provides sufficient information as to the reasons for the call diversion, as well as directions

to assist in completing the call.

"Justified commission complaint" means a complaint submitted to the commission or

staff involving a telecommunications service under the jurisdiction of the commission where it
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was determined by the commission or the staff that the LEC, its employees or agents either: (i)

failed to comply with its tariffs, procedures, or policies; (ii) used poor judgment; (iii) resolved

the customer's problem in an untimely fashion; or (iv) acted in an unreasonable or unprofessional

manner.

"Load coil" means an induction device employed in local loops exceeding 18,000 feet to

minimize amplitude distortion.

"Local exchange carrier" ("LEC") means a certificated provider of local exchange

tel ecommuni cations services, whether an incumbent or a new entrant.

"Local exchange telecommunications services' means local exchange telephone service

as defined by § 56.1 of the Code of Virginia.

"Locality" means a city, town, or county that operates an electric distribution system in

Virginia

"Major service outage’” means any network condition that causes 1,000 or more

customers to be out of service for 30 or more minutes; causes an unplanned outage of, or

completely isolates, a central office for 30 or more minutes; or disrupts 911 emergency call

processing for any period.

"Municipa loca exchange carrier” ("MLEC") means alocality certificated to provide

local exchange tel ecommunications services pursuant to § 56-265.4:4 of the Code of Virginia.

"Network" means a system of central offices and associated out side plant.

"Network access line" ("NAL") means a customer dial tone line, or its equivaent, that

provides access to the public telecommunications network.

"New entrant” meansa CLEC or an MLEC.
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"Out of service' means a service condition causing: (i) aninability to complete an

incoming or outgoing call or (ii) the presence of interference that causes a connected call to be

incomprehensible.

"Qutside plant" means all remaining facilities not included in the definition of central

office (e.q., copper cables, fiber optic cables, coaxia cables, terminals, pedestals, load coils, or

any other equipment normally associated with inter-office, feeder and distribution facilities up to

and including the rate demarcation point).

"Rate demarcation point" means the point at which a LEC's network ends and a

customer's wiring or facilities begin.

"Repeat report” means a customer-reported network trouble that is received by a LEC

within 30 days of another network trouble report on the same NAL.

"Speed of answer interva" (“SAI") means the period of time measured in seconds

following customer direction either at the completion of direct dialing or upon completion of the

final selection within an automated answering system and lasting until the call is answered by a

live agent or is abandoned by the customer or the LEC.

"Staff" means the commission's Division of Communications and associated personnel.

"Standard load" means transmission loss has been reduced on a cable pair by means of

configuring the twisted copper pair loop using a 6,000 foot H spacing loading scheme or 4,500

foot D spacing loading scheme, which may be expressed as 6,000 foot H88 mh load or 4,500

foot d66 mh load scheme.

" Subsequent report” means a customer-reported network trouble received by a LEC while

theinitial customer trouble report remains open.
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"Telecommunications relay service" means a tel ephone transmission service that provides

the ability for an individual with a hearing or speech disability to engage in communication with

a hearing individual in a manner functionally equivalent to someone without such a disability.

"Transmission" means a process of sending information from one point to another.

"Trouble" means an impairment of a LEC's network.

"Trouble report" means an initial oral or written notice, including voice mail and e-mail,

to any LEC employee or agent of a condition that affects or may affect network service for

which there is no pending network trouble report.

"Trunk blockage" means the unavailability of network transmission capacity at the time

of acall that prevents call completion and results in the call originator receiving a busy signal or

an indication of trunk blockage.

"Unbundled network e ements' ("UNE") means the physical and functional components

of the network, as defined by the FCC, that may be used or leased by a CLEC or a MLEC from

anILEC.

"Virginia universal service plan” (“*VUSP’) means the program under which digible

lower-income customers may obtain certain telecommunications services at reduced monthly

charges and may also receive adiscount on certain non-recurring connection or service charges

from participating LECs. This program is also referred to as lifeline or link up.

"V oice grade service' means the transmission of communication signals in the range of 0

to 4000 Hertz.
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20 VAC 5-427-20. Genera provisions.

A. The provisions of this chapter prescribe the minimum acceptable level of quality

of service under normal operating conditions.

