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BEFORE THE PUBLIC UTILITY COMMISSION

OF OREGON

AR 492

In the Matter of aRulemakingto Amend )
OAR Chapter 860, Division 023,032 and ) STAFF'SREPLY COMMENTS
034 to Adopt Rule Changes, Minimum )
Service Quality Standards for Proving )

)

Retail Telecommunications Services

The Public Utility Commission Staff (Staff) submits the following reply comments and
recommendations regarding the rules proposed in AR 492. Opening comments were received on
April 21, 2005. Staff’s reply comments refer to the received industry comments. Staff stands by
itsinitial proposal and comments, except where specifically modified in these comments.

1. Introduction

The Commission Staff reviewed the industry opening comments. Some of the comments are
supported by Staff and included as recommendations in this report. Those comments that are not
supported by Staff and were not addressed in Staff’ s Opening Comments are addressed in this
report. Four sets of comments were received:

1. CenturyTel, Oregon Telecommunications Association, Qwest Corporation, Sprint and

Verizon Northwest Inc. (ILECs)

2. CenturyTel, Qwest Corporation, Sprint and Verizon Northwest Inc. (Large Utilities)

3. MCI (MCI)

4. AT&T Communications of the Pacific Northwest, Inc. and TCG Oregon (AT&T)

Staff wishes to maintain common rules between OAR 860-023-0055, OAR 860-032-0012 and
OAR 860-034-0390, where possible, but realizes that some specific changes to individual rules
are needed. Staff organizesits following comments by rule sections. If the comments affect all
three sets of rules, Staff does not reference the rule numbers. If the comments affected one or
two sets of rules, those affected rules are referenced. Staff also identifies, for each section, the
company that provided comments to that section and a summary of itsindividual comments. For
example, an AT& T comment on page two of its submittal isreferenced as“AT& T (page 2).”

Where Staff recommends additional changesto the rulesthat it did not addressin its opening
comments, those recommendations are included in Attachment 1 of this report. Text changes that
differ from the original recommended rules submitted in Staff’s Public Meeting Memo, dated
February 24, 2005, are marked with asingle vertical linein the left margin, next to the changed

paragraph.
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2. Staff’s Reply Comments and Recommendations.
A. General Comments.

a AT&T (page2). Limit application of these standards to customers
with four or fewer lines.

STAFF RESPONSE: Staff does not support selective reporting based
on the number of customer lines. Oversight of telecommunications
service quality isrequired by ORS 759.450(1).

b. AT&T (page 3). “Rules continue to employ an outdated ILEC
network architecture and ignore the network realities of a multi-carrier,
integrated provisioning system used in today’ s communications
market.”

STAFF RESPONSE: Staff does not agree with AT& T's comment.
Staff’ s service quality program is focused on “retall
telecommunications service.” For the most part, the transport part of
the system is transparent. For example, if atwisted pair is configured
asaDigital Subscriber Line (DSL), the Commission looks at that
vehicle of transport as DSL servicethat is under the jurisdiction of the
Federal Communications Commission (FCC) and aretail
telecommunications service that is under itsjurisdiction. Both of these
services use the same two wires, but the Commission’s service quality
rules focus solely on the basic service element of DSL service.

If a“competitive local exchange carrier (CLEC)” isfacilities-based, it
has clear service quality responsibilities. If it isapurereseller, it has
less direct control over its service quality. The Commission’s service
quality rules were devel oped with industry input and can be adapted to
the infrastructure of the service provider. With the exception of
network blockage and its application to a switched central office
facility, all eight service quality indexes can be tailored to the
operation of the reporting competitive or incumbent local exchange
carrier. Historically Staff has worked with the different CLECs and
adapted their service quality reporting to match their “multi-carrier,
integrated provisioning system.”

B. Section 1, Definitions.

a AT&T (page4d) —"“AccessLine” definition. AT&T seeks
clarification that an access line is only associated with “plain old
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telephone service (POTS).” They also state, “ The definition need not
change, but its application should be clearly limited to small business
and residential lines for purposes of service quality reporting.”

STAFF RESPONSE: Staff does not support AT& T’ s limited
reporting recommendation. As mentioned above, Staff’s service
quality program is focused on “retail telecommunications service’
(also called “plain old telephone service”). When it established the
1,000 line threshold for reporting, the Commission required companies
to report the number of access lines that have retail
telecommunications service. This number is not affected by other
services that may be using the same access line. Staff has considered
how to better align the “access ling” definition with current
methodology. Staff now proposes a new definition in Attachment 1.

Staff also points out that atwisted pair is the vehicle for many services
including DSL service. The broadband element of DSL serviceis not
included as aretail telecommunications service, but the voice
component is. Additionally, with respect to AT& T wanting to exclude
large business lines from service quality reporting, Staff does not
support selective reporting, and treats all telecommunication customers
in Oregon, whether large business, small business or residential, the
same. As noted above, Staff does not believe selective reporting is
lawful.

b. AT&T (page4) and MCI (page 2) —“ Average Speed of Answer”
definition. AT&T requests clarification of the “ Average Speed of
Answer” measurement. MCI recommends that the definition be
revised to “The average time to reach a customer service
representative or an automated system that can be utilized to resolve
the concern.” OAR 860-032-0012(8)(a)(C)(i) would aso need to be
revised.

STAFF RESPONSE: Staff modified this definition in its opening
comments and does not see aneed for additional changes to thisrule.
Staff considered, but rejected, the concept of including those calls that
areresolved solely in the automated system in the average answer time
calculations. The measurement that is important to Staff is the holding
time of the customer once they |leave the automated system and are
directed to a representative. Counting those calls that were resolved
within the automated system would skew the measurement such that it
would mask the holding times of customers waiting to speak to a
representative. MCI’ s suggestion misses the point of the measurement
and is thus unacceptable. Staff encourages companies to handle routine

Page 3-STAFF SREPLY COMMENTS

ILE/ile/AR492 Staff Reply Comments.doc
Oregon Public Utility Commission
505 Capitol St. NE, Suite 215
Salem, OR 97301-2551
(503) 378-4165



calls within their automated systems and considers this outcome to be
in the best interest of customers. The main gain for companies would
be fewer representatives required to meet customer needs as more
customers take advantage of the fully automated system.

c. ILECs(page?2)—“ForceMajeure’ definition. The ILECs requested
the addition of the following “Force Majeure” definition.

“Force Majeure” — Circumstances beyond the reasonable control of
acarrier including, but not limited to, delays caused by:

1. A vendor inthe delivery of equipment, where the LEC
has made atimely order of equipment;

2. Locd, state, federal, or tribal government entities in
approving easements or access to rights-of-way, where
the LEC has made atimely application for such
approval;

3. The customer, including but not limited to, the
customer’s construction project or lack of facilities or
inability to provide access to the customer’s premises;

4. Uncontrollable events such as acts of God, explosion,
fires, floods, frozen ground, tornadoes, severe weather,
epidemics, injunctions, wars, acts of terrorism, strikes
or work stoppages, and negligent or willful misconduct
by customers or third parties including but not limited
to outages originating from the introduction of avirus
onto the provider’s network.

STAFF RESPONSE: Staff concurs with this suggestion, which is
shown in Attachment 1. Staff removed the words “ acts of God” and
changed the word “carrier” to “telecommunications carrier.” Staff
recommends that the modified definition be added to the rules.

d. MCI (page3)—"“Initial Commitment Date” definition. MCI
recommends the deletion of the “good faith negotiation” statement and
deletion of the requirement for a minimum time.

STAFF RESPONSE: Staff does not support MCI’ s recommended
changes. The American Association of Retired Persons (AARP)
recommended adding the phrase “good faith negotiations’ during

AR 375, the previous service quality rule making. Some of the AARP
members had experienced difficulty in negotiating with service
providers for service order and repair due dates. Staff continues to
support AARP’ s recommendation.
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Further, the CLEC can take an exclusion for amissed commitment
dateif its miss was solely attributed to a customer or another
utility/provider. Staff strongly supports a default commitment date.
Based upon Staff’ s studies and from reported service quality reports,
Staff believes the six-day commitment date is reasonable. Prior to

AR 375, the default commitment date was five days. The extra day
was added to allow the CLEC an extra business day to coordinate with
the “incumbent local exchange carrier (ILEC).”

e. Staff addition —“ Service Area” definition (OAR 860-032-0012
only).

STAFF RESPONSE: Staff, in response to comments from AT& T and
MCI, has modified some of the language in its recommended rule
OAR 860-032-0012. It became necessary to add a definition for
“service ared’ to provide an equivalent reporting areafor the
competitive telecommunications providers that do not have awire
center. Thisreporting areais being called a“service area.”
Competitive telecommunications providers will report the number of
access lines served in each of its designated “ service areas.”
Accordingly, trouble report rate calculations will be based on the total
number of trouble reports for the service areathat are solely attributed
to the reporting provider during the specific study period. See
Attachment 1 for the proposed “ Service Area” definition.

f. Staff change —"“Trouble Report” definition.

STAFF RESPONSE: Asaresult of the proposed change to the
definition of “Access Line,” Staff recommends changes to the
definition of “Trouble Report” to bring it in alignment with the other
recommended changes in the rule. See Attachment 1 for the proposed
changesto the “Trouble Report” definition.

0. AT&T (page6) —“Wire Center” definition. AT&T comments:
“Consequently, what the Commission traditionally thinks of as an
access line, loop or wire center in incumbent’ s network does not at all
reflect aloop, access line or wire center in a CLEC’ s network.”

STAFF RESPONSE: The CLEC configurations range from the pure
reseller to the facilities-based provider. The latter might have a
traditional switch but no outside plant, outside plant but no traditional
switch, or have outside plant and atraditional switch. Staff works with
the various companies to determine the best way to subdivide their
operation areas for service quality reporting. A pure reseller can, for
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example, opt for their “service area” to be the entire state. It would be
difficult to cover all of the different configurationsin the rule and Staff
would therefore prefer to work with each company to obtain a
mutually agreeabl e service quality reporting method based on their
configuration. The default “service area’ for a CLEC without wire
centers and exchanges would be the entire geographic area it has been
certified to serve. A different “service area” would require
Commission approval. A “service area’ definition for OAR 860-032-
0012 isrecommended by Staff in Attachment 1.

C. Section 2, Measurement and Reporting Requirements.

AT&T (page7), MCI (page4), and ILECs (page 2) (OARs 860-032-
0012 and 860-034-0390 only). AT&T states two concerns with the new
language recommended by Staff: “First, it is overly broad in that it appears
to count higher bandwidth business lines as POTS “access lines,” and
second it has been modified to sweep in “basic telephone service” offered
over DSL. The company continues by giving an example of Voice over
Internet Protocol (“VolP") service being provided over DSL and it states
thiswould be violating the FCC’ s recent order preempting States from
regulating VolP services that originate on the Internet. AT&T also
comments. “ Presumably counting these DSL lines as access lines would
subject the basic service offered over them to measurement, reporting and
standards compliance obligations.” MCI is concerned about counting the
POTS portion of aDSL service in the access line count.

Additionally, MCI recommends del eting the language “ Basic tel ephone
service that is provisioned through alternative technologies, as an example
Digital Subscriber Line (DSL), will beincluded in the calculation of total
accesslines.” It states this language implicitly subjects aternative
technologies such as DSL and Vol P to PUC oversight of which state
commissions have no authority to impose such regulation. The ILECs
recommend the deletion of the new recommended sentence stated above.

STAFF RESPONSE: See Staff’sresponse in 2Ab above. Asa
preliminary matter, Staff will not comment on the VVoice over Internet
Protocol (VolP) or any broadband regulatory oversight issues. Staff
recognizes the current FCC ruling that VolP is an Information Service.

Staff’s focus is on access lines that provide retail telecommunications
service. Staff isindifferent to the technology a service provider selects for
transporting its voice service from the provider’ s switch to the customer
service location, either owned or leased under an “unbundled network
element” (UNE)-type arrangement. Staff could have just as easily
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illustrated a* hybrid fiber-coax” or “fixed-based wireless’ methodology as
ameans of last mile transport of retail telecommunications service. Staff
will use the required information in determining that a reporting provider
has met the 1,000 access line reporting threshold. The non-basic services
on the remainder of acircuit are not relevant. To repeat and emphasize,
Staff is not recommending the Commission expand its authority to
broadband-type services that are currently under FCC jurisdiction. Staff
notes that DSL lines are eligible for Oregon Universal Service fund
support because of their basic service component.

Staff agrees with the ILECS' and MCI’s recommendation to delete the
referenced sentence.

D. Section 3, Additional Reporting Requirements.

ILECs (page 3). The ILECs recommend the following addition to this
section: “ The service quality objective service levels set forth in sections 4
through 8 of this rule shall only apply to normal operating conditions and
do not establish alevel of performance to be achieved during force
majeure events.”

STAFF RESPONSE: If the force majeure definition is adopted, Staff
does not object to the addition of this sentence, with minor modification,
but Staff believesit is more appropriate to add it to section 2 of the rules.
Staff also made areview of the rules and removed part of a current
exemption that would now be covered under the force majeure definition.
The modified sentence reads “ The service quality objective service levels
set forth in sections 4 through 8 of this rule only apply to normal operating
conditions and do not establish an expected level of performance to be
achieved during force majeure events.”

