Appendix A – Description of Key Elements in Tables 1-3


This Appendix contains descriptions of key data elements that appear in Tables 1-3 of the Quality of Service Report.  These data elements are derived from raw source data submitted by carriers in the ARMIS 43-05 reports.  Row and column numbers of the raw source data associated with each data element are included in footnotes to the data descriptions below.
  The data descriptions also indicate those data elements that have been included in Charts 1-7.

     1.  Percent of Installation Commitments Met



This item represents the percent of installations that were met by the date promised by the company to the customer.  It is presented separately for residential and business customers’ local service. Trends for this data are summarized using company provided composites in the accompanying charts.

     2.  Average Installation Interval (in days)

This item represents the average interval (in days) between the installation service order and completion of installation.  Trended data for this ARMIS 43-05 report data are highlighted in the accompanying charts along with trended customer installation dissatisfaction data from the ARMIS 43-06 report, using company provided composites.

     3.  Average Repair Interval (in hours)


This item represents the average time (in hours) for the company to repair access lines and service subcategories for switched access, high-speed special access, and all special access.  Trended repair interval data are highlighted in the accompanying charts. These data are extracted directly from company provided ARMIS 43-05 report composites. In addition, results from company conducted surveys relating to customer repair dissatisfaction are presented using company provided composites.
   This customer feedback data is extracted from the ARMIS 43-06 report composite filings.

     4.  Initial Trouble Reports per Thousand Access Lines


This item is calculated as the total count of trouble reports reported as "initial trouble reports," divided by the number of access lines in thousands. (Note that multiple calls within a 30 day period associated with the same problem are counted as a single initial trouble, and the number of access lines reported and used in the calculation is the total number of access lines divided by 1,000.) 

     5.  Found or Verified Troubles per Thousand Access Lines


This item is calculated as the number of verified troubles divided by access lines divided by 1000.  Only those trouble reports for which the company identified a problem are included.

     6.  Repeat Troubles as a percent of Initial Trouble Reports


This item is calculated as the number of initial trouble reports cleared by the company that recur, or remain unresolved, within 30 days of the initial trouble report, divided by the number of initial trouble reports as described above.
  

     7.  Complaints per Million Access Lines


This item represents the number of residential and business customer complaints, per million access lines, reported to state or federal regulatory bodies during the reporting period.

  8.  Number of Access Lines, Trunk Groups and Switches


This item represents the number of in-service access lines, trunk groups, and switches, as shown in the ARMIS 43-05 report.
  Trunk groups only include common trunk groups between Incumbent Local Exchange Carrier (ILEC) access tandems and ILEC end offices.  When comparing current data herein with data in prior reports the reader should note that access lines were reported in thousands in pre 1997 data submissions. Starting with 1997 data submissions access line information in the raw carrier data filings has been reported in whole numbers. 

     9.  Switches with Downtime


This item represents the number of network switches experiencing downtime and the percentage of the total number of company network switches experiencing downtime.

     10.  Average Switch Downtime in Seconds per Switch


This item represents (1) the total switch downtime divided by the total number of company network switches and (2) the total switch downtime for outages longer than 2 minutes divided by the total number of switches. Results for average overall switch downtime are shown in seconds per switch.

     11. Unscheduled Downtime Over 2 Minutes per Occurrence


This item presents several summary statistics including, (1) the number of occurrences of more than 2 minutes in duration that were unscheduled, (2) the number of occurrences per million access lines, (3) the average number of minutes per occurrence, (4) the average number of lines affected per occurrence, (5) the average number of line-minutes per occurrence in thousands, and (6) the outage line-minutes per access line.  For each outage, the number of lines affected was multiplied by the duration of the outage to provide the line-minutes of outage.  The resulting sum of these data represents total outage line-minutes. This number was divided by the total number of access lines to provide line-minutes-per-access-line, and, by the number of occurrences, to provide the line-minutes-per-occurrence. This categorizes the normalized magnitude of the outage in two ways and provides a realistic means to compare the impact of such outages between companies. A separate table is provided for each company showing the number of outages and outage line-minutes by cause.

     12. Scheduled Downtime Over 2 Minutes per Occurrence


This item is determined as in item 11, above, except that it consists of scheduled occurrences.

     13. Percent of Trunk Groups Meeting Design Objectives


This data item provides the percentage of trunk groups exceeding the design blocking objectives (typically 0.5 percent for trunk groups that include feature group D and 1.0 percent for other trunk groups) for three or more consecutive months. The trunk groups measured and reported are interexchange access facilities.  These represent only a small portion of the total trunk groups in service.