B. The commission may, after investigation, suspend application of any provision of

this chapter during periods of emergency, catastrophe, natural disaster, severe storm, or other

events affecting large numbers of customers. The commission may also suspend application of

the provisions of this chapter for other extraordinary or abnormal conditions, including work

stoppage, civil unrest, major transportation disruptions, or other events beyond the control of a

LEC.

20 VAC 5-427-30. Network facilities, construction, maintenance, and operation.

A. Network facilities shall be designed, constructed, maintained, and operated in

compliance with the latest edition of the National Electric Safety Code of the Institute of

Electrical and Electronics Engineers, Inc., applicable commission orders, and al requirements

for interconnection under applicable federa and state law.

B. Outside plant shall be designed, constructed, and maintained so as to prevent

transmission interference from services provided by other public utilities.

C. A LEC shall participate in operational reviews held at the staff's discretion to

ensure that construction, design, maintenance, disaster recovery plans, and any other applicable

programs are adeguate to meet the needs of a LEC's customers.

D. A LEC shall have the test equipment and technical ability to determine the

operating and transmission characteristics of circuit and switching equipment.
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20 VAC 5-427-40. Reporting reguirements.

A. The reporting requirements as set forth in this section shall apply to a LEC with a

total of 20,000 or more NALSs.

B. A LEC subject to the reporting requirements of this section shall fulfill its

reporting requirements in conformance with 20 VAC 5-427-140. Reports shall be electronically

submitted to the staff on a quarterly basis no later than one month following the end of each

calendar quarter reporting period. A LEC may use its own report format with the prior approva

of the staff. Any reported data resulting in an unsatisfactory rating shall be addressed in an

action plan as set forth in 20 VAC 5-427-170 and shall be included in the LEC's required report.

C. A CLEC or an MLEC may request an exemption from any of the reporting

requirements in this section if it demonstrates that its services are provided through the resale of

an ILEC's tariffed services or through the use or lease of an ILEC's unbundled network €l ements

over which it has no direct control. The commission or staff shall grant or deny a reguest for

exemption on a case-by-case basis.

20 VAC 5-427-50. Availability and retention of records.

A. A LEC shall make available to the commission or staff, upon request, all records,

reports, and other information required to determine compliance with this chapter and to permit

the commission and staff to investigate and resolve quality of service complaints related to

requl ated tel ecommuni cations services.
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B. A LEC shall retain records pursuant to the reguirements of 20 VAC 5-427-140,

where applicable, for a minimum of three years in a manner that permits audit by the

commission or staff.

C. A LEC shall retain customer hilling records for a minimum of three years to

permit the commission or staff to investigate and resolve billing complaints.

20 VAC 5-427-60. Maintenance of facility maps and records.

A LEC shall maintain maps and records that show the |location, description, and capacity

fill data of its network.

20 VAC 5-427-70. Rate and specia charges information.

A. A LEC shall, upon request, disclose verbally to a current or prospective customer

al rates, charges, and fees applicable to a customer’s service request or inquiry including, but not

limited to, the federal subscriber line charge or its equivalent, or any other rates, charges, and

feesthat it collects and retains. In addition, these rates, charges, and fees shall each be disclosed

as line items on customer bills separately from governmental fees, taxes, and surcharges.

B. Upon the request of a current or prospective customer, a LEC shall describe and

disclose the fees, taxes, and surcharges that it collects and distributes to governmental agencies.

C. Upon the request of a current or prospective customer, aLEC shall provide a copy

of the applicable tariff section or pages for the regulated tel ecommunications service or, at the

customer's option, may refer a customer to an Internet website containing its tariffs.
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D. Upon the request of a current or prospective customer, a LEC shall provide

reasonabl e access to information and provide assi stance necessary to enable the current or

prospective customer to obtain the most economical service available to meet the customer's

needs, including VUSP or any other discount programs that may be available.

E. Before changing or installing a service, a LEC shall provide to the current or

prospective customer an estimate of any special charges not specifically set forth in the LEC's

applicable tariff. Specia charges include, but are not limited to, any of the following:

extraordinary construction, maintenance, and replacement costs; expenses for overtime work to

be performed at the customer's reguest; or special installations, equipment, or assemblies needed

to fulfill a customer's request.