E. Section 4, Provisioning and Held Ordersfor Lack of Facilities.

a AT&T (page8). AT&T argues: “A six-day interval apparently
applicable to business customers buying complex communications
systems makes no sense at all.”

STAFF RESPONSE: In AR 375, an additional day was added to the
“meeting of the commitment date” to allow for the exchange of
information and coordination between ILECs and CLECs. Staff’s
understanding of a pure reseller environment is that the network
facilities are usualy the responsihility of the ILEC or the specified
network provider, and that any work to condition, prepare, or
provision aloop for retail telecommunications services would occur
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prior to the commitment date. Staff is aware that special services-type
service orders can be significantly more complex, and should be
accorded sufficient time for loop conditioning and service location
preparation, as needed. These special circuits are outside the
Commission’ sjurisdiction and additional time required to provision
these broadband circuits should be taken into consideration when
establishing theinitial commitment date. Providing the retail
telecommuni cations service would require completion of the
broadband services and would therefore by default, have the same
extended commitment date. Staff encourages parties to establish the
initial commitment date required for these services through “good
faith” negotiations.

b. AT&T (page8, footnote 12). AT&T pointsout: “AT& T will
generally cancel aresidential customer’s order where it appears that it
will be held for more than 14-days. It iSAT& T’ s experience that most
residential customers will not tolerate held orders over 14-days, o it
makes little sense to place such customersin a holding pattern that
may test the limits of their patience.”

STAFF RESPONSE: Staff recommendsthat AT& T eliminate the
practice described in footnote 12. Staff has a concern with AT&T’s
14-day cancellation policy. This policy has the appearance of
sidestepping a problem and could cause further delay in provisioning a
“retail telecommunications service” primary service order that was
held for alack of facilities. For service quality reporting purposes an
order, as described in AT& T’ sfootnote, could qualify for the
exclusion mentioned in the existing service quality standards
(subsection 4(A)).

Staff has clarified that a held order is nothing more than a missed
commitment that is due to alack of facilities. Staff continues to
support the 6-day initial commitment date, a position whichis
reinforced by consumer reports to the Commission’s Consumer
Services Division. In some of those cases, subscribers had the
perception of being coerced into accepting a commitment date far
exceeding the 6-day limit described to them at the time needed for a
competitive service provider to qualify the client for service.

c. AT&T (page9). AT&T sates. “[i]f aloop requires some kind of line
conditioning before the CLEC may obtain the loop from the
underlying ILEC and neither carrier knows that such conditioning is
required at the time of theinitial commitment, the CLEC must contact
the customer and inform the customer that the commitment date must

Page 8 - STAFF SREPLY COMMENTS

ILE/ile/AR492 Staff Reply Comments.doc
Oregon Public Utility Commission
505 Capitol St. NE, Suite 215
Salem, OR 97301-2551
(503) 378-4165



be altered. Establishing serviceis utterly dependent upon the
conditioning whether or not the customer agrees to alter the original
date. That is, if the customer doesn’t agree, then the customer may not
acquire the service.” “These customers, as noted above, are generally
served under contracts that lay-out the necessary installation
reguirements and neither party needs a Commission rule telling them
to negotiate in good faith.” And “The Commission need not regulate
customer/carrier scheduling.”

STAFF RESPONSE: Staff does not support AT&T's
recommendation and strongly recommends that the existing language
be retained. See Staff’ s responses in this report at paragraphs 2Bd, 2Ea
and 2Ed.

d. AT&T (page9). AT&T recommends striking the sentence “[t]he
competitive telecommunications provider may change theinitial
commitment date if requested by the customer.”

STAFF RESPONSE: Staff does not support AT&T'S
recommendation. The modification of thisruleisintended to prevent a
commitment date from being changed in an attempt by the provider to
avoid amissed commitment. Staff has observed incidents where
potential subscribers have reported a coerced acceptance of additional
commitment dates just prior to the previous commitment date being
met. Staff is aware that competitive telecommunications providersin a
UNE-type ("L" or "P") arrangement and ILECs could have situations
which require preliminary actions or construction by either the
subscriber or the network provider. The competitive
telecommunications provider may take an exclusion for reasons solely
attributed to customers or another utility/provider. It isin the
company’s best interest to keep the customer advised of mitigating
circumstances beyond the company’ s control, which could require due
date modifications.

e. AT&T (page 10 and footnote 13 on page 11). AT&T believes“The
“one-sizefitsal” approach to measuring commitments met does not
work in today’ s retail telecommunications market.” The footnote
references Staff’ s Opening Comments presentation of Consumer
Services Division complaint dataand AT& T points out that the data
does not revea significant complaints of CLEC missing installation
commitments.

STAFF RESPONSE: Staff does not agree with AT& T's comment.
Staff agrees that the data provided in Staff’s Opening Comments on
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page 4 did not speak directly to missed commitments nor any other
specific complaint. Staff did not review each of the 2,479 CLEC
complaints received in 2004 to categorize them by complaint. The
CLECsdid have a significant number of complaints. Staff’s example
in chart 1 and 2 of its Opening Comments was intended to illustrate
that the total number of complaintsin 1999, as reported in AR 375,
was significantly higher than the 2004 total. Staff went on to say on
page 5 of the report that the data support the conclusion that the
current service quality levels are reasonable and achievable. Detailed
consumer data can be reviewed and compared on the Commission web
site at http://www.puc.state.or.us/consumer/mnthrpts.htm.

Both ILECs and CLECs can affect the commitments met standard. If
an ILEC doing business with AT& T meets the contractual date for
providing service, but AT& T does not alow enough timefor AT&T's
portion of the work, then the missed commitment will be attributed to
AT&T. If amissed commitment is caused by an ILEC not meeting the
contractual date, and AT& T completesits work withinits origina
allotted time period, then the ILEC will be solely responsible for the
missed commitment. In such acase AT&T need not count the miss. If
AT&T wereto-go beyond its original allotted time period in the last
example, it would assume part of the responsibility, and therefore,
must count the missed commitment.

f. AT&T (page 12). AT&T notesthe term “primary held orders’ is
undefined.

STAFF RESPONSE: Thisis covered in subsection (4)(a)(B) of the
rule with “(initial accessline).” Staff does not see a need to
specifically define the term.

F. Section 5, Trouble Reports.

a AT&T (page 13). AT&T presents a concern with the trouble report
rates and trouble reports and recommends eliminating the wire center
reporting obligation.

STAFF RESPONSE: The “trouble report rate” (TRR) calculationisa
simple calculation that takes the number of trouble reports for agiven
wire center in amonth, dividesit by the number of access lines for that
wire center in that month and then multiplies that result by 100 to
normalize it. This basically allows each wire center to have trouble
reports on 2% of the associated access lines for the reported month.
Staff has worked with numerous service providers to assure this
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performance measure illustrates the service quality achievement in
their service territory, especially for those service providers utilizing
the network facilities of other providers. Staff added “ Service Ared’ to
OAR 860-032-0012 to address the “wire center reporting obligation.”

Human error can have the same effect on network performance asa
deficient network element, and can occur with facilities-based and
non-facilities-based telecommunication providers. The identification
of these types of man-made incidents is relevant for the overall
analysis of the quality of service provided. See Attachment 1 for the
actual wording.

b. MCI (page 8). MCI wants to delete paragraph (5)(a)(B), Internet
Service Provider Blockage and (5)(a)(C), Modem speeds.

STAFF RESPONSE: Staff does not support either of the two MCI
requests. Section 5 of the rule contains a set of exclusionsthat a
service provider can employ when totaling the number of trouble
reports attributed to the reporting carrier during a study period. MCI
has requested that the current exclusions listed in 860-032-0012
(5)a(B) and (5)a(C) be removed from therule. Asto (5)a(B), Staff has
been involved with incidents of Internet Service Providers (ISPs)
moving into small exchanges and the resulting I SP traffic volumes
have exceeded the requested trunk capacity. This has caused network
blockage resulting in customer complaints. A telecommunications
carrier should be able to exclude this type of trouble when identifying
the number of trouble reports.

Asto (5)a(C), Staff understands the underlying concern that MCl
expresses, but the exclusion speaks directly to the performance of the
loop facility, asthe loop relates to standards listed in subsections
9(b)(A through D) of the existing rules. If thereis aloop deficiency
relating to areported line, this report could signal that the loop is not
meeting the above Commission standards. If it isfound that the loop
does meet standard, then, even if there exists a negative effect on
modem speed, the troubl e report can be excluded. The ISP
jurisdictional boundary limits are unrelated to the exclusion.

c. MCI (page9). MCI wants subsection (5)(c) stricken from the rules.

STAFF RESPONSE: Staff does not support MCI’ s recommendation.
Trouble Report Rate reporting is vital to service quality analysisasit
directly calls attention to service problems. A CLEC must only report
troubles for which it was in some part responsible. Trouble reports
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solely caused by another LEC or the customer can be excluded. Staff’s
response in paragraph 2Be also applies to MCI’s comments on wire
center/statewide reporting.

d. ILECs(page 3). The ILECsrequest that small wire centers (i.e., less
than 1,000 lines) be allowed more than 2 trouble reports per 100
access lines due to the large impact afew trouble reports can cause in
the monthly results.

STAFF RESPONSE: Staff stands by its opening comments. Staff
considered, but rejected, three options for small wire center relief.
Staff discussed the proposed 3.0 threshold change; adding one more
month to the number of out-of-standard months in a 12-month period
(i.e., five monthsinstead of four) before a small wire center is
considered out of standard; and finally, grouping small rural wire
centers together. The last option would try to arrange small rural wire
centers into mutually agreed groups while keeping the group under
1,000 lines and ideally in the same geographical region. Industry
reporting would still be by individual wire centers, but the out-of -
standard threshold would be tabulated by group numbers and would be
reported in Staff’s monthly service quality report and posted to the
web site as a group trouble report rate.

G. Section 6, Repair Clearing Time (OAR 860-032-0012 only).

MCI (page 10). MCI requests that it be permitted to report on a statewide
basis.

STAFF RESPONSE: Seethe Staff Response in paragraph 2Be above.
MCI has recommended a modification to Section 6(c), Reporting
Requirements, by suggesting the addition of the phrase “...by each wire
center or on astatewide basis.” Staff agrees with the concept of the
recommendation, as it fits well into the fact that some service providers do
not employ the boundaries of wire centers or exchanges, asit relatesto
their service area. See Attachment 1 for Staff’s recommended change to
subsection 6(c).

H. Section 7, Blocked Calls.

a AT&T (15). AT&T comments on “properly dialed calls’ putting an
unnecessary strain on carriers’ limited resources.
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STAFF RESPONSE: Staff concurs with the AT& T comment and
recommends one additional change. The phrase “all properly dialed
cals’ should be replaced with “the calls’ and “any normal busy hour”
should be replaced with “the normal busy hour.” See Attachment 1 for
the new wording.

b. ILECs(page 3). “The LECsrequest that Staff consider the LEC to be
in compliance with the rule if the LEC has engineered the trunk group
and maintained the trunk group to meet the Commission standard.”

STAFF RESPONSE: Staff has reviewed the ILECS' concern and now
recommends new criteria for determining when afinal trunk group
will be considered out-of-standard. Staff recommends that afinal trunk
group be considered out-of-standard when it has had blockage greater
than 1% for four consecutive months. This time interval was sel ected
using the following scenario. Traffic engineers usually do not add
trunks when a blockage isfirst reported. An exception to thiswould be
aknown change in the calling pattern that would justify immediate
augmentation. On the second consecutive month of blockage, the
traffic engineer, depending on usage or traffic data, would probably
recommend an augmentation. The new trunks would be installed
during the third month. Staff recommends that the final trunk group be
considered out-of-standard on the fourth consecutive month. See
Attachment 1 for the new wording.

I. Section 8, Accessto Representatives.

a AT&T (page 16). AT& T states “Therefore, AT& T suggests further
modifying these rules to limit their application to residential
customers, and lengthening dlightly the call answer time to 90 seconds
to accommodate those carriers that have never enjoyed the benefit of a
guaranteed rate of return. Alternatively, AT& T recommends merely
eliminating this rule as unnecessary in a competitive market and
discriminatory against CLECs.”

STAFF RESPONSE: Staff does not support the AT& T
recommendation. ORS 759.450(3) states, “The minimum service
quality standards for providing retail telecommunications services
adopted by the commission shall relate directly to specific customer
impact indices including but not limited to held orders, trouble reports,
repair intervals and carrier inquiry response times.” Staff does not
support selective reporting and treats all telecommunication customers
in Oregon, whether large business, small business, or residential the
same. Any degradation from Staff’s proposed levels may be
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counterproductive to the subscriber service experience and the public
interest.

Additionally, newly numbered section 16 of the rules states that a
telecommunications utility or competitive communications provider
may petition the Commission for an exemption, in whole or in part,
from these rules and that the Commission may grant an exemption if
effective competition exists. Therule also lists areas that the
Commission will consider when making this determination. All
utilities/providers providing telecommunication services in those
exchanges would be exempt from these rules, in whole or in part. If
AT&T feelsthat they can prove that a competitive market existsin an
exchange, it already has avehicle to petition the Commission within
the existing rules.

b. AT&T (page 17). AT&T requests the deletion of the phrase
“attempted to be placed” in subsection (8)(a)(C)(ii).