� 	For ARMIS rows 110-121 in the raw data sets, column a or aa is the first column; for rows 130 to 151, column d or ad is the first column; for rows 180 to 190, column k or ak is the first column; for rows 200 to 214, column n or an is the first column; for rows 220 to 319 and 333-500, column t is the first column; and for rows 320 to 332, column aa or da is the first column.  In the raw data  rows 110-121 are designated as Table I, rows 130-170 are designated as Table II, rows 180-190 are designated as Table III, rows 200-214 are designated as Table IV, rows 220-319 and 333-500 are designated as Table IV-A, and rows 320-332 are designated as Table V.  Note that some of the row numbers in the data such as rows 142, 143 and 160 do not appear in numerical order.  In addition to definitional wording changes, most of which are minor, rows 111, 131, 160 and 170 (missed installations for customer reasons and subsequent trouble reports) have been added beginning with the 1997 data; however, not all companies have populated the added rows. Many column designations have also been changed and most column labels are now preceded by the letter "a". The reader should note that there are variations in numbers of switches and access lines in the various ARMIS reports that may lead to inconsistencies when comparing data sources; however, these variations are not believed to be significant enough to alter the observations made in this report.  Because the entire row and column descriptions and definitions for each year in question are too voluminous to reproduce here, the reader should refer to the relevant Commission Order referenced in a prior footnote describing requirements for the specific data year of interest.


� 	See ARMIS 43-05 report row 132, columns f and i or af and ai, respectively, and access services provided to carriers (row 112, columns a and c or aa and ac).


� 	Installation interval is shown separately for receipt of access service provided to carriers ARMIS 43-05 report row 114, column a and c or aa and ac) and for residential and business customers' local service (row 134, columns f and i or af and ai, respectively). Data on intervals for missed installations (rows 113 and 133) were replaced by average interval described above. 





� 	See ARMIS 43-05 report row 121, column a and c or aa and ac.  We have presented customer response data on repairs in this report.


� 	This item is subcategorized by Metropolitan Statistical Areas (MSA) (the sum of ARMIS 43-05 report row 141, column d or ad and row 141, column g or ag divided by the sum of row 140, column d or ad and row 140, column g or ag); non-MSA (the sum of row 141, column e or ae and row 141, column h or ah divided by the sum of row 140, column e or ae and row 140, column h or ah); residence (row 141, column f or af divided by row 140, column f or af); and business (row 141, column i divided by row 140, column i or ai). Note that access line filing instructions were changed in 1997 to require reporting in whole numbers rather than in thousands.


� 	Data shown is from ARMIS report 43-05 row 141, column j or aj less row 143, column j or aj divided by row 140, column j or aj.


� 	Data shown is ARMIS 43-05 report row 142, column j or aj divided by row 141, column j or aj.  This measure provides a measure of the effectiveness of the company in resolving troubles at the outset. This item is subcategorized by MSA, non-MSA, residence, and business. 


� 	Total residence complaints are calculated as the sum of ARMIS 43-05 report row 331, column aa and row 332, column aa; total business complaints are calculated as the sum of row 321, column aa or da and row 322, column aa or da.


� 	The item presents the count of in-service access lines included on row 140, column j or aj, trunk groups included on row 180, column k or ak, and switches included as the sum of row 200, column n or an and row 201, column n or an or the sum of row 210, column n or an through row 214, column n or an.  It appears that at least some of the companies have included UNE-P quantities with the access line data in the 43-05 report.


� 	See ARMIS 43-05 report row 210, column o or ao through row 214, column o or ao or the sum of row 200, column o or ao and row 201, column o or ao.


� 	These Data are shown for all occurrences (the sum of ARMIS 43-05 report row 200, column p or ap and row 201, column p or ap, multiplied by 60 and divided by the sum of row 200, column n or an and row 201, column n or an) and for unscheduled occurrences greater than 2 minutes (data derived from rows 220 through 319 and rows 333 through 500, columns t through z in the source data divided by the sum of rows 200 and 201, column n or an).


� 	These items are derived from ARMIS 43-05 report data in rows 220 through 319 and 333 through 500, columns t through z, in the source data).


� 	These items are derived from data contained on ARMIS 43-05 report rows 220 through 319, and rows 333 through 500, columns t through z, in the source data.


� 	These data are shown as the sum of rows 189 and 190, column ak divided by row 180 column ak. 
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