20 VAC 5-427-80. Response to trouble reports.

A. A LEC shall take atrouble report from a customer at all times through an

automated or live means. A LEC shall take immediate action to clear trouble reports of an

emergency nature.

B. A LEC shall make afull and prompt investigation of all trouble reports and shall

render reasonabl e assistance to its customer, whether an end user or another LEC, to identify a

cause for the outage that may be corrected by the customer.

C. A LEC shall maintain an accurate record of trouble reports by tel ephone number

or circuit number, as appropriate. The record shall include all of the following information:

1. The customer or service affected:;

2. The time, date, and nature of the trouble report;
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3. The action taken to clear the trouble or satisfy the complaint; and

4, The date and time the repair was completed or the trouble report was

otherwise closed.

20 VAC 5-427-90. Service outage reporting requirements.

A. A service outage report shall be made to the staff according to the following

quidelines:

1. A major service outage shall be reported to the staff on the same business

day or, if the outage occurs after normal business hours or during a state holiday, at the

beginning of the next business day:;

2. An FCC reportable service outage shall be reported by a LEC to the staff

at the sametimeit is reported to the FCC; and

3. A central office that experiences two or more unplanned outages within

any 30-day period shall be reported by a LEC to the staff at the end of the calendar month

in which the second unplanned stoppage occurred.

B. A facilities-based LEC shall notify any affected L EC dependent upon its network,

in whole or in part, within 90 minutes of becoming aware of a major or FCC reportable service

outage, unless interconnection agreements specify otherwise.

C. Service outages first shall be reported by a LEC to the staff via telephone and

followed up with an email or facsimile message and contain the following:

1. The central office, remote switch, or other network facility involved;

2. The date and estimated time of commencement of the outage;
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3. The geographic area affected;

4, The estimated number of customers affected:;

5. The types of services affected:

6. The duration of the outage (e.d., time € apsed from the commencement of

the outage until estimated restoration of full service); and

7. The apparent or known cause of the incident, including the name and type

of equipment involved and the specific part of the network affected, and methods used to

restore service.

20 VAC 5-427-100. Emergency operation.

A LEC shall make reasonable preparations to continue operations and restore service

outages resulting from fire, major electric power failures, other emergencies, and acts of divine

providence. A LEC's employees or agents shall be instructed to follow predetermined

emergency procedures to prevent or minimize interruption or degradation of service. A centrd

office shall have access to adequate facilities to provide emergency eectric power. A LEC shal

determine the necessary reserve power capacity requirement based on its operating experience

with its energy provider. If a central office does not have power generation equipment installed,

a LEC shall design and maintain sufficient battery reserve, within the appropriate ampere hour

rating, to alow time for delivery and setup of portable generators.
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20 VAC 5-427-110. Customer complaint handling.

A LEC shall establish customer complaint processing procedures in compliance with

§56-247.1 C of the Code of Virginiaby:

1. Providing the staff a means for immediate tel ephone access to company

complaint resolution personnel during normal business hours;

2. Providing the staff an escalation list of at least three company contacts

responsible for resolving customer complaints received by the commission or staff. This

list shall include the names, titles, addresses, tel ephone numbers, fax numbers, and e- mail

addresses of each individual contact. Any changes to the escalation list shall be provided

to the staff within 30 days of the change;

3. Making afull and prompt investigation of all customer complaints;

4. Assisting customers who report obscene, threatening, or harassing calls;

S. Providing customers with toll-free numbers to report complaints;

6. Making its customer complaint procedure and its record of the number and

type of complaints available to the staff whenever requested;

7. Noting and retaining customer contact records when an inquiry or

complaint is resolved. Customer contact records shall be retained for a minimum of three

years, and

8. Conducting an investigation upon notification by the staff or a customer

inquiry or complaint. Out-of-service complaints shall be resolved immediately. For

other complaints, the LEC shall provide awritten or e-mail response to the staff detailing

its resolution of the complaint within 10 business days following the initial notification
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by the staff. Upon extraordinary circumstances when the matter cannot be resolved

within the 10 business-day period, the LEC shall provide updates to the staff every fifth

business day, or sooner, until the matter is finally resolved.