STAFF RESPONSE: Staff does not support AT&T's
recommendation. All calls placed in queue for a representative answer
need to be counted in the average speed of answer time. If the words
“attempted to be placed” were removed, the dropped calls could be
excluded. Staff does not require an additional breakout of data for
those calls that are “ attempted to be placed” but requires the total time
within which all calls that entered the queue were either answered or
dropped.

J. New Section 9, Interruption of Services Notification.

a. |ILECs(page4). ILEC comments request that we adopt the FCC
reporting requirements.

STAFF RESPONSE: The FCC outage reporting criteriais set for
incidents that affect multi-state, or densely populated metropolitan
areas, which is evident in their 900,000 end-user minute threshold. The
ILECs 30,000 end-user threshold recommendation is considered by
Staff as an unreasonably high threshold. Staff proposes to eliminate
any reference to the number of customers and base the notification
strictly on atime period, thus relieving the company of the additional
manual work to determine if the interruption meets the customer
threshold count. Staff also removed its recommendation that required
afinal report no later than five business days following the corrective
action. Notification, by methods mentioned in the rule when the work
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is complete and the service is restored, would be the final reporting
regquirement. See Attachment 1 for the new wording.

b. AT&T (page l7). AT&T states: “Thus, the rule should be modified to
expressly require carriers to report “significant outages’ that occur on
their Oregon based network.”

STAFF RESPONSE: Staff agreeswith AT& T’ s recommendation and
in its attempt to qualify “significant outages,” rewrote this section. See
Attachment 1 for the new wording.

c. AT&T (page 18). AT&T recommends the deletion of the “Business
Office or Repair Center” reporting threshold. AT& T provided an
example of amajor outage, such as a cable cut, taking out phone
service, thereby affecting the Business Office or Repair Center. This
reporting requirement would be redundant and unnecessary.

STAFF RESPONSE: Staff does not support AT&T's
recommendation. In referenceto AT& T’ s example, most carrier
Business Office or Repair Centers are outside of Oregon, therefore the
Commission would probably not be aware of interruptions that would
affect the centers. Additionally, if a cable cut affected a number of
services from the list of reportable interruptions, only one interruption
report would be sent to the Commission that would list the affected
services.

d. MCI (page 11). MCI comments that non facilities-based providers
should not have to report. (OAR 860-032-0012 only).

STAFF RESPONSE: Staff concurs. If a company does not have any
facilities, i.e., isareseller, it need not report any service interruptions.

K. Renumbered Section 10, Customer Access Line Testing.
STAFF RESPONSE: No Comment.

L. Renumbered Section 11, Customer Access Linesand Wire Center
Switching Equipment.

STAFF RESPONSE: No Comment.

M. Renumbered Section 12, Special Service AccessLines.
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STAFF RESPONSE: No Comment.
N. Renumbered Section 13, Section 13, I nterconnectivity.
STAFF RESPONSE: No Comment.

0O. Renumbered Section 14, Alternatives to these Telecommunications
Standards.

STAFF RESPONSE: No Comment.
P. Renumbered Section 15, Remediesfor Violation of this Standard.

a AT&T (page 18). AT&T requests the deletion of the “bill credit”
requirement for CLECs.

STAFF RESPONSE: Staff does not support AT&T's
recommendation. “Bill Credit” is encompassed in al three service
quality rules. It provides a starting point in seeking a resolution to
prior, poor network performance or operational management practices
on the part of service providersthat directly affect subscribers. The
billing credit alternative is only one of two alternatives the rules offer
as aremedy that the Commission may seek as relief for affected
subscribers.

b. MCI (page 11). MCI wants to change the “must” to “may” in
subsection (a).

STAFF RESPONSE: Staff does not agree with this recommendation.
Staff isadvised by legal council that this requirement is required by
law.

c. MCI (page 12). MCI recommends the removal of the entire set of
remedies outlined in this paragraph, allowing the marketplace to
dictate service quality.

STAFF RESPONSE: Staff does not support MCI’ s recommendation.
Staff agrees that the idea of letting the telecommunications market
resolve service problems has merit when robust competition exists.
However, the Commission is bound by ORS 759.450, which states a
performance plan isrequired if a LEC failsto meet minimum service
quality standards, that every LEC must meet minimum service quality
standards on a nondiscriminatory basis, and that penalties can be
imposed if the standards are not met. Revised section 15 is constructed
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to provide possible remedies that are within the Commission’s
authority to impose.

Q. Renumbered Section 16, Exemption from these Rules.
L arge Utilities (page 2 subsection (d)). The Large Utilities recommend
that the new subsection (16)(d) be changed to allow any individual service
quality standard for the previous 12 months to be exempted instead of the
“al.”

STAFF RESPONSE: Staff does not support this recommendation and
stands by its opening comments.

DATED this 17" day of May 2005.

Respectfully submitted,

Irv Emmons Rick Carter
Senior Telecommunications Engineer Senior Telecommunications Engineer
Attachments
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860-023-0055
Retail Telecommunications Service Standardsfor Large Telecommunications
Utilities

Every large telecommunications utility shalbmust adhere to the following
standards:

(1) Definitions.

(@) “AccessLine’ - A4 KHzchannel-with-dialing-capability-that provides

A
RO ICIEY v N A, w catror< w O

interfacerA facility engineered to provideretail telecommunications service between
acustomer's service location, and a telecommunications carrier's switching
equipment;

(b) “Average Busy Season Busy Hour” - The hour whiehthat has the highest
average traffic for the three highest months, not necessarily consecutive, in a 12-month
period. The busy hour traffic averaged across the busy season is termed the average busy
season busy hour traffic;

(c) “ Average Speed of Answer” —The average time that elapses between the
timethecall isdirected to a representative and thetimeit is answered;

(ed) “Blocked Call” - A properly dialed call that failsto complete to its intended
destination except for a normal busy (60 interruptions per minute);

(e) “Customer” - Any person, firm, partnership, corporation, municipality,
cooperative, organization, governmental agency, or other legal entity that has applied for,
been accepted, and is currently receiving local exchange telecommunications service,

(f) “Exchange” - Geographic area defined by maps filed with and approved by the
Commission for the provision of local exchange telecommunications service;

(9) “Final Trunk Group” - A last-choice trunk group that receives overflow traffic
and whichthat may receive first-route traffic for which there is no alternative route;

(h) “Force Majeure’ - Circumstances beyond the reasonable control of a
telecommunications carrier including, but not limited to, delays caused by:

(A) A vendor in thedelivery of equipment, wherethecarrier has made a
timely order of equipment;
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(B) Local, state, federal, or tribal government authoritiesin approving
easements or accessto rights of way, wherethe carrier has made atimely
application for such approval;

C) The customer, including but not limited to, the customer’s construction
project or lack of facilities, or inability to provide accessto the customer’s premises;
D) Uncontrollable events, such as explosion, fire, floods, frozen ground,
tor nadoes, sever e weather, epidemics, injunctions, wars, acts of terrorism, strikes or
wor K stoppages, and negligent or willful misconduct by customersor third parties
including but not limited to outages originating from introduction of a virus onto

the provider’s network:

(hi) “Held-AeecessLine-Serviee Order for L ack of Facilities’ - Request for access
line service delayed beyond the initial commitment date due to lack of facilities. An

met- An access line service order includes an order for new service, transferred service,
additional lines, or change of service;
(i) “Initial Commitment Date’ — Theinitial date pledged by the

telecommunications carrier to provide a service, facility, or repair action. Thisdate
iswithin the minimum time set forth in theserules or_a date deter mined by good
faith negotiations between the customer _and the telecommunications carrier ;

(HK) “Network Interface” - The point of interconnection between the
telecommunications carrier’ s communications facilities and customer terminal
equipment, protective apparatus, or wiring at a customer’s premises. The network
interface shaltmust be located on the customer’ s side of the telecommunications carrier’s
protector;

(jkD) “ Retail Telecommunications Service” - A telecommunications service
provided for afee to customers. Retail telecommunications service does not include a
service provided by one telecommunications carrier to another telecommunications
carrier, unless the carrier receiving the service is the end user of the service;

(ktm) “Tariff” - A schedule showing rates, tolls, and charges that the
telecommunications carrier has established for aretail service;

13 M ”
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(mn) “Trouble Report” - A report of amalfunction on existing access lines,
switching equipment, circuits, or features made up to and including the network
interface, to atelecommunications carrier by or on behalf of that telecommunications
carrier’s customer, which affectsthe functionality and reliability of retail
telecommunications service;

(P0) “Wire Center” - A telecommunications carrier “wire center” isafacility
where local telephone subscribers access lines converge and are connected to a
switching devieewhicheguipment that provides access to the public switched network,
including remote switching units and host switching units. A wire center does not include
collocation arrangements in a connecting carrier’ s wire center or broadband hubs that
have no switching equipment.

2 Measurement and Reporting Requwements A largete ecommunlcatlons

utilityea » A s must take
the measurements requr red by thls rule and report them to the Commlssron as specified.
Reported measurements must bereported to thefirst significant digit (one number

should be reported tothenqht of the decrmal pomt) —A—teleeemmumeatleneearﬁer

Gemm+ssree Theservice qualltv obj ect|ve service Ievelsset forth in sect|ons4
through 8 of thisrule only apply to nor mal oper ating conditions and do not
establish an expected level of performance to be achieved during force majeure
events.

(3) Additional Reporting Requirements. The Commission may require alarge
telecommunications earrterutility to previdesubmit additional reports on any item
covered by thisrule.

(4) Provisioning and Held Ordersfor_L ack of Facilities.: The representative of
the lar ge telecommuni cations ear+er-shaHutility must give aretail customer an initial
commitment date of not more than six business days after a request for access line
service, unless alater date is determined through good faith negotiations between the
customer and the |ar ge telecommunications ear+ierutility. The large
telecommunications utility may change theinitial commitment date only if
requested by the customer. The large telecommunications utility may take into
account, when establishing theinitial commitment date, the actual timerequired for
the customer to meet prerequisites, for example, line extension chargesor trench
and conduit requirements. | fOnee arequest for service becomes a held order for_lack
of facilities, the serving lar ge telecommunications ear+ierutility must, within five
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business days, send or otherwise provide the customer a written commitment to fill the
order.

(@) Measurement:

(A) Commitments Met - A |ar ge telecommunications earriershaHutility must
calculate the monthly percentage of commitments met for service, based on theinitial
commitment date, acrossits Oregon service territory. Commitments missed for reasons
solely attributed to customers or another earrer-shal telecommunications utility or
competitive telecommunications provider may be excluded from the calculation of the
“commitments met” results;

(B) Held Ordersfor_L ack of Facilities- A |lar ge telecommunications earrier
shaHutility must determine the total monthly number of held orders,due to lack of
facilities, not completed by theinitial commitment date during the reporting month
and the number of primary (initial accessline) held orders, due to lack of facilities, over
30 days past the initial commitment date.

(b) Objective Service Level:

(A) Commitments Met - Each |ar ge telecommunications earriershaHutility must
meet at least 90 percent of its commitments for service;

(B) Held Orders:

(i) The number of held ordersfor the lack of facilitiesfor each large
telecommuni cations earriershalutility must not exceed the greater of two per wire
center per month averaged over the lar ge telecommunications earrterutility’s Oregon
serviceterritory, or five held ordersfor_lack of facilities per 1,000 inward orders;

(ii) Thetotal number of primary held ordersfor_lack of facilities in excess of 30
days past theinitial commitment date shalmust not exceed 10 percent of the total
monthly held ordersfor_lack of facilities within the lar ge telecommunications
carrerutility’ s Oregon service territory.

(c) Reporting Requirement: Each repertinglar ge telecommunications ear+er
shaHlutility must report monthly to the Commission the percentage of commitments met
for service, total number of held ordersfor lack of facilities, and the total number of
primary held orders for_lack of facilities over 30 days past the initial commitment date.;

(d) Retention Requirement: Each repertinglar ge telecommunications ear+er
shaHutility must maintain records about held orders for_lack of facilities for one year.
The record shaltmust explain why each order is held and the initial commitment date.

(5) Trouble Reports. Each lar ge telecommuni cations ear+er-shaHutility must
maintain an accurate record of all reports of malfunction made by its customers.

