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PUC Summary Report

Voice l Data l Internet I Wireless | Entertainment EMBARG:M
August 14, 2007
Filing Clerk -
Public Utility Commission [ S
1701 N. Congress U o= -2
Austin, Texas 78701 EARE ,é
Ref: Project 33807-Service Quality Standards Quarterly Reports, S.R. 26.54 L L
Second Quarter 2007 T -

w

M ¥

In response to Substantive Rules 26.54, I have enclosed an original and four copies of EMBﬂAR(d
Service Quality Reports and surveillance activity for the second quarter of 2007.

With the exception of repair service answer time (item 2B), objective and surveillance levels are
based on our ability to meet monthly averages for three consecutive months. The enclosed report

includes a summary of service quality standards where surveillance levels were not met for the
months of April, May and June 2007; including corrective action plans.

Please contact me at 512-867-1052 if you have any questions.

Sincerely,
Samantha Rios
External Affairs Manager

400 W. 15" St., Suite 1400
Austin, TX 78701
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PUC Summary Report

(A) Percent Primary Service Orders Completed in 5 Days: Surveillance Level - below 95% for 3
consecutive months.

Percent Primary Service Orders Completed in S Days — Description of Missed Surveillance
Levels:

Percent Primary Service Orders Completed in 5 Days - Action Plan:
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PUC Summary Report

(1) (B) Percent Regular Service Orders Completed in 5 Days: Surveillance Level - below 90% for 3
consecutive months.

Percent Regular Service Orders Completed in 5 Davs — Description of Missed Surveillance
Levels:

Percent Regular Service Orders Completed in 5 Days - Action Plan:

(1) (H) Percent Service Order Installation Commitments Met: Surveillance Level - below 90% for 3
consecutive months.

Percent Service Order Installation Commitments Met — Action Plan:
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PUC Summary Report

(2) (A) Toll and Assistance Operator Calls Answered Within 10 Seconds: Surveillance Level -

below 85%, or if the average answer time exceeds 3.3 seconds at any answering location for a
period of four consecutive days within any given month.

EMBARQ tracks toll and operator assist answer time on a monthly average basis. The
following is a summary of activity for the quarter.

EMBARQ-TEXAS

EMBARQ-TEXAS

Toll and Assistance Average Speed of Answer 4 Day Surveillance - Description of Missed
Surveillance Levels:

Toll and Assistance Average Speed of Answer 4 Day Surveillance - Action Plan:
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PUC Summary Report

(2) (B) Repair Service Answer Time Calls Answered within 20 Seconds: Surveillance Level
- below 90% at any answering location for 5 consecutive days within a month.

EMBARAQ tracks repair service answer time on a monthly average basis. The following is a
summary of activity for the quarter.

EMBARQ-TEXAS

EMBARQ-TEXAS

Repair Center 5 Day Surveillance - Description of Missed Surveillance Levels:

i1 hut dewn the entu'e Hood Rwer call céﬁr r\ T Ma e

Repair Center 5 Day Surveillance - Action Plan:

taff will continue to monitor high call volume months, schedule a:gents to work
contractors for addltzonal support o
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PUC Summary Report

(2) (C) Directory Assistance Operator Calls Answered Within 10 Seconds: Surveillance Level -
below 85%, or if the average answer time exceeds 5.9 seconds at any answering location for a
period of four consecutive days within any given month.

EMBARQ tracks repair service answer time on a monthly average basis. The following is a
summary of activity for the quarter.

EMBARQ-TEXAS

Directory Assistance Average Speed of Answer 4 Day Surveillance - Description of Missed
Surveillance Levels:

Directory Assistance Average Speed of Answer 4 Day Surveillance - Action Plan:
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PUC Summary Report

(3) (A) (D) Local Dial Service - Dial Tone Within Three Seconds: Surveillance Level — any
exchange that falls below 98%.

Dial Tone Within Three Seconds Surveillance - Action Plan:

(3) (B) (D) Local Dial Service — Intra-office Call Completion: Surveillance Level — any exchange
that falls below 98%.

Intra-office Call Completion Surveillance - Description of Missed Surveillance Levels:

Objectivemet.

Intra-office Call Completion Surveillance - Action Plan:
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PUC Summary Report

(4) (C) Local Dial Service — Inter-office Extended Area Service (EAS) Call Completion:
Surveillance Level — any exchange that falls below 97%.

Inter-office EAS Call Completion Surveillance - Action Plan:
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PUC Summary Report

(5) Direct Distance Dial Service — Toll Call Completion: Surveillance Level — any exchange that
falls below 97%.

Toll Call Completion Surveillance - Action Plan:

oh was manually transferred and circuits restored.