20 VAC 5-427-120. Intercept.

When a customer's telephone number is changed or disconnected the LEC shall intercept

al cals to the former number in accordance with the following:

1. Intercept service shall be provided for changed numbers until the former

number is reassigned due to equipment shortages or until it is no longer listed in the

current directory; and

2. Intercept service shall be updated daily to reflect the most current service

order activity affecting a LEC's customers.

20 VAC 5-427-130. Directories.

A. A LEC responsible for publishing a directory shall make every reasonable effort

to resolve directory error disputesin atimely and efficient manner. A LEC responsible for

directory publication may be reguired by the commission or directed by the staff to postpone

publication depending upon the nature and severity of acomplaint. “A LEC responsible for

publishing adirectory” includes, but is not limited to, a LEC that publishes directories, causes

directories to be published, or provides customer information for inclusion in directories.
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B. A LEC shall publish directories or cause its customers listing information to be

published in directories at yearly intervals. Exceptions to the yearly publication schedule shall

be reviewed with the staff.

C. A LEC shall distribute, or cause to be distributed at no charge to each customer, at

least one directory for each NAL that includes listings contained in a customer’s local and

extended calling areas. |In cases where one directory does not include the listings contained in a

customer’s local and extended calling areas, then a LEC shall provide, upon reguest, at no

charge, any additional directories or supplements that may be required to provide such listings.

D. A LEC shall provide the staff one copy of each directory it publishes or causes to

be published.

E If an error occurs in the listed telephone number of a customer, then the LEC

shall, at no charge, offer to intercept or cause to be intercepted calls to the listed number for the

remaining life of the directory, provided that it is technically feasible and that the number is not

in service for another customer.

F. If an error or omission in the name, address, or telephone number of a customer

occurs, a LEC shall, if applicable, include, or cause to be included, the customer's correct name,

address, or telephone number in the files of the directory assistance database.

G. If additions or changes to the network or any other operations require changing a

telephone number assigned to a customer, then the serving LEC shall give reasonabl e notice to

the customer affected even though the change in telephone number may coincide with the

issuance of adirectory.

H. A LEC responsible for publishing a directory shal, in the opening pages, include:
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1. I nformation pertaining to accessing emergency services such as fire and
police;
2. Information giving the commission's address, telephone number, website

information, and requlatory authority:

3. An explanation of the services for which local exchange

telecommunications services may be terminated for failure to pay;

4, Information pertaining to accessing the Telecommunications Relay

Service. This serviceis aso referred to as Virginia Relay;

5. Information describing illegal telephone use;

6. Information describing procedures for the prevention of damage to

underground facilities;

7. I nformation describing procedures on handling harassing, obscene,

abusive, or threatening cals;

8. Information pertaining to consumer rights to privacy including procedures

on how to opt out or block services that may lead to the disclosure of personal

information; and

9. I nformation pertaining to procedures on how to prevent solicitation calls.

l. All LECs providing service in an area represented by a directory shall, in the

opening pages, include or cause to be included:

1. The LEC's complaint procedure established in compliance with § 56-

247.1 C of the Code of Virginia;
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2. Contact information necessary to reach directory assistance, repair service,

and the appropriate business office;

3. An Internet address directing access to its tariffs. If tariffs are not

accessible via the Internet, a LEC shall provide a toll-free tel ephone number from which

acustomer can receive assistance in obtaining tariffs directly from the LEC;

4. Instructions for obtaining information on billing and annoyance call

procedures; and

5. Information describing the availability of VUSP services.

20 VAC 5-427-140. Service quality performance standards.

A. The rate of trunk blockage is a measure of the effectiveness of a LEC's

engineering, forecasting, and maintenance of its circuit-switched inter and intra-exchange trunk

paths. The threshold for satisfactory performanceis less than or equal to 1.0. This measurement

shall be calculated for a given month, per central office, as illustrated by the following formula:

Busy hour cals blocked
------------------------------ x 100 = Trunk blockage
Busy hour calls attempted

1. Include in this report the following:

a Final trunk groups that carry local traffic;

b. Final trunk groups that carry two-way loca and long distance

traffic between a centra office and an access tandem switch; and

C. Umbilicals or links that carry local traffic between central offices,

including remotes.
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2. Exclude from this report the following:

a Trunk groups that alternately route calls to another trunk group in

handling public message calls; and

b. Trunk groups that are dedicated to private or virtual private line

use and trunk groups associated with mass calling networks or both.