(a) Measurement: A lar ge telecommunications ear+er-shaHutility must
determine the number of customer trouble reports that were received during the month.
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The |lar ge telecommuni cations ear+er-shattutility must relate the count to the total
working access lines within areporting wire center. A earrier large
telecommunications utility need not report those trouble reports that were caused by
circumstances beyond its control. The approved trouble report exclusions are:

(A) Cable Cuts: A large telecommunications utility may take Aan exclusion
may-betaken if the “buried cable location” (locate) was either not requested or was
requested and was accurate. If a earrierlar ge telecommunications utility or a
carrerthe utility’ s contractor caused the cut, the exclusion can only be used if the locate
was accurate and all general industry practices were followed;

(B) Internet Service Provider (ISP) Blockage: If an ISP does not have enough
access trunks to handle peak traffic;

(C) Modem Speed Complaints. An exclusion may be taken if the copper cable
loop istested at the subscriber location and the objective service levels in Paragraphs
)b HAY)YB)and{S)section 10 of thisrule were met;

(D) No Trouble Found: Where no trouble is found, one exemption may be taken.
If arepeat report of the same trouble is received within a 30-day period, itthe repeat
report and subsequent reports shalkmust be counted,;

(E) New Feature or Service: Trouble reports related to a customer’ s unfamiliarity
with the use or operation of a new (within 30 days) feature or service;

(F) No Access: An exclusion may be taken if arepair appointment was kept and
the copper based access line at the nearest accessible terminal met the objective service
levelsin Paragraphs{9b}A){B)and(C)section 10 of thisrule. If arepeat trouble
report is received within the following 30-day period, it and subsequent reports
shaltmust be counted,;

(G) Subsequent Tickets/Same Trouble/Same HeuseheldAccess Line: Only one
trouble report for a specific complaint fremfor the same hoeuseholdaccess line
shaltmustshould be counted within a 48-hour period. All repeat trouble reports after the
48-hour period shalkmust be counted;

(H) Non-Regulated and/or Deregulated Equipment: Trouble associated with such
equipment shathmayshould not be counted;

(I Trouble with Other Telecommunications Utilities or_ Providers: A trouble
report caused solely by another earriertelecommunications utility or competitive
telecommunications provider;

J Wea%heFLmhtnmq Strlkes lpeub+e+epeptseam4et—beexemded—ﬁepnepmal

m@wduakeas&ba—s&ﬂouble reports recei ved for damage caused by Ilghtn| ng strikes
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can be excluded if all accepted grounding, bonding, and shielding practices were
followed by the ear+ierlar ge telecommunications utility at the damaged location;_and

(K) Other exclusions. As approved by the Commission.

(b) Objective Service Level: A lar ge telecommunications earrer-shatutility
must maintain service so that the monthly trouble report rate, after approved trouble
report exclusions, does not exceed two per 100 working access lines per wire center
more than three times during a sliding 12-month period:.

(c) Reporting Requirement: Each repertinglar ge telecommunications ear+ier
shaHutility must report monthly to the Commission;

(A) thetTrouble report rate by wire center;

(B) and-tT he specificreason(s) awire center meeting standard (did not exceed
2.0 for morethan three of thelast 12 months) exceeded atrouble report rate of 3.0 per
100 working access lines during the reporting month;

(C) Thereason(s) awire center not meeting standard, after the exclusion
adjustment, exceeded 2.0 per 100 access lines during thereporting month; and

(D) Provide theretaH accessline count for_each wir e center. Basic telephone

(d) Retention Requirement: Each repertinglar ge telecommunications earer
shaHlutility must maintain arecord of reported trouble in such manner that it can be
forwarded to the Commission upon the Commission’s request. The large
telecommuni cations earriershahutility must keep all records for a period of one year.
The record of reported trouble shallmust contain as a minimum:

(A) Telephone number;

(B) Date and time received,

(C) Time cleared,

(D) Type of trouble reported,;

(E) Location of trouble; and

(F) Whether or not the present trouble was within 30 days of a previous trouble
report.

(6) Repair Clearing Time:. This standard establishes the clearing time for all
trouble reports from the time the customer reports the trouble to the large
telecommuni cations earrierutility until the earrierresolvestheproblemtroubleis
resolved. The ear+iershaltlar ge telecommunications utility must provide each
customer making a network trouble report with acommitment time when the lar ge
telecommuni cations earrierutility will repair or resolve the problem.
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(a) Measurement: The lar ge telecommuni cations ear+er-shaHutility must
calculate the percentage of trouble reports cleared within 48 hours for each repair centers.

(b) Objective Service Level: A lar ge telecommunications earrershaHutility
must monthly clear at least 95 percent of all trouble reports within 48 hours of receiving

(c) Report| ng Requirement: Each Fepeptmg igg telecommunications earrier
shaHutility must report monthly to the Commission the percentage of trouble reports
cleared within 48 hours by each repair center;.

(d) Retention Requirement: None.

(7) Blocked Calls. A |ar ge telecommunications earriershalutility must engineer
and maintain all intraoffice, interoffice, and access trunking and associated switching
components to allow completion of aH-éialed-calls made during the average busy season
busy hour without encountering blockirgage or equipment irregularities in excess of
levelslisted in subsection (b) of this sectionrule.

(a) Measurement:

(A) The lar ge telecommunications earrtershalutility must collect traffic data;,
that is, peg counts and usage data generated by individual components of equipment or
by the wire center as awhole, and cal culate blockirgage levels of the interoffice fina
trunk groups,

(B) System blockingage wi-beis determined by special testing at the wire center.
PUCCommission Staff or a earriertelecommunications utility technician will place
test calls to a predetermined test number, and the total number of attempted calls and the
number of completed calls will be counted. The percent of completion of the calls
shaltmust be calculated.

(b) Objective Service Level:

(A) A lar ge telecommunications earrtershaHutility must maintain interoffice
final trunk groups to allow 99 percent completion of-aH-dialed calls during the average
busy season busy hour without blockirgage (P.01 grade of service);_and

(B) A lar ge telecommunications ear+iershaHutility must maintain its switch
operation so that 99 percent of al-preperty-dialedthe calls shalhmustdo not experience
blockirgage during anythe normal busy hour.
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(C) When alarge telecommunications utility failsto maintain the inter office
final trunk group P.01 grade of servicefor four or mor e consecutive months, it will
be consider ed out-of-standard until the condition isresolved. A single repeat
blockage within two months of “resolving the blockage” will be considered a
continuation of the original blockage.

(c) Reporting Requirement: Each repertinglar ge telecommunications ear+er
shaHutility must report monthly to the Commission:

(A) Local and extended area service (EAS) final trunk group blockages
measur ed from each of its switches, regardless of the owner ship of the ter minating
switch, that doﬁ—theeaFHeeele&s not meet the obj ect|ve serwce Ievel for trunk group

bl ockmg. A ;
i I i blocki . leted:

(B) Itstandem switch final trunk group blockages associated with EAS
traffic;

(C) Any known cause for_the blockage and actionsto bring thetrunksinto
standard; and

(D) Identity of the competitive telecommunications provider or
telecommunications utility, if other than the reporting lar ge telecommunications
utility, responsible for maintaining those final trunk groups not meeting standard.

(d) Retention Requirement: Each repertinglar ge telecommunications ear+er
shaHutility must maintain records for one year.

(8) Accessto L arge Telecommunications CarrierUtility Representatives. This
rule sets the allowed time for |ar ge telecommunications earrierutility business office or
repair service center representatives to answer customer calls.

(a) Measurement:

(A) Direct Representative Answering: A lar ge telecommunications ear+er
shaHutility must measure the answer time from the first ring at the large
telecommunications earrterutility business office or repair service center;

(B) Driven, Automated, or Interactive Answering System: The option of
transferring to the lar ge telecommunications ear+ierutility representative shalhmust be
included in the initial local service-screening message. The lar ge telecommunications
carrier-shalutility must measure the answering time from the point acall is directed to
its representatives; e.q., leave the Voice Response Unit;

(C) Each lar ge telecommuni cations ear+er-shaHutility must calculate;:

(i) as-athe monthly percentage of the total calls attempted-to-be placed to the
business office and repair service center;_ and the number of calls answered by
representatives within 20 seconds:;_or
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(ii) the aver age speed of answer time for thetotal calls attempted to be placed
to the business office and repair_service center.

(b) Objective Service Levdl:

(A) No more than 1 percent of callsto the lar ge telecommunications
carrerutility business office or repair service center shaltmay encounter a busy signal.

(B) Thelarge Ftelecommunications earrer-utility representatives shalhmust
answer at least 850 percent of callswithin 20 seconds or_have an aver age speed of
answer_time of 50 seconds or _less.

(c) Reporting Requirement:

(A) Each large tel eoommunrcatronseaFHerushalﬁL tility must report monthly to
the Commission thepe Ay At
busﬂeesetneeand—reparesemeeeenteean exceptron report if busv srqnalswere
encountered in excess of 1 percent for either the business office or repair_service
center; and

(B) Each large teIecommumcannsearrreeshalJr tlllty must report monthly to
the Comm|$|on 3 Sy-SHgA 3

calls answer ed within 20 seconds or the aver age speed of answer time for both the
business office and repair _service center. Once a method of measurement isreported
by the provider, that method can only be changed with per mission of the
Commission.

(d) Retention Requirement: None.

(9) Interruption of Service Notification. A large telecommunications utility
must report significant outages that affect customer service. These interruptions
could be caused by switch outage, cable cut, or major work that would affect
customers.

(a) M easurement: The large telecommunications utility must notify the
Commission when an interruption occurs that exceeds the following thresholds:

(A) Cable, which excludes service wires and wires placed in lieu of cable, or
electronic outages lasting longer than 30 minutes.that-affect 50-percent-or-moreof

(B) Toll or Extended Area Serviceisolation lasting longer than 30 minutes.

(C) Isolation of a central office (host or remote) from the E 9-1-1 emer gency
dialing code or isolation of a Public Safety Answering Position (PSAP).

(D) Isolation of awire center for morethan tenl5 minutes.
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(E) Outage of the Business Office or Repair Center access system lasting
longer than 15 minutesin those instances wher e the traffic can not bere-routed to a
different center.

(b) Objective Service Level: Not applicable.

(c) Reporting Requirement: A large telecommunications utility must report
serviceinterruptions to the Commission engineering staff by telephone, by facsimile,
by electronic mail, or personally within two hours during normal work hours of the
business day after the company becomes awar e of such interruption of service. Fhis
itiall nterim reports shouldwill be communicatedgiven to the Commission as seen
significant infor mation changes (e.q., estimated timeto restore, estimated impact to
customers, cause of theinterruption, etc.) until it isreported that the affected

serwcewasrestored as%heeemearw—#eepeﬁer%amﬁeeeamkeldﬂehﬁeanewand

(d) Retention Requirement: None.

(910) Customer Access Line Testing:. All customer access lines shalhmust be
designed, installed, and maintained to meet the levelsin subsection (b) of this
rulesection.

(a) Measurement: Each lar ge telecommunications earrer-shatutility must make
all loop parameter measurements at the network interface, or as close as access alows;

(b) Objective Service Level: Each access line shalkmust meet the following levels:

(A) Loop Current: The serving wire center loop current, when terminated into a
400-ohm load, shalmust be at least 20 milliamperes;

(B) Loop Loss: The maximum loop loss, as measured with a 1004-hertz tone from
the serving wire center, shalkmust not exceed 8.5 decibels (dB);

(C) Metallic Noise: The maximum metallic noise level, as measured on a quiet
line from the serving wire center, shalhmust not exceed 20 decibels above referenced
noise level - C message weighting (dBrnC);

(D) Power Influence: Asagoal, power influence, as measured on a quiet line from
the serving wire center, shalhmust not exceed 80 dBrnC.
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(c) Reporting Requirement: A |ar ge telecommunications ear+iershattutility must
report measurement readings as directed by the Commission;

(d) Retention Requirement: None.

(101) Customer Access Lines and Wire Center Switching Equipment. All
combinations of access lines and wire center switching equipment shalhmust be capable
of accepting and correctly processing at |east the following network control signals from
the customer premise equipment. The wire center shalbmust provide dial tone and
maintain an actual measured | oss between interoffice and access trunk groups.

(a) Measurement: Each +epertinglar ge telecommunications ear+ershalutility
must make measurements at or to the serving wire center;

(b) Obj ective SerV| ce Level

(BA) Dia Tone Speed. Ninety-eight percent of originating average busy hour call
attempts shalhmust receive dia tone within three seconds;

(€B) A lar ge telecommunications ear+tershatutility must maintain all
interoffice and access trunk groups so that the actual measured loss (AML) in no more
than 30 percent of the trunks deviates from the expected measured loss (EML) by more
than 0.7 dB and no more than 4.5 percent of the trunks deviates from EML by more than
1.7 dB.

(c) Reporting Requirement: None;.

(d) Retention Requirement: None.

(122) Special Service Access Lines. All special service access lines shaltmust
meet the performance requirements specified in applicable |ar ge telecommunications
earrerutility tariffs or contracts.

(123) L arge Telecommunications CarrerUtility Interconnectivity. A large
telecommuni cations earrierutility connected to the facilities of another
telecommuni cations earriershaHutility or competitive telecommunications provider
must operate its system in a manner that will not impede either telecommunications
carrtercompany’ s ability to meet required standards of service. A large
telecommuni cations earriershaHutility must report interconnection operational
problems promptly to the Commission.

(134) Alternativesto these Telecommunications Standards. A large
telecommuni cations earrierutility whose normal methods of operation do not provide for
exact compliance with these rules may file for a variance from, or waiver of, one or more
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of these rulesif it specifically indicates the alternative standards to be applied or indicates
which standards would be waived.

(145) Remediesfor Violation of this Standard:.