File: TX2Q07.doc
age: 9 of 18




PUC Summary Report

(6) (A) Customer Trouble Reports Per 100 Access Lines: Surveillance Level — Company-wide
standard and exchanges with more than 10,000 access lines exceeds 3 reports per 100 access lines,

and 6 reports per 100 access lines for exchanges with less than 10,000 access lines for a period of 3
consecutive months.

Customer Trouble Reports Per 100 Access Lines - Action Plan:
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PUC Summary Report

(6) (C) Percent Out of Service Reports Cleared in 8 Working Hours: Surveillance Level - below
90% for a period of 3 consecutive months.

; SRVICE TRON i) CEARE
34 | E | GLEN FLORA )
34 | E | PETTUS
34 | E | STOCKDALE
36 | E | KEMP
36 | E | KERENS
34 | W | BUCKHOLTS
34 | W | DECATUR
34 | W | FLORENCE
34 | W | FORT HOOD
34 | W | HOLLAND
34 | W | KRUM
34 | W | PONDER
34 | W | SALADO
34 | W | SANGER
34 | W | SLIDELL
34 | W | ZABCIKVILLE

Percent of Qut of Service Trouble Reports Cleared - Description of Missed Surveillance Levels:

| ‘East. Glen Flora was h1t by several severe thunder storms dunng Apnl May, and June Thes
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PUC Summary Report

'thr ghout the an quarter

Kemp Workgroup stmgg}ed wﬂ:h tech shortage and delays caused by con
overtime daily and extra brought i in for weekend work. Continue to perform preventative
‘mamtenance to ensure cable and equ1pment 1s protected and secure as poss '
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PUC Summary Report
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; PUC Summary Report

(6) (D) Percent of Repeated Trouble Reports: Surveillance Level - exceeds 22% for a period of 3
consecutive months.

Percent of Repeated Trouble Reports - Action Plan;
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PUC Summary Report

CENTEL -TEXAS COMMISSION REPORT FOR SECOND QUARTER

UTILITY-Centel-Texas

QUARTER ENDING-June 30, 2007

TELEPHONE SERVICE QUALITY REPORT

SERVICE ORDERS

1. % REGULAR ORDERS COMPLETED IN S WORKING DAYS
(NEW, TO, AND CHANGE SERVICE ORDERS)

2. % PRIMARY ORDERS COMPLETED IN 5§ WORKING DAYS
(NEW AND TO SERVICE ORDERS)

3. % SERVICE INSTALLATION COMMITMENTS MET
(NEW, TO AND CHANGE SERVICE ORDERS)

4. % SERVICE INSTALLATION ORDERS COMPLETED IN 30 DAYS
(NEW, TO AND CHANGE 2"° LINE SERVICE ORDERS)

5. % SERVICE INSTALLATION ORDERS COMPLETED IN 90 DAYS
(NEW, TO AND CHANGE 2"° LINE SERVICE ORDERS)

6. % REGRADE SERVICE ORDERS HELD OVER 30 DAYS PER
CUSTOMER ACCESS LINES SERVED

ANSWER TIME - U-TX/C-TX COMBINED

7. TOLL & ASSISTANCE ANSWER TIME IN 10 SECONDS
85% OR AVERAGE ANSWER TIME NOT TO EXCEED
3.3 SECONDS AT ANY ANSWERING LOCATION
FOR 4 DAYS WITHIN A MONTH

8. DIRECTORY ASSISTANCE ANSWER TIME IN 10 SECONDS
85% OR AVERAGE ANSWER TIME NOT TO EXCEED
5.9 SECONDS AT ANY ANSWERING LOCATION
FOR 4 DAYS WITHIN A MONTH

9. REPAIR SERVICE ANSWER TIME IN 20 SECONDS
90% AT ANY ANSWERING LOCATION FOR 5 DAYS
WITHIN A MONTH
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90%

95%

90%

99%

100%

1.0%

33

59

90%

APR MAY JUN
98.0 99.0 98.4
96.9 98.2 979
98.6 98.3 97.2
100.0 100.0 100.0
100.0 100.0 100.0
0.0 0.0 0.0
0.6 0.8 0.6
3.9 4.3 4.7
87.8 87.3 81.4



PUC Summary Report

CENTEL -TEXAS COMMISSION REPORT FOR SECOND QUARTER

UTILITY-Centel-Texas QUARTER ENDING-June 30, 2007

TELEPHONE SERVICE QUALITY REPORT

OBJ APR MAY JUN

LOCAL DIAL SERVICE

10. % DIAL TONE WITHIN THREE SECONDS 98% 100.0 100.0 100.0
96% IN THREE SECONDS DURING AVERAGE BUSY
SEASON AND/OR BUSY HOUR
LOCAL DIAL SERVICE - U-TX/C-TX COMBINED
11. % INTRAOFFICE CALL COMPLETION 98% 100.0 100.0 100.0
LOCAL INTEROFFICE DIAL SERVICE - U-TX/C-TX COMBINED
12. % INTEROFFICE CALL COMPLETION 97% 99.9 100.0 100.0