B. Central office related trouble reports per 100 NALSs is a measure of the quality of

the switching systems and associated component's performance in processing calls. The

threshold for satisfactory performance is less than or equal to 0.35. This measurement shall be

caculated for a given month, per central office, asillustrated by the following formula

Central office related reports
------------------------------------- x 100 = Central office related
NALs at end of month trouble reports

Exclude from this report the following:

1. Reports of trouble from an employee or agent of a LEC discovered

through diagnostic or other work done during routine maintenance of eguipment;

2. Reports of trouble cleared to the connecting company's network;

2

3. A subsequent report.

C. Qutside plant trouble reports per 100 NALSs is a measure of the design,

construction, and maintenance of the outside plant portion of the network associated with a

central office. The threshold for satisfactory performance is less than or equal to 3.0. This

measurement shall be calculated for a given month, per central office serving area, asillustrated

by the following formula
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Outside plant trouble reports

---------------------------------- x 100 = Outside plant trouble reports
NALSs at end of month
Excluded from this report are:
1. Reports of trouble from an employee or agent of a LEC discovered

through diagnostic or other work done during routine maintenance of eguipment;

2. Reports of trouble cleared to the connecting company's network;

3. Reports of trouble on which the employee or agent upon arriving at

the customer location is unable to gain access to the rate demarcation point and

access is necessary for trouble analysis and clearance; and

4. A subsequent report.

Repeat report is a measure of a LEC's failure to resolve a network trouble on the

initial attempt. Beginning January 1, 2004, through December 31, 2004, the performance

threshold for repeat reports shall be no greater than 16%. As of January 1, 2005, the

performance threshold for repeat reports shall be no greater than 14%. As of January 1, 2006,

the performance threshold for repeat reports shall be no greater than 12%. As of January 1,

2007, the performance threshold for repeat reports shall be no greater than 10%. This

measurement shall be calculated for a given month, per central office serving area, as illustrated

by the following formula:

Repeat reports
R reports _  Percent repeat
---------------------------- x 100 =

reports

Trouble reports cleared

Excluded from this report are:
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1. Reports of trouble from an employee or agent of a LEC discovered

through diagnogic or other work done during routine maintenance of eguipment;

2. Reports of trouble in which the employee or agent of a LEC upon

arriving at the customer location is unable to gain access to the rate demarcation

point necessary for trouble analysis and repair; and

3. A subseguent report.

E. Out-of-service trouble reports repaired within 24 or 48 hours are measures of a

LEC's ahility to provide timely and effective restoration of a customer's service after receiving a

trouble report that calls cannot be received or originated.

1. A LEC shall maintain a performance threshold of 80% or greater cleared

within 24 hours. This measurement shall be calculated for a given month, per centra

office sarving area, as illustrated by the following formula:

Out of service trouble reports Percentage of out of
cleared within 24 hours 100 = service trouble reports
-------------------------- XX = deared within

Out of service trouble reports 24 hours

2. A LEC shall maintain a performance threshold of 99% or greater cleared

within 48 hours. This measurement shall be calculated for a given month, per centra

office serving area, as illustrated by the following formula:

Out of service trouble reports
cleared within 48 hours

Out of service trouble reports

Percentage of out of service trouble
X 100 = reports cleared within
48 hours

3. Excluded from these reports are:

a Customer reguested extended interva appointments;
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b. Reports of trouble from an employee or agent of a LEC discovered

through diagnostic or other work done during routine maintenance of eguipment;

C. An out-of-service trouble report on which an employee or agent of

a LEC upon arriving at the customer location is unable to gain access to the rate

demarcation point and access is necessary for trouble analysis and repair; and

d. A subseguent report.

F. In-service trouble reports cleared within 72 or 96 hours are measures of a LEC's

ability to provide timely and effective correction of a customer's service after recaelving atrouble

report.