() If the Commission-believesthat alar ge telecommunications ear+erutility
subject to thisrule has failed to meet a minimum vielated-ene-er+nore-of-its service
quality standards, the Commission shalhmust require the lar ge telecommunications
utility to submit a plan for improving performance as provided in ORS 759.450(5) {2999
Oregon-Laws Chapter1093}. The Commission may seek penalties against the
carrierlar ge telecommunications utility as provided in ORS 759.450(5);

(b) In addition to the remedy provided under ORS 759.450(5), if the Commission
believes that alar ge telecommunications ear+erutility subject to thisrule has violated
one or more of its service standards, the Commission shaltmust give the large
telecommuni cations earrierutility notice and an opportunity to request a hearing. If the
Commission finds a violation has occurred, the Commission may require the large
telecommuni cations earrierutility to provide the following relief to the affected
customers:

(A) An alternative means of telecommunications service for violations of
subsection (4)(b)(B) of this standardrule;

(B) Customer billing credits equal to the associated non-recurring and recurring
charges of the |lar ge telecommunications ear+terutility for the affected service for the
period of the violation; and

(C) Other relief authorized by Oregon law.

(156) Exemption from these rRules.

(a) A large telecommunications earrterutility may petition the Commission for
an exemption, in whole or in part, from these rules.

(b) The Commission may grant an exemption including, but not limited to, the
following circumstance: If the Commission determines that effective competition exists
in one or more exchanges, it may exempt all competitive telecommunications
provider s and telecommunications ear+ersutilities providing tel ecommunications
services in those exchanges from the requirements of thisrule, in whole or in part. In
making this determination, the Commission shaHwill consider:

(A) The extent to which the service is avail able from alternative providersin the
relevant exchange or exchanges,

(B) The extent to which the services of alternative providers are functionally
equivalent or substitutable at comparable rates, terms, and conditions;

(C) Existing barriers to market entry;

(D) Market share and concentration;
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(E) Number of suppliers;

(EE) Priceto cost ratios;

(FG) Price dbemand side substitutability (for example, customer perceptions of
competitors as viable alternatives); and

(H) Any other factors deemed relevant by the Commission.

(c) When alar ge telecommunications earrterutility petitions the Commission for
exemption under this provision, the Commission shalhmust provide notice of the petition
to all relevant competitive telecommunications provider s and telecommunications
carrersutilities providing the applicable service(s) in the exchange(s) in question. The
Commission will provide sSuch notified competitive telecommunications providers
and telecommunications earersutilities wit-be provided an opportunity to submit
comments in response to the petition. The comments may include requests that, following
the Commission’ s analysis outlined above in Ssubsections (156)(b)(A)-(H), the
commenting competitive telecommunications provider or telecommunications
carrerutility be exempt from these rules for the applicable service(s) in the relevant
exchange(s).

(d) The Commission may grant a large telecommunications utility’s petition
for_an exemption from service quality reporting reguirementsif the large
telecommunications utility meets all service quality objective service levels set forth
in sections (4) through (8) of thisrulefor the 12 monthsprior to the month in which
the petition isfiled.

[Publications. The publication(s) referred to or incorporated by reference in this
rule are available from the office of the Public Utility Commission.]

Stat. Auth.: ORS Ch. 183, 756 & 759

Stats. Implemented: ORS 756.040, 759.035, 759.240 & 759.450

Hist.: PUC 164, f. 4-18-74, ef. 5-11-74 (Order 74-307); PUC 23-1985, f. & ef. 12-
11-85 (Order No. 85-1171); PUC 1-1997, f. & ef. 1-7-97 (Order No. 96-332) PUC 13-
2000, f. & ef. 6-9-00 (Order No. 00-303); PUC 13-2001, f. & ef. 5-25-01 (Order No. 01-
428); PUC 7-2002, f. & ef. 2-26-02 (Order No. 02-102)
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T elecommunications Service Standards

860-032-0012
Retail Telecommunications Service Standards for Competitive Telecommunications
Providers

Every |lar ge telecommunications utility, as defined in ORS 759.005 that is not
partially exempt from regulation under ORS 759.040; and maintains mor e than 50,000
access lines on a statewide basis mustshal adhere to the standards in OAR 860-023-
0055. Every small telecommunications utility, as defined in ORS 759.005 and-that is
partially exempt from regulation under ORS 759.040; and that maintains 50,000 or less
access lines on a statewide basis mustshal adhere to the standards in OAR 860-034-
0390. Every competitive local-exchange-carriertelecommunications provider; as
defined-in-section-(b{H-of- thisruleshalthat maintains morethat 1,000 access lines

on a statewide basis, must adhere to the following service standards:

(1) Definitions.
(a) “AccessLine” A%emnnd—weh%ng&eapamwnhaepmﬂd&

m%eptaeeA facility enqmeered to provideretail telecommunlcat|ons service between
acustomer's service location, and a telecommunications carrier's switching
equipment;

(b) “Average Busy Season Busy Hour” - The hour whichthat has the highest
average traffic for the three highest months, not necessarily consecutive, in a 12-month
period. The busy hour traffic averaged across the busy season is termed the average busy
season busy hour traffic;

(c) “Average Speed of Answer” — The averagetime that elapses between the
timethe call isdirected to arepresentative and thetime it is answered;

(ed) “Blocked Call” - A properly dialed call that failsto complete to its intended
destination except for anormal busy (60 interruptions per minute);

(e) “Customer” - Any person, firm, partnership, corporation, municipality,
cooperative, organization, governmental agency, or other legal entity that has applied for,
been accepted, and is currently receiving local exchange telecommunications service;
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(f) “Exchange” - Geographic area defined by maps filed with and approved by the
Commission for the provision of local exchange telecommunications service;

(g) “Fina Trunk Group” - A last-choice trunk group that receives overflow traffic
and whichthat may receive first-route traffic for which there is no aternative route;

h) “ Force Majeure’ - Circumstances beyond the reasonable control of a
telecommunications carrier including, but not limited to, delays caused by:

(A) A vendor in thedelivery of equipment, wherethe carrier has made a
timely order of equipment;

(B) Local, state, federal, or tribal government authoritiesin approving
easements or_accessto rights of way, wherethe carrier has made atimely
application for such approval;

(C) The customer, including but not limited to, the customer’s construction
project or lack of facilities, or inability to provide accessto the customer’s premises;

(D) Uncontrollable events, such as explosion, fire, floods, frozen ground,
tor nadoes, sever e weather, epidemics, injunctions, wars, acts of terrorism, strikes or
wor K stoppages, and negligent or willful misconduct by customersor third parties
including but not limited to outages originating from introduction of a virusonto
the provider’s network:

(hi) “Held AecesstLine-Service-Ordersfor L ack of Facilities’ - Request for
access line servrce delayed beyond the |n|t|al commltment date due to lack of facilities.

An access line service order includes an order for new service, transferred service,
additional lines, or change of service;
(4) “Initial Commitment Date” — Theinitial date pledged by the

telecommunications carrier to provide a service, facility, or repair action. Thisdate
iswithin the minimum time set forth in theserules or_a date determined by good
faith negotiations between the customer _and the telecommunications carrier ;

(Hk) “Network Interface” - The point of interconnection between the
telecommunications carrier’ s communications facilities and customer terminal
eguipment, protective apparatus, or wiring at a customer’s premises. The network
interface shaltmust be located on the customer’ s side of the telecommunications carrier’ s
protector;

Gkl) “Retail Telecommunications Service” - A telecommunications service
provided for afee to customers. Retail telecommunications service does not include a
service provided by one telecommunications carrier to another telecommunications
carrier, unless the carrier receiving the service is the end user of the service;
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(m) " Service Area" —Service Area asused in theserules meansthe entire
geogr aphic area the Commission has certified a competitive telecommunications
provider to serve. The competitive telecommunications provider may petition the
Commission to designate a different geographic area asits servicearea if the
competitive telecommunications carrier showsthat it does not employ a business
model based upon wire centers or_ exchanges.

(kkn) “Tariff” - A schedule showing rates, tolls, and charges that the
telecommunications carrier has established for aretail service;

13 M ”

I I i I S Lces:
(m0) “Trouble Report” - A report of amalfunction on existing_access lines,
switching equipment, circuits, or features made up to and including the network

interface, to atelecommunications carrier by or on behalf of that telecommunications
carrier’s customer, which affectsthe functionality and reliability of retail
telecommunications service;

(Ap) “Wire Center” - A telecommunications carrier “wire center” isafacility
where local telephone subscribers access lines converge and are connected to a
switching devieewhicheqguipment that provides access to the public switched network,
including remote switching units and host switching units. A wire center does not include
collocation arrangements in a connecting carrier’ s wire center or broadband hubs that
have no switching equipment;

(2) Measurement and Reporting Requirements. A competitive
telecommuni cations earrierprovider that maintains 1,000 or more accesslines on a
statewide basis must take the measurements required by this rule and report them to the
Commission as specified. Reported measurementswill bereported to thefirst
significant digit (one number will bereported to theright of the decimal point). A
competitive telecommunications earrterprovider that maintains fewer than 1,000 access
lines on a statewide basis need not take the required measurements and file the required
reports unless ordered to do so by the Commission. The service quality objective
service levels set forth in sections 4 through 8 of thisrule only apply to normal
operating conditions and do not establish an expected level of performanceto be
achieved during for ce maj eur e events.
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(3) Additional Reporting Requirements. The Commission may require a
competitive telecommunications earrierprovider to previdesubmit additional reports
on any item covered by thisrule.

(4) Provisioning and Held Ordersfor_L ack of Facilities.: The representative of
the competitive telecommunications ear+iershalprovider must give aretail customer
an initial commitment date of not more than six business days after a request for access
line service, unless alater date is determined through good faith negotiations between the
customer and the competitive telecommunications earrerprovider. The competitive
telecommunications provider may changetheinitial commitment dateif requested
by the customer. The competitive telecommunications provider may take into
account, when establishing the initial commitment date, the actual timerequired for
the customer to meet prerequisite, for example, line extension charges or_trench and
conduit requirements. If areguest: Onece-areguest for service becomes a held order
for_lack of facilities, the serving competitive telecommunications ear+erprovider
must, within five business days, send or otherwise provide the customer awritten
commitment to fill the order.

(@) Measurement:

(A) Commitments Met - A competitive telecommunications ear+er
shalprovider must calculate the monthly percentage of commitments met for service,
based on theinitial commitment date, acrossits Oregon service territory.
Commitments missed for reasons solely attributed to customers or another ear+ier
shaltelecommunications utility or competitive telecommunications provider may be
excluded from the calculation of the “commitments met” results;

(B) Held Ordersfor_L ack of Facilities- A competitive telecommunications
carrier-shalprovider will determine the total monthly number of held orders, due to
lack of facilities, not completed by theinitial commitment date during thereporting
month and the number of primary (initial access line) held orders, dueto lack of
facilities, over 30 days past the initial commitment date.

(b) Objective Service Level:

(A) Commitments Met - Each competitive tel ecommunications ear+er—shah
provider must meet at least 90 percent of its commitments for service;

(B) Held Orders:

(i) The number of held ordersfor the lack of facilities for each competitive
telecommuni cations earriershalprovider must not exceed the greater of two per wire
center or_designated service area per month averaged over the competitive
telecommuni cations earrierprovider’s Oregon service territory, or five held orders, for
lack of facilities per 1,000 inward orders,




AR 492 Attachment 1
May 17, 2005 OAR 860-032-0012
Page 20

(ii) Thetotal number of primary held orders, for_lack of facilities, in excess of 30
days past theinitial commitment date shalkmust not exceed 10 percent of the total
monthly held ordersfor_lack of facilities within the competitive telecommunications
carrterprovider’s Oregon service territory.

(c) Reporting Requirement: Each repertingcompetitive telecommunications
carrer-snalprovider must report monthly to the Commission the percentage of
commitments met for service, total number of held ordersfor_lack of facilities, and the
total number of primary held ordersfor lack of facilities over 30 days past the initial
commitment date;.

(d) Retention Requirement: Each repertingcompetitive telecommunications
carrier-shalprovider must maintain records about held orders for lack of facilitiesfor
one year. The record shaltmust explain why each order is held and the initial
commitment date.

(5) Trouble Reports. Each competitive telecommunications ear+er—shatprovider
must maintain an accurate record of all reports of malfunction made by its customers.