1. A LEC shall maintain a performance threshold of 90% or greater cleared

within 72 hours. This measurement shall be calculated for a given month, per centra

office sarving area, as illustrated by the following formula:

In service trouble reports
cleared within 72 hours

In service trouble reports

Percentage of in service
x 100 = trouble reports cleared
within 72 hours

2. A LEC shall maintain a performance threshold of 99% or greater cleared

within 96 hours. This measurement shall be calculated for a given month, per centra

office serving area, as illustrated by the following formula:

In service trouble reports
cleared within 96 hours

In service trouble reports

Percentage of in service
x 100 = trouble reports cleared
within 96 hours

3. Excluded from these reports are:

a Customer reguested extended interva appointments;
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b. Reports of trouble from an employee or agent of a LEC discovered

through diagnostic or other work done during maintenance of telecommunications

eguipment; and

C. An in-service trouble report on which an employee or agent of a

LEC upon arriving at the customer location is unable to gain access to the rate

demarcation point and access is necessary for trouble analysis and clearance.

G. Business office access is ameasure of a LEC's ability to provide a sufficient

number of lines or trunks to reach its business office. A LEC shall maintain a performance

threshold of 99% or greater of calls not blocked from entering its automated answering system or

reaching a live agent for a LEC not utilizing an automated answering system. This measurement

shall be calculated for a given month, based on the busy hour, on a statewide basis, as illustrated

by the following formula

Busy hour cdlls not blocked
--------------------------------- X 100 =
Busy hour call attempts

Business office
access percentage

H. Business office answer time is a measure of workforce performance in answering

business office cals in atimely manner. The performance threshold for business office answer

time shall be an average speed of answer interval ("SAI") of no greater than 30 seconds. A call

is considered to have been answered when alive agent is ready to render assi stance or accept the

information necessary to process the call. Information including, for example, marketing or

promotional material provided by an automated answering system, other than that necessary to

direct customers to a live agent, during normal hours of operation, shall be included in the
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cumulative SAl. This measurement shall be calculated for a given month, on a statewide basis,

as illustrated by the following formula:

Cumulative SAl in seconds

Calls answered by alive agent

Business office answer time

Exclude from this report the following:

1. Customer initiated web transactions; and

2. Customer initiated automated transactions.

l. Business office hold time is a measure of workforce efficiency in processing

customer requests. The performance threshold shall be an average hold time of no greater than

60 seconds. Business office hold time is any period after the call has been answered when the

live agent is not actively engaged with the customer. This measurement shall be calculated for a

given month, on a statewide basis, asillustrated by the following formula:

Tota hold time in seconds

= Business office hold time

Total cals placed on hold by alive agent

J. Repair center access is ameasure of aLEC's ability to provide a sufficient

number of lines or trunks to reach its repair center. A LEC shall maintain a performance

threshold of 99% or greater of calls not blocked from entering its automated answering system or

reaching alive agent for a LEC not utilizing an automated answering system. This measurement

shall be calculated for a given month, based on the busy hour, on a statewide basis, as illustrated

by the following formula:

Busy hour calls not blocked X 100 = Repair center
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--------------------------------- access percentage
Busy hour call attempts

K. Repair center answer time is a measure of workforce performance in answering

business office callsin atimey manner. The performance threshold for repair center answer time

shall be an average SAI of no greater than 30 seconds. A call is considered to have been

answered when alive agent is ready to render assistance or accept the information necessary to

process the call. Information including, for example, marketing or promotional material

provided by an automated answering system, other than that necessary to direct customersto a

live agent, shall be included in the cumulative SAIl. This measurement shall be calculated for a

given month, on a statewide basis, as illustrated by the following formula:

Cumulative SAI in seconds

Cadlls answered by alive agent

Repair center answer time

Exclude from this report the following:

1. Customer initiated web transactions; and

2. Customer initiated automated transactions.

L. Repair center hold time is a measure of workforce efficiency in processing

customer trouble reports. The performance threshold shall be an average customer hold time of

no greater than 60 seconds. Repair center hold time is any period after the call has been

answered when the live agent is not actively engaged with the customer. This measurement shall

be calculated for a given month, on a statewide basis, as illustrated by the following formula:

Total hold time in seconds = Repair center hold time
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Tota calls placed on hold by alive agent

M. Operator access is ameasure of a LEC's ahility to provide a sufficient number of

lines or trunks to reach operator services at all times. A LEC shall maintain a performance

threshold of 99% or greater of calls not blocked from entering its automated answering system or

reaching alive agent for a LEC not utilizing an automated answering system. This measurement

shall be calculated for a given month, based on the busy hour, on a statewide basis, as illustrated

by the following formula:

Busy hour calls not blocked
--------------------------------- X 100=  Operator access
Busy hour call attempts

N. Operator answer time is a measure of workforce performance in answering

directory assistance, collect, third-party billed, person-to-person, emergency, and other callsin a

timely manner. The performance threshold for operator answer time shall be an average SAI of

no greater than 15 seconds. A call is considered to have been answered when alive agent is

ready to render assistance or accept the information necessary to process the call. Information

including, for example, marketing or promotional material provided by an automated answering

system, other than that necessary to direct customers to alive agent, shall be included in the

cumulative SAl. This measurement shall be calculated for a given month as illustrated by the

following formula:

Cumulative SAl in seconds

Calls answered by alive agent

Operator answer time

Exclude from this report customer initiated automated transactions.
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0. Non-dispatchabl e service orders completed within two business days is a measure

of aLEC's ability to complete installation and disconnection work reguests, not requiring a

dispatch of outside plant personnédl, in atimely manner. A LEC shall complete no less than 90%

of installations for one to five NALSs within two business days. Non-dispatchable service orders

include requests for new service, transfers to new locations, additions to existing service, and

requests for disconnection.

This measurement shall be calculated for a given month as illustrated by the following

formula:

Non-dispatchable service orders
completed within two business days

Percentage of non-dispatchable
service orders completed within two

business days

Total non-dispatchable service orders

Exclude from this report the following:

1. Customer reguested extended interval installation orders; and

2. Orders completed late due to customer caused delay.

P. Dispatchable service orders completed within five business days is a measure of a

LEC's ahility to complete installation and disconnection work requests, reguiring a dispatch of

outside plant personndl, in atimely manner. A LEC shall complete no less than 90% of

installations for one to five NALs within five business days. Dispatchable service orders include

requests for new service, transfers to new locations, additions to existing service, and requests

for disconnection.

This measurement shall be calculated for a given month as illustrated by the following

formula:
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Dispatchable service orders completed
within five business days

Percentage of dispatchable service
orders completed within five business

Total dispatchable orders

Exclude from this report the following:

1. Customer requested extended interval installation orders;

2. Orders completed late due to customer caused delay; and

3. Scheduled install ations on which the employee or agent, upon arriving at a

customer location during the agreed upon time, was unable to gain access to customer

equipment necessary to perform the work.

0. Service orders completed within 30 calendar daysis a measure of a LEC's ability

to forecast installation work requests in a manner to meet customer demand. A LEC shal

complete no less than 99% of installations for one to five NALs within 30 calendar days.

Installation orders include requests for new service or transfers to new locations.

This measurement shall be calculated for a given month as illustrated by the following
formula:

Service order completed within 30
calendar days Percentage of service orders
----------------------------------------------- x100=  completed within 30 calendar days

Totdl installation orders

Exclude from this report the following:

1. Customer requested extended interval installation orders;

2. Orders completed late due to customer caused delay; and

3. Scheduled installations on which the employee or agent, upon arriving at a

customer location during the agreed upon time, was unable to gain access to customer

eguipment necessary to perform the work.
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R. Customer commitments met is a measure of a LECs ability to complete customer

installation and repair requests on time. A LEC shall meet no less than 90% of customer

commitments. This measurement shall be calculated for a given month, per central office

serving area, asillustrated by the following formula:

Total commitments met

Percentage of customer
commitments met

Total commitments made

Exclude from this report commitments missed due to inability to gain access to

customer equipment necessary to perform the work.

20 VAC 5-427-150. Transmission and auditing standards.

A. The copper twisted loop transmission standards are as follows;

1. Properly load all voice grade loops greater than 18,000 feet;

2. No load coils on loops 18,000 feet or less;

3. Central office end section shall be V% of one standard load section for

loaded |oops;

4. The customer end section should be no more than 1 ¥2 standard load

sections,

5. No bridged taps between load cails;

6. Tip Ground, Ring Ground, or Tip Ring leakage should be egual to or

greater than 100K ohms;

7. Longitudinal noise less than or equal to 80 dBrnC;
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8. Metdlic noise less than 20 dBrnC; and

9. 100% cable shield integrity between office frame ground and customer

terminal.