(a) Measurement: A competitive telecommunications earrershatprovider must
determine the number of customer trouble reports that were received during the month.
The competitive telecommunications earrier—shalprovider must relate the count to the
total working access lines within areporting wire center_ or designated service area. A
carrtercompetitive telecommunications provider need not report those trouble reports
that were caused by circumstances beyond its control. The approved trouble report
exclusions are:

(A) Cable Cuts: A_competitive telecommunications provider may take an
exclusion may-betaken if the “buried cable location” (locate) was either not requested or
was requested and was accurate. If a earriercompetitive telecommunications provider
or a carrercompetitive telecommunications provider’s contractor caused the cut, the
exclusion can only be used if the locate was accurate and all general industry practices
were followed;

(B) Internet Service Provider (ISP) Blockage: If an ISP does not have enough
access trunks to handle peak traffic;

(C) Modem Speed Complaints: An exclusion may be taken if the copper cable
loop istested at the subscriber location and the objective service levels in Paragraphs
OHBHA-B)and(S)section (10) of thisrule were met;

(D) No Trouble Found: Where no trouble is found, one exemption may be taken.
If arepeat report of the same trouble is received within a 30-day period, #the repeat
report and subsequent reports shalkmust be counted;
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(E) New Feature or Service: Trouble reports related to a customer’ s unfamiliarity
with the use or operation of anew (within 30 days) feature or service;

(F) No Access: An exclusion may be taken if arepair appointment was kept and
the copper based access line at the nearest accessible terminal met the objective service
levels in Raragraphs{OXb)}{A)(B)and-{C)section (10) of thisrule. If arepeat trouble
report is received within the following 30-day period, it and subsequent reports
shaltmust be counted,;

(G) Subsequent Tickets/Same Trouble/Same HeuseheldAccess Line: Only one
trouble report for a specific complaint fremfor the same hoeuseholdaccess line
shaltmustshould be counted within a 48-hour period. All repeat trouble reports after the
48-hour period shalmust be counted;

(H) Non-Regulated and/or Deregulated Equipment: Trouble associated with such
equipment shatmustshould not be counted;

(I Trouble with Other Telecommunications Utilities or Providers: A trouble
report caused solely by another earriertelecommunications utility or competitive
telecommunications provider;

(J) Wea%heFLmhtnmq Strlke Imubmepeﬁeeamet—beexemded—tepnepmat

easebes&Trouble reports received for damage caused by Ilghtn| ng stri k&s can be
excluded if all accepted grounding, bonding, and shielding practices were followed by the
carrtercompetitive telecommunications provider, so equipped, at the damaged
location;_and

(K) Other exclusions: As approved by the Commission.

(b) Objective Service Level: A competitive telecommunications earrershat
provider must maintain service so that the monthly trouble report rate, after approved
trouble report exclusions, does not exceed two per 100 working access lines per wire
center or_designated service area, more than three times during a siding 12-month
period;.

(c) Reporting Requirement: Each repertingcompetitive telecommunications
carrier-shalprovider must report monthly to the Commission;

(A) thetTrouble report rate by wire center or_designated service ar ea; and

(B) tT he specifie-reason(s) awire center or_designated service ar ea meeting
standard (did not exceed 2.0 for mor e than three of the last twelve months) exceeded
atrouble report rate of 3.0 per 100 working access lines,_during the reporting month;

(C) Thereason(s) awire center or designated service area not meeting
standard, after the exclusion adjustment, exceeded 2.0 per 100 access lines during
thereporting month; and
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(D) Provide theretat-access line count for_each wire center or designated
service ar ea. Basic telephone service that is part of a Digital Subscriber Line (BSL)
will beincluded in thisreported number.

(d) Retention Requirement: Each repertingcompetitive telecommunications
carrier-shalprovider must maintain arecord of reported trouble in such manner that it
can be forwarded to the Commission upon the Commission’ s request. The competitive
telecommuni cations earriershaHprovider must keep all records for a period of one
year. The record of reported trouble shaltmust contain as a minimum:

(A) Telephone number;

(B) Date and time received,

(C) Time cleared,

(D) Type of trouble reported;

(E) Location of trouble; and

(F) Whether or not the present trouble was within 30 days of a previous trouble
report.

(6) Repair Clearing Time:. This standard establishes the clearing time for all
trouble reports from the time the customer reports the trouble to the competitive
telecommuni cations earrierprovider until the earrier+esolvestheproblemtroubleis
resolved. The competitive telecommunications earriershalprovider must provide
each customer making a network trouble report with a commitment time when the
competitive telecommunications earrterprovider will repair or resolve the problem.

(a) Measurement: The competitive telecommunications ear+iershaHprovider
must calculate the percentage of trouble reports cleared within 48 hours for each repair
center or designated service area,;

(b) Objective Service Level: A competitive telecommunications ear+ier
shalprovider must monthly clear at least 95 percent of all trouble reports within 48
hours of receiving areport. Troublereports attributed solely to customers or_another
carrier may be excluded from the calculation of the " repair clearing time” results;

(c) Reporting Requirement: Each reportingcompetitive telecommunications
carrier-shalprovider must report monthly to the Commission the percentage of trouble

reports cleared within 48 hours by each repair center or designated service area;

(d) Retention Requirement: None.

(7) Blocked Calls. A competitive telecommunications earrtershaHlprovider, so
equipped, must engineer and maintain all intraoffice, interoffice, and access trunking
and associated switching components to allow completion of-aH-dialed calls made during
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the average busy season busy hour without encountering bleekingblockage or equipment
irregularitiesin excess of levelslisted in subsection (7)(b) of this sectienrule.

(@) Measurement:

(A) The competitive telecommunications ear+ershalprovider must collect
traffic data;, that is, peg counts and usage data generated by individual components of
equipment or by the wire center as awhole, and calcul ate blockirgage levels of the
interoffice final trunk groups;

(B) System blockingage wit-beis determined by special testing at the wire center.
PUCCommission Staff or a earriercompetitive telecommunications provider
technician will place test calls to a predetermined test number, and the total number of
attempted calls and the number of completed calls will be counted. The percent of
completion of the calls shalmust be cal culated.

(b) Objective Service Levdl:

(A) A competitive telecommunications ear+er-shalprovider, so equipped,
must maintain interoffice final trunk groups to allow 99 percent completion of all dialed
calls during the average busy season busy hour without blockirgage (P.01 grade of
service);

(B) A competitive telecommunications earriershalprovider, so equipped, must
maintain its switch operation so that 99 percent of aHl-preperly-dialedthe calls
shaltmustdo not experience blockinrgage during anythe normal busy hour.

(C) When a competitive telecommunications provider failsto maintain the
interoffice final trunk group P.01 grade of service for four or mor e consecutive
months, it will be consider ed out-of-standard until the condition isresolved. A single
repeat blockage within two months of " resolving the blockage" will be considered a
continuation of the original blockage.

(c) Reporting Requirement: Each repertingcompetitive telecommunications
carrtershalprovider must report monthly to the Commission:

(A) L ocal and extended area service (EAS) final trunk group blockages
measur ed from each of its switches, regardless of the ownership of the ter minating
switch, that do%eea%de% not meet the obj ect|ve serV|ce Ievel for trunk group
blocking age:

i I i I I i ) I I;

(B) Itstandem switch final trunk group blockages associated with EAS
traffic;

(C) Any known cause for_the blockage and action to bring the trunksinto
standard; and
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(D) Identity of the competitive telecommunications provider or
telecommunications utility, if other than the reporting competitive
telecommunications provider, responsible for maintaining those final trunk groups
not meeting standard.

(d) Retention Requirement: Each repertingcompetitive telecommunications
carrtershalprovider must maintain records for one year.

(8) Accessto Competitive Telecommunications CarverProvider
Representatives. This rule sets the alowed time for competitive telecommunications
carrerprovider Bbusiness Ooffice or Rrepair Sservice Scenter representatives to
answer customer calls.

(a) Measurement:

(A) Direct Representative Answering: A competitive telecommunications earrier
shalprovider must measure the answer time from the first ring at the competitive
telecommunications ear+terprovider business office or repair service center;

(B) Driven, Automated, or Interactive Answering System: The option of
transferring to the competitive telecommunications earrierprovider representative
shalmust beincluded in theinitial local service-screening message. The competitive
telecommuni cations earriershalprovider must measure the answering time from the
point acall is directed to its representatives,_e.q., leaves the Voice Response Unit;

(C) Each competitive telecommunications ear+er-shalprovider must calculate,

(i) theas-a monthly percentage of the total calls attempted-to-beplaced to the
business office and repair service center; and the number of calls answered by
representatives within 20 seconds,_or

(ii) the aver age speed of answer timefor thetotal calls attempted to be placed
to the business office and repair_service center.

(b) Objective Service Level:

(A) No more than 1 percent of calls to the competitive telecommunications
carrterprovider business office or repair service center shalkmay encounter a busy
signal.

(B) The competitive Ftelecommunications earerprovider representatives
shalmust answer at least 8580 percent of calls within 20 seconds or_have an average
speed of answer time of 50 seconds or_|ess;.

(c) Reporting Requirement:

(A) Each competitive telecommunications ear+er-shalprovider must report
monthly to the Commission thepercentage-of-calls-answered-within-20-secondsfor
beth-the businessoffice-and-repairservicecenteran exception report if busy signals
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wer e encountered in excess of 1 percent for either the business office or repair
service center ; and

(B) Each competitive telecommunications earriershaHprovider must report
monthly to the Commlseon mexeeptteprpepepeﬁ—bu%gnammpeeneebmtepedm
j enterthe
per centage of caIIs anSNered W|th|n 20 seconds or the average speed of answer time
for both the business office and repair _service center. Once a method of
measurement isreported by the provider, that method can only be changed with
per mission of the Commission.

(d) Retention Requirement: None.

(9) Interruption of Service Notification. A competitive telecommunication
provider must report significant outages that affect customer service. These
interruptions could be caused by switch outage, cable cut, or major work that would
affect customers.

(a) M easur ement: The competitive telecommunications provider s must notify
the Commission when an interruption occursthat exceeds the following thresholds:

(A) Cable, which excludes service wires and wires placed in lieu of cable, or
glectronic outages lasting longer than 30 minutes.that-affect 50-percent-or-moreof

(B) Toll or Extended Area Serviceisolation lasting longer than 30 minutes.

(C) Isolation of a central office (host or remote) from the E 9-1-1 emergency
dialing code or isolation of a Public Safety Answering Position (PSAP).

(D) Isolation of awire center for morethan tenl5 minutes.

(E) Outage of the Business Office or Repair Center access system lasting
longer than 15 minutesin those instances wher e the traffic can not bere-routed to a
different center.

(b) Objective Service L evel: Not applicable.

(c) Reporting Requirement: A competitive telecommunications provider must
report serviceinterruptionsto the Commission engineering staff by telephone, by
facsimile, by electronic mail, or personally within two hours during nor mal work
hours of the business day after the company becomes awar e of such interruption of
service. Fhisinitial nterim reports sheuldwill be communicated given to the
Commission as seensignificant infor mation changes (e.q., estimated timeto restore,
estimated impact to customer s, cause of the interruption, etc.) until it isreported

that the affected Service was restored estheeen%pa%em%ate%%ﬂeld
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(d) Retention Requirement: None

(910) Customer Access Line Testing:. All customer access lines shaltmust be
designed, installed, and maintained to meet the levelsin subsection (b) of this
rulesection.

(d) Measurement: Each competitive telecommunications earrier—shaHprovider,
so equipped, must make all loop parameter measurements at the network interface, or as
close as access dlows;

(b) Objective Service Level: Each access line shalkmust meet the following levels:

(A) Loop Current: The serving wire center loop current, when terminated into a
400-ohm load, shalmust be at least 20 milliamperes;

(B) Loop Loss: The maximum loop loss, as measured with a 1004-hertz tone from
the serving wire center, shalhmust not exceed 8.5 decibels (dB);

(C) Metdlic Noise: The maximum metallic noise level, as measured on a quiet
line from the serving wire center, shalhmust not exceed 20 decibels above referenced
noise level - C message weighting (dBrnC);

(D) Power Influence: Asagoal, power influence, as measured on a quiet line from
the serving wire center, shalhmust not exceed 80 dBrnC;

(c) Reporting Requirement: A competitive telecommunications earrier
shalprovider must report measurement readings as directed by the Commission;

(d) Retention Requirement: None.

(101) Customer Access Lines and Wire Center Switching Equipment. All
combinations of access lines and wire center switching equipment shaltmust be capable
of accepting and correctly processing at least the following network control signals from
the customer premise equipment. The wire center shaltmust provide dial tone and
maintain an actual measured | oss between interoffice and access trunk groups.

(@) Measurement: Each repertirgcompetitive telecommunications ear+er
shalprovider, so equipped, must make measurements at or to the serving wire center;

(b) Objective Service Level:
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(BA) Dia Tone Speed. Ninety-eight percent of originating average busy hour call
attempts shalhmust receive dia tone within three seconds;

(€B) A competitive telecommuni cations ear+er-shalprovider, so equipped,
must maintain al interoffice and access trunk groups so that the actual measured loss
(AML) in no more than 30 percent of the trunks deviate from the expected measured loss
(EML) by more than 0.7 dB and no more than 4.5 percent of the trunks deviates from
EML by morethan 1.7 dB.

(c) Reporting Requirement: None;.

(d) Retention Requirement: None.

(122) Special Service Access Lines. All special service access lines shalbmust
meet the performance requirements specified in applicable competitive
telecommuni cations earrierprovider tariffs or contracts.

(223) Competitive Telecommunications CarrterProvider Interconnectivity. A
competitive telecommunications earrierprovider connected to the facilities of another

competitive telecommunications earrierprovider or telecommunications utility
shallmust operate its system in a manner that will not impede either
telecommunications-carriercompany’ s ability to meet required standards of service. A

competitive telecommunications earriershalprovider must report interconnection
operational problems promptly to the Commission.

(134) Alternativesto these Telecommunications Standards. A competitive
telecommuni cations earrierprovider whose norma methods of operation do not provide
for exact compliance with these rules may file for a variance from, or waiver of, one or
more of these rulesiif it specifically indicates the alternative standards to be applied or
indicates which standards would be waived.

(145) Remediesfor Violation of this Standard:.

() If the Commission-believesthat a competitive telecommunications
carrterprovider subject to thisrule has violated-ene-or-meore-of-itsfailed to meet a
minimum service quality standards, the Commission shalmust require the competitive
telecommuni cations earrierprovider to submit a plan for improving performance as
provided in ORS 759.450(5)11999-O+egen-Laws-Chapter1093}. The Commission may
seek penalties against the earriercompetitive telecommunications provider as provided
in ORS 759.450(5);
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(b) In addition to the remedy provided under ORS 759.450(5), if the Commission
believes that a competitive telecommunications ear+erprovider subject to thisrule has
violated one or more of its service standards, the Commission shalkmust give the
competitive telecommunications earrierprovider notice and an opportunity to request a
hearing. If the Commission finds aviolation has occurred, the Commission may require
the competitive telecommunications ear+erprovider to provide the following relief to
the affected customers:

(A) An alternative means of telecommunications service for violations of
subsection (4)(b)(B) of this standardrule;

(B) Customer hilling credits equal to the associated non-recurring and recurring
charges of the competitive telecommunications earrerprovider for the affected service
for the period of the violation; and

(C) Other relief authorized by Oregon law.

(156) Exemption from these Rules.

(a) A competitive telecommunications earrerprovider may petition the
Commission for an exemption, in whole or in part, from these rules;.

(b) The Commission may grant an exemption including, but not limited to, the
following circumstance: If the Commission determines that effective competition exists
in one or more exchanges, it may exempt all competitive telecommunications
earrerproviders and telecommunications utilities providing telecommunications
services in those exchanges from the requirements of thisrule, in whole or in part. In
making this determination, the Commission shaHwill consider:

(A) The extent to which the service is avail able from alternative providersin the
relevant exchange or exchanges;

(B) The extent to which the services of aternative providers are functionally
equivalent or substitutable at comparable rates, terms, and conditions;

(C) Existing barriers to market entry;

(D) Market share and concentration;

(E) Number of suppliers;

(F) Priceto cost ratios;

(G) Price dBemand side substitutability (for example, customer perceptions of
competitors as viable alternatives); and

(H) Any other factors deemed relevant by the Commission.

(c) When a competitive telecommunications ear+erprovider petitions the
Commission for exemption under this provision, the Commission shaltmust provide
notice of the petition to all relevant competitive telecommunications ear+iersproviders
and telecommunications utilities providing the applicable service(s) in the exchange(s)
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in question. The Commission will provide sSuch notified competitive
telecommunications earrtersprovider s and telecommunications utilities wit-be
previded-an opportunity to submit comments in response to the petition. The comments
may include requests that, following the Commission’s analysis outlined abovein
subsSections (156)(b)(A)-(H), the commenting competitive telecommunications
carrterprovider andor telecommunications utility be exempt from these rules for the
applicable service(s) in the relevant exchange(s).

(d) The Commission may grant a competitive telecommunications provider’s
petition for an exemption from service quality reporting requirementsif the
competitive telecommunications provider meets all service quality objective service
levels set forth in sections (4) through (8) of thisrulefor the 12 months prior to the
month in which the petition isfiled.

[Publications. The publication(s) referred to or incorporated by reference in this
rule are available from the office of the Public Utility Commission.]

Stat. Auth.: ORS Ch. 183, 756 & 759

Stats. Implemented: ORS 756.040, 759.020, 759.030 & 759.050

Hist.: PUC 5-1991, f. & cert. ef. 4-3-91 (Order No. 91-395); PUC 4-2000, f. & €f.
2-9-00 (Order No. 00-068); PUC 13-2001, f. & ef. 5-25-01 (Order No. 01-428); PUC 7-
2002, f. & ef. 2-26-02 (Order No. 02-102)
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Proposed Changesto OAR 860-034-0390
Updated with Staff’s Reply Comments

Retail Telecommunications Service Standardsfor
Small Teecommunications Utilities
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Telecommunications Service Standar dsfor
I Tol S it

860-034-0390
Retail Telecommunications Service Standardsfor Small Telecommunications
Utilities

Every small telecommunications utility shalbmust adhere to the following
standards:

(1) Definitions.

(a) “Access Line” A%emnnd—w%hemnng&eapamnmhappmﬂd&

mfeeptaeeA facility engineered to provideretail telecommunlcat|ons service between
acustomer's service location, and a telecommunications carrier's switching
equipment;

(b) “Average Busy Season Busy Hour” - The hour whiehthat has the highest
average traffic for the three highest months, not necessarily consecutive, in a 12-month
period. The busy hour traffic averaged across the busy season is termed the average busy
season busy hour traffic;

(c) “ Average Speed of Answer” —The average time that elapses between the
timethecall isdirected to arepresentative and thetimeit is answered;

(ed) “Blocked Call” - A properly dialed call that failsto complete to its intended
destination except for anormal busy (60 interruptions per minute);

(e) “Customer” - Any person, firm, partnership, corporation, municipality,
cooperative, organization, governmental agency, or other legal entity that has applied for,
been accepted, and is currently receiving local exchange tel ecommunications service;

(f) “Exchange” - Geographic area defined by maps filed with and approved by the
Commission for the provision of local exchange telecommunications service;

(9) “Fina Trunk Group” - A last-choice trunk group that receives overflow traffic
and whichthat may receive first-route traffic for which there is no alternative route;

(h) “Force Majeure’ - Circumstances beyond the reasonable control of a
telecommunications carrier including, but not limited to, delays caused by:
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(A) A vendor in thedelivery of equipment, wherethe carrier has madea
timely order of equipment;

(B) Local, state, federal, or tribal gover nment authoritiesin approving
easements or accessto rights of way, wherethe carrier has made atimely
application for such approval:

(C) The customer, including but not limited to, the customer’s constr uction
project or lack of facilities, or inability to provide accessto the customer’s premises;

(D) Uncontrollable events, such as explosion, fire, floods, frozen ground,
tor nadoes, sever e weather, epidemics, injunctions, wars, acts of terrorism, strikes or
wor K stoppages, and negligent or willful misconduct by customersor third parties
including but not limited to outages originating from introduction of a virus onto
the provider’s network:

(i) “Held-AeeessLine-Service Ordersfor L ack of Facilities’ - Request for

access line service delayed beyond the initial commitment date due to lack of facilities.

transferred service, additional lines, or change of service;

(H) “Initial Commitment Date” — Theinitial date pledged by the
telecommunications carrier to provide a service, facility, or repair_action. This date
iswithin the minimum time set forth in theserules or_a date deter mined by good
faith negotiations between the customer and the telecommunicationscarrier;

(Hk) “Network Interface” - The point of interconnection between the
telecommunications carrier’ s communications facilities and customer terminal
equipment, protective apparatus, or wiring at a customer’s premises. The network
interface shaltmust be located on the customer’ s side of the telecommunications carrier’ s
protector;

(jkl) “Retail Telecommunications Service” - A telecommunications service
provided for afee to customers. Retail telecommunications service does not include a
service provided by one telecommunications carrier to another telecommunications
carrier, unless the carrier receiving the service is the end user of the service;

(kkm) “Tariff” - A schedule showing rates, tolls, and charges that the
telecommunications carrier has established for aretail service;

113 H ”
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(mn) “Trouble Report” - A report of a malfunction on existing access lines,
switching equipment, circuits, or features made up to and including the network
interface, to atelecommunications carrier by or on behalf of that telecommunications
carrier’ s customer, which affectsthe functionality and reliability of retail
telecommunications service;

(R0) “Wire Center” - A telecommunications carrier “wire center” is afacility
where local telephone subscribers access lines converge and are connected to a
switching devicewhicheguipment that provides access to the public switched network,
including remote switching units and host switching units. A wire center does not include
collocation arrangements in a connecting carrier’ s wire center or broadband hubs that
have no switching equipment;.

(2) Measurement and Reporting Requirements. A_small telecommunications
earrerutility that maintains 1,000 or more access lines on a statewide basis must take
the measurements required by this rule and report them to the Commission as specified.
Reported measurementswill bereported to thefirst significant digit (one number
will bereported to theright of the decimal point). A_small telecommunications
earrerutility that maintains fewer than 1,000 access lines on a statewide basis need not
take the required measurements and file the required reports unless ordered to do so by
the Commission._The service quality objective service levels set forth in sections 4
through 8 of thisrule only apply to hormal operating conditions and do not
establish an expected level of performanceto be achieved during force majeure
events.

(3) Additiona Reporting Requirements. The Commission may require asmall
telecommuni cations earrierutility to previdesubmit additional reports on any item
covered by thisrule.

(4) Provisioning and Held Ordersfor L ack of Facilities: The representative of the
telecommunications-carriersmall telecommunications utility shall give aretail
customer an initial commitment date of not more than six business days after a request
for access line service, unless alater date is determined through good faith negotiations
between the customer and the small telecommunications earrierutility. The small
telecommunications utility may change theinitial commitment day only if requested
by the customer. The small telecommunications utility may take into account, when
establishing the initial commitment date, the actual time required for the customer
to meet prerequisites, for example, line extension charges or_trench and conduit
requirements. Oneel f arequest for service becomes aheld order, the serving small
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telecommuni cations earrierutility must, within five business days, send or otherwise
provide the customer a written commitment to fill the order.

(d) Measurement:

(A) Commitments Met - A small telecommunications earrierutility shalbmust
calculate the monthly percentage of commitments met for service, based on theinitial
commitment date, acrossits Oregon service territory. Commitments missed for reasons
solely attributed to customers or another ear+ertelecommunications utility or
competitive telecommunications provider shalmay be excluded from the calculation
of the “commitments met” results;

(B) Held Ordersfor_L ack of Facilities- A small telecommunications
carrerutility shalkmust determine the total monthly number of held orders,_due to lack
of facilities, not completed by theinitial commitment date during thereporting
month and the number of primary (initial access line) held orders, dueto lack of
facilities over 30 days past the initial commitment date.

(b) Objective Service Level:

(A) Commitments Met - Each small telecommunications earrierutility shalbmust
meet at least 90 percent of its commitments for service,

(B) Held Orders:

(i) The number of held ordersfor the lack of facilities for_each small
telecommuni cations earriershalutility must not exceed the greater of two per wire
center per month averaged over the small telecommunications earrterutility’s Oregon
serviceterritory, or five held ordersfor lack of facilities per 1,000 inward orders;

(ii) Thetotal number of primary held ordersfor_lack of facilitiesin excess of 30
days past theinitial commitment date shalmust not exceed 10 percent of the total
monthly held ordersfor_lack of facilities within the small telecommunications
carrerutility’ s Oregon service territory.

(c) Reporting Requirement: Each repertirgsmall telecommunications earrier
shaHlutility must report monthly to the Commission the percentage of commitments met
for service, total number of held orders for lack of facilities, and the total number of
primary held orders for_lack of facilities over 30 days past the initial commitment date;

(d) Retention Requirement: Each repertingsmall telecommunications ear+er
shaHutility must maintain records about held orders, for lack of facilities, for one year.
The record shaltmust explain why each order is held and the initial commitment date.

(5) Trouble Reports. Each small telecommuni cations ear+er-shaHutility must
maintain an accurate record of all reports of malfunction made by its customers.

(a) Measurement: A small telecommunications earriershatutility must
determine the number of customer trouble reports that were received during the month.
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The small telecommunications earriershalutility must relate the count to the total
working access lines within areporting wire center. A earrtersmall telecommunications
utility need not report those trouble reports that were caused by circumstances beyond its
control. The approved trouble report exclusions are:

(A) Cable Cuts: Ar small telecommunications utility may take an exclusion
may-betaken if the “buried cable location” (locate) was either not requested or was
requested and was accurate. If a earriersmall telecommunications utility or athe
earrerutility’ s contractor caused the cut, the exclusion can only be used if the locate
was accurate and all general industry practices were followed;

(B) Internet Service Provider (ISP) Blockage: If an ISP does not have enough
access trunks to handle peak traffic;

(C) Modem Speed Complaints. An exclusion may be taken if the copper cable
loop istested at the subscriber location and the objective service levels in Paragraphs
)b HA)YB)and{S)section (10) of thisrule were met;

(D) No Trouble Found: Where no trouble is found, one exemption may be taken.
If arepeat report of the same trouble is received within a 30-day period, itthe repeat
report and subsequent reports shalkmust be counted,;

(E) New Feature or Service: Trouble reports related to a customer’ s unfamiliarity
with the use or operation of a new (within 30 days) feature or service;

(F) No Access: An exclusion may be taken if arepair appointment was kept and
the copper based access line at the nearest accessible terminal met the objective service
levels in Raragraphs{OXb)}{A)(B)and-{C)section (10) of thisrule. If arepeat trouble
report is received within the following 30-day period, itthe repeat report and subsequent
reports shalkmust be counted,;

(G) Subsequent Tickets/Same Trouble/Same HeuseheldAccess Line: Only one
trouble report for a specific complaint from the same hoeuseheldaccess line
shaltmustshould be counted within a 48-hour period. All repeat trouble reports after the
48-hour period shalkmust be counted;

(H) Non-Regulated and/or Deregulated Equipment: Trouble associated with such
equipment shathmayshould not be counted;

(I Trouble with Other Telecommunications Utilities or_ Providers: A trouble
report caused solely by another earriertelecommunications utility or competitive
telecommunications provider;

(J) Wea%heFLmhtnmq Strlke Imubmepeﬁeeamet—beexemded—tepne%at

easebes&Trouble reports received for damage caused by Ilghtn| ng str| k&s can be
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excluded if all accepted grounding, bonding, and shielding practices were followed by the
carrtersmall telecommunications utility at the damaged location;_and

(K) Other exclusions. As approved by the Commission.