B. In conducting a copper twisted pair transmission audit, the following shall be

considered major faults;

1. Missing coil or coils on loops exceeding 18,000 feet;

2. Customer located less than ¥2 load section distance from last coil;

3. Customer end section more than 10,000 feet from last coil

4. Deviation greater than 10% from standard |oad spacing;

5. Double loads;

6. Wrong type load coils;

7. Load coils varying more than 25% from threshold load cail;

8. Load coils on aloop 18,000 feet or less;

9. More than a 12% deviation on the standard spacing on the office end

section;

10. Bridged taps between load coils;

11. Tip Ground, Ring Ground, or Tip Ring leakage less than 100K ohms;

12. Voltage greater than 15 volts AC;

13. Voltage greater than 10 volts DC;

14. Longitudinal noise greater than 90 dBrnC; and

15. Metallic noise greater than 20 dBrnC.
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C. In conducting a copper twisted pair transmission audit, the following shall be

considered minor faults;

1. Longitudinal noise greater than 80 but |ess than or equal to 90 dBrnC; and

2. Failure to maintain shield continuity.

D. A rate exceeding 6.0% in the major fault category or arate exceeding 16% in the

minor fault category will constitute a failed inspection. A failed inspection shall require a

corrective action plan when appropriate as determined by the staff, as set forth in 20 VAC 5-427-

170.

E The staff may audit the design, construction, and maintenance of network

facilities. A LEC shall participate in such audits as requested by the staff.

20 VAC 5-427-160. Commission complaint threshold.

The commission complaint threshold is a measure of the number of justified commission

complaints filed with the commission or staff against a LEC in a caendar year. Justified

commission complaints in excess of one per 1,000 NALSs, annualized, is unsatisfactory.

20 VAC 5-427-170. Action plan to remedy non-compliance.

A. A LEC subject to the reporting requirements of 20 VAC 5-427-140 shall submit a

written action plan to remedy non-compliance if a LEC has:

1. Failed to meet a service quality performance standard established in 20

VAC 5-427-140 for at least three consecutive months;

2. Failed an audit pursuant to 20 VAC 5-427-150; or
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3. Exceeded the commission complaint threshold pursuant to 20 VAC 5-427-

160.

B. An action plan to remedy non-compliance shall be submitted to the staff within 30

days following the reported non-compliance or as otherwise reguested by the staff. An action

plan shall at a minimum contain:

1. A complete identification of the cause of non-compliance;

2. An explicit remedy or corrective action and a schedule of implementation

of the remedial or corrective action to be taken by a LEC; and

3. A date by which a LEC will complete the remedial or corrective action
identified.
C. Compliance by a LEC with the provisions of this section does not preclude the

commission from further enforcement under its regulatory authority.

20 VAC 5-427-180. Waiver.

The commission may, at its discretion, waive or grant exceptions to any provision of this

chapter.



ATTACHMENT B

COMMONWEALTH OF VIRGINIA

STATE CORPORATION COMMISSION

Tel econmuni cations Bill of Rights

You have a right to:
« Affordable and quality | ocal telecomrunications services

» Seamnl ess levels of service when mgrating between | ocal
t el ecommuni cati ons service providers

» Select and keep the tel ecomrmuni cations service provi der of
your choi ce

» Keep your tel ephone nunber when changi ng | ocal
t el ecommuni cati ons service providers

« Mintain |ocal tel ephone service when there is a valid billing
di spute or when paynents are current for basic |oca
t el econmuni cati ons services

e ldentity protection to preclude the unauthorized use of
records and personal information

» Safety and security of persons and property not to be
intentionally jeopardi zed by tel ecommuni cations service
provi ders

e Honest and accurate sales and service information
* Tinely, accurate, and understandable billing

e Participate in the formation of Virginia tel ecommunications
policies

* Dispute resolution up to and including a full hearing before
the Virginia State Corporation Conmmi ssion