(b) Objective Service Level: A small telecommunications earriershalutility
must maintain service so that the monthly trouble report rate, after approved trouble
report exclusions, does not exceed two per 100 working access lines per wire center
more than three times during a diding 12-month period,;

(c) Reporting Requirement: Each repertingsmall telecommunications ear+ier
shaHutility must report monthly to the Commission,

(A) thetTrouble report rate by wire center;

(B) and-tT he specificreason(s) awire center meeting standard (did not exceed
2.0 for morethan three of thelast 12 months) exceeded atrouble report rate of 3.0 per
100 working access lines during the reporting month;

(C) Thereason(s) awire center not meeting standard, after the exclusion
adjustment, exceeded 2.0 per 100 access lines during thereporting month; and

(D) Provide theretaH accessline count for_each wir e center .-Basic telephone
reported number.

(d) Retention Requirement: Each repertingsmall telecommunications ear+er
shaHlutility must maintain arecord of reported trouble in such manner that it can be
forwarded to the Commission upon the Commission’s request. The small
telecommuni cations earriershahutility must keep all records for a period of one year.
The record of reported trouble shall contain as a minimum:

(A) Telephone number;

(B) Date and time received,

(C) Time cleared,

(D) Type of trouble reported,;

(E) Location of trouble; and

(F) Whether or not the present trouble was within 30 days of a previous trouble
report.

(6) Repair Clearing Time:. This standard establishes the clearing time for all
trouble reports from the time the customer reports the troubl e to the small
telecommuni cations earrierutility until the earrierresolvestheproblemtroubleis
resolved. The small telecommunications ear+ershaHutility must provide each
customer making a network trouble report with a commitment time when the small
telecommuni cations earrierutility will repair or resolve the problem.
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(a) Measurement: The small telecommunications earriershaHutility must
calculate the percentage of trouble reports cleared within 48 hours for each repair centers.

(b) Objective Service Level: A small telecommunications ear+tershattutility
must monthly clear at least 95 percent of al trouble reports within 48 hours of receiving

(c) Report| ng Requirement: Each FepeFHﬂgsmall telecommunications earrier
shaHutility must report monthly to the Commission the percentage of trouble reports
cleared within 48 hours by each repair center;

(d) Retention Requirement: None.

(7) Blocked Calls. A small telecommunications ear+tershaHutility must engineer
and maintain all intraoffice, interoffice, and access trunking and associated switching
components to allow completion of all dialed calls made during the average busy season
busy hour without encountering blockirgage or equipment irregularities in excess of
levelslisted in subsection (b) of this sectionrule.

(a) Measurement:

(A) The small telecommunications ear+ershatutility must collect traffic data;,
that is, peg counts and usage data generated by individual components of equipment or
by the wire center as awhole, and cal culate blockirgage levels of the interoffice fina
trunk groups,

(B) System blockingage wi-beis determined by special testing at the wire center.
PUCCommission Staff or a earriertelecommunications utility technician will place
test calls to a predetermined test number, and the total number of attempted calls and the
number of completed calls will be counted. The percent of completion of the calls
shaltmust be calculated.

(b) Objective Service Level:

(A) A small telecommunications ear+tershaHutility must maintain interoffice
final trunk groups to allow 99 percent completion of-aH-dialed calls during the average
busy season busy hour without blockirgage (P.01 grade of service);

(B) A small telecommunications earrer-shattutility must maintain its switch
operation so that 99 percent of al-preperty-dialedthe calls shalhimustdo not experience
blockirgage during anythe normal busy hour.

(C) When a small telecommunications utility failsto maintain the inter office
final trunk group P.01 grade of servicefor four or more consecutive months, it will
be consider ed out-of-standard until the condition isresolved. A singlerepeat
blockage within two months of " resolving the blockage" will be considered a
continuation of the original blockage.
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(c) Reporting Requirement: Each repertingsmall telecommunications ear+ier
shaHutility must report monthly to the Commission:

(A) Local and extended area service (EAS) final trunk group blockages
measur ed from each of its switches, regardless of the owner ship of the ter minating
switch, that do%eea%de% not meet the obj ect|ve serV|ce Ievel for trunk group
blockmg_gg

i I i bl I . ) leted:

(B) Itstandem switch final trunk group blockages associated with EAS
traffic:

(C) Any known cause for the blockage and actionsto bring thetrunksinto
standard; and

(D) Identity of the competitive telecommunications provider or
telecommunications utility, if other than the reporting small telecommunications
utility, responsible for maintaining those final trunk groups not meeting standard.

(d) Retention Requirement: Each repertingsmall telecommunications ear+er
shaHutility must maintain records for one year.

(8) Accessto Small Telecommunications CarrerUtility Representatives. Small
telecommunications utilities are not required to measure or report repair center and sales
office access times to the Commission.

(9) Interruption of Service Notification. A small telecommunications utility
must report significant outages that affect customer service. These interruptions
could be caused by switch outage, cable cut, or major work that would affect
customers.

(a) Measurement: The small telecommunications utility must notify the
Commission when an interruption occursthat exceeds the following thresholds:

(A) Cable, which excludes service wires and wires placed in lieu of cable, or
glectronic outages lasting longer than 30. minutesthat affect 50-percent-ormoreof

(B) Toll or Extended Area Serviceisolation lasting longer than 30 minutes.

(C) Isolation of a central office (host or remote) from the E 9-1-1 emer gency
dialing code or isolation of a Public Safety Answering Position (PSAP).

(D) Isolation of awire center for morethan tenl5 minutes.

(E) Outage of the Business Office or Repair Center access system lasting
longer than 15 minutesin those instances wher e the tr affic can not bere-routed to a
different center.

(b) Objective Service Level: Not applicable.
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(c) Reporting Requirement: A small telecommunications utility must report
serviceinterruptionsto the Commission engineering staff by telephone, by facsimile,
by electronic mail, or personally within two hours during normal work hours of the
business day after the company becomes awar e of such interruption of service. Fhis
itkal Interim reports shouldwill be communicatedgiven to the Commission as
soensignificant infor mation changes (e.q., estimated timeto restor e, estimated
impact to customer s, cause of theinterruption, etc.) until it isreported that the

affected serwce was restored asieheeemreawpeem@emamm%ﬂeld

(d) Retention Reguirement: None

(910) Customer Access Line Testing:. All customer access lines shalmust be
designed, installed, and maintained to meet the levelsin subsection (b) of this
rulesection.

(a) Measurement: Each small telecommunications earriershalutility must make
all loop parameter measurements at the network interface, or as close as access alows;

(b) Objective Service Level: Each access line shalkmust meet the following levels:

(A) Loop Current: The serving wire center loop current, when terminated into a
400-ohm load, shalmust be at least 20 milliamperes;

(B) Loop Loss: The maximum loop loss, as measured with a 1004-hertz tone from
the serving wire center, shalkmust not exceed 8.5 decibels (dB);

(C) Metallic Noise: The maximum metallic noise level, as measured on a quiet
line from the serving wire center, shalhmust not exceed 20 decibels above referenced
noise level - C message weighting (dBrnC);

(D) Power Influence: Asagoal, power influence, as measured on a quiet line from
the serving wire center, shalhmust not exceed 80 dBrnC;

(c) Reporting Requirement: A small telecommunications eariershatutility
must report measurement readings as directed by the Commission;

(d) Retention Requirement: None.
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(101) Customer Access Lines and Wire Center Switching Equipment. All
combinations of access lines and wire center switching equipment shaltmust be capable
of accepting and correctly processing at least the following network control signals from
the customer premise equipment. The wire center shaltmust provide dial tone and
maintain an actual measured | oss between interoffice and access trunk groups.

(@) Measurement: Each repertingsmall telecommunications earrershaHutility
must make measurements at or to the serving wire center;

(b) Obj ective SerV| ce Level

(AB) Dial Tone Speed. Ninety-eight percent of originating average busy hour call
attempts shalhmust receive dia tone within three seconds;

(BE) A small telecommunications earrerutility shalhmust maintain al
interoffice and access trunk groups so that the actual measured loss (AML) in no more
than 30 percent of the trunks deviate from the expected measured loss (EML) by more
than 0.7 dB and no more than 4.5 percent of the trunks deviates from EML by more than
1.7 dB.

(c) Reporting Requirement: None;.

(d) Retention Requirement: None.

(122) Special Service Access Lines. All special service access lines shaltmust
meet the performance requirements specified in applicable small telecommunications
earrerutility tariffs or contracts.

(123) Small Telecommunications CarerUtility Interconnectivity. A small
telecommuni cations earrierutility connected to the facilities of another
telecommuni cations earrierutility or competitive telecommunications provider
shallmust operate its system in a manner that will not impede either
telecommunications-carriercompany’ s ability to meet required standards of service. A
small telecommuni cations earrershattutility must report interconnection operational
problems promptly to the Commission.

(134) Alternatives to these Telecommunications Standards. A small
telecommuni cations earrierutility whose normal methods of operation do not provide for
exact compliance with these rules may file for a variance from, or waiver of, one or more
of theserulesif it specifically indicates the alternative standards to be applied or indicates
which standards would be waived.

(145) Remediesfor Violation of this Standard:.
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() If the Commission-believesthat a small telecommunications earrerutility
subject to this rule hasviolated-one-er-more-of-itsfailed to meet a minimum service
quality standards, the Commission shalmust require the small telecommunications
earrerutility to submit a plan for improving performance as provided in ORS
759.450(5)11999-Oregon-Laws-Chapter1093}. The Commission may seek penalties
against the earrersmall telecommunications utility as provided in ORS 759.450(5);

(b) In addition to the remedy provided under ORS 759.450(5), if the Commission
believes that a small telecommunications earrierutility subject to thisrule has violated
one or more of its service standards, the Commission shalmust give the small
telecommuni cations earrierutility notice and an opportunity to request a hearing. If the
Commission finds a violation has occurred, the Commission may require the small
telecommuni cations earrierutility to provide the following relief to the affected
customers:

(A) An alternative means of telecommunications service for violations of
subsection (4)(b)(B) of this standardrule;

(B) Customer billing credits equal to the associated non-recurring and recurring
charges of the small telecommunications ear+erutility for the affected service for the
period of the violation; and

(C) Other relief authorized by Oregon law.

(156) Exemption from these Rules.

(a) A small telecommunications earrterutility may petition the Commission for
an exemption, in whole or in part, from these rules,

(b) The Commission may grant an exemption including, but not limited to, the
following circumstance: If the Commission determines that effective competition exists
in one or more exchanges, it may exempt all competitive telecommunications
provider s and telecommunications ear+ersutilities providing tel ecommunications
services in those exchanges from the requirements of thisrule, in whole or in part. In
making this determination, the Commission shaHwill consider:

(A) The extent to which the service is avail able from alternative providersin the
relevant exchange or exchanges,

(B) The extent to which the services of alternative providers are functionally
equivalent or substitutable at comparable rates, terms, and conditions;

(C) Existing barriers to market entry;

(D) Market share and concentration;

(E) Number of suppliers,

(F) Priceto cost ratios;
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(G) Price dBemand side substitutability (for example, customer perceptions of
competitors as viable alternatives); and

(H) Any other factors deemed relevant by the Commission.

(c) When asmall telecommunications earrterutility petitions the Commission for
exemption under this provision, the Commission shalhmust provide notice of the petition
to all relevant competitive telecommunications ear+ersprovider s and
telecommunications utilities providing the applicable service(s) in the exchange(s) in
guestion. The Commission will provide sSuch notified competitive telecommunications
carrersprovider s and telecommunications utilities wit-be previded-an opportunity to
submit comments in response to the petition. The comments may include requests that,
following the Commission’s analysis outlined above in Ssubsections (156)(b)(A)-(H),
the commenting competitive telecommunications ear+terprovider or
telecommunications utility be exempt from these rules for the applicable service(s) in
the relevant exchange(s).

(d) The Commission may grant a small telecommunications utility’s petition
for_an exemption from service quality reporting requirementsif the small
telecommunications utility meets all service quality objective service levels set forth
in sections (4) through (8) of thisrulefor the 12 monthsprior to the month in which
the petition isfiled.

[Publications. The publication(s) referred to or incorporated by reference in this
rule are available from the office of the Public Utility Commission.]

Stat. Auth.: ORS Ch. 183, 756 & 759

Stats. Implemented: ORS 756.040, 759.035, 759.045, 759.240 & 759.450

Hist.: PUC 6-1993, f. & ef. 2-19-93 (Order No. 93-185); PUC 2-1997, f. & ef. 1-7-
97 (Order No. 96-332); PUC 3-1999, f. & €f. 8-10-99 (Order No. 99-468); PUC 13-2000,
f. & ef. 6-9-00 (Order No. 00-303); PUC 13-2001, f. & ef. 5-25-01 (Order No. 01-428);
PUC 7-2002, f. & ef. 2-26-02 (Order No. 02-102)