DIRECT DISTANCE DIAL SERVICE - U-TX/C-TX COMBINED

13. % TOLL CALL COMPLETION 97% 99.7 100.0 99.8
TROUBLE REPORTS
14. CUSTOMER TROUBLE REPORTS PER 100 ACCESS LINES 3.0 1.37 1.90 1.69

AVERAGE MONTHLY RATE OF CUSTOMER REPORTS
NOT TO EXCEED 3 REPORTS PER 100 ACCESS LINES

15. % OUT OF SERVICE TROUBLE REPORTS CLEARED 90% 90.3 88.4 84.9
16. % REPEAT TROUBLE REPORTS 22% I1.5 13.5 12.6

NOTE: SERVICE OBJECTIVES AND SURVEILLANCE LEVELS PER TEXAS SUBSTANTIVE RULE 26.54.
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PUC Summary Report

UNITED-TEXAS COMMISSION REPORT FOR SECOND QUARTER

UTILITY-United-Texas QUARTER ENDING-June 30, 2007
TELEPHONE SERVICE QUALITY REPORT

OBJ APR MAY JUN

SERVICE ORDERS

1. % REGULAR ORDERS COMPLETED IN 5 WORKING DAYS 90% 99.0 99.3 98.9
(NEW, TO, AND CHANGE SERVICE ORDERS)

2. % PRIMARY ORDERS COMPLETED IN 5 WORKING DAYS 95% 97.8 98.1 97.8
(NEW AND TO SERVICE ORDERS)

3. % INSTALLATION COMMITMENTS MET 90% 98.5 97.9 97.0
(NEW, TO, AND CHANGE SERVICE ORDERS)

4. % SERVICE INSTALLATION ORDERS COMPLETED IN 30 DAYS 99% 100.0  100.0 100.0
(NEW, TO AND CHANGE 2"" LINE SERVICE ORDERS)

5. % SERVICE INSTALLATION ORDERS COMPLETED IN 90 DAYS 100% 1000  100.0 100.0
(NEW, TO AND CHANGE 2"" LINE SERVICE ORDERS)

6. % REGRADE SERVICE ORDERS HELD OVER 30 DAYS PER 1.0% 0.0 0.0 0.0
CUSTOMER ACCESS LINES SERVED

ANSWER TIME - U-TX/C-TX COMBINED

7. TOLL & ASSISTANCE ANSWER TIME IN 10 SECONDS 33 0.6 0.8 0.6
85% OR AVERAGE ANSWER TIME NOT TO EXCEED
3.3 SECONDS AT ANY ANSWERING LOCATION
FOR 4 DAYS WITHIN A MONTH

8. DIRECTORY ASSISTANCE ANSWER TIME IN 10 SECONDS 5.9 39 43 4.7
85% OR AVERAGE ANSWER TIME NOT TO EXCEED
5.9 SECONDS AT ANY ANSWERING LOCATION
FOR 4 DAYS WITHIN A MONTH

9. REPAIR SERVICE ANSWER TIME IN 20 SECONDS 90% 87.8 87.3 81.4
90% AT ANY ANSWERING LOCATION FOR 5 DAYS
WITHIN A MONTH

File: TX2Q07.doc
age: 17 of 18



PUC Summary Report

UNITED-TEXAS COMMISSION REPORT FOR SECOND QUARTER

UTILITY-United-Texas QUARTER ENDING-June 30, 2007
TELEPHONE SERVICE QUALITY REPORT

OBJ APR MAY JUN

LOCAL DIAL SERVICE:

10. % DIAL TONE WITHIN THREE SECONDS 98% 100.0 100.0 100.0
96% IN THREE SECONDS DURING AVERAGE BUSY
SEASON AND/OR BUSY HOUR
LOCAIL DIAL SERVICE - U-TX/C-TX COMBINED
11. % INTRAOFFICE CALL COMPLETION 98% 100.0 100.0 100.0
LOCAL INTEROFFICE DIAL SERVICE - U-TX/C-TX COMBINED
12. % INTEROFFICE CALL COMPLETION 97% 99.9 100.0 100.0

DIRECT DISTANCE DIAL SERVICE - U-TX/C-TX COMBINED

13. % TOLL CALL COMPLETION 97% 99.7 100.0 99.8
TROUBLE REPORTS
14. CUSTOMER TROUBLE REPORTS PER 100 ACCESS LINES 3.0 - 1.78 2.41 2.53

AVERAGE MONTHLY RATE OF CUSTOMER REPORTS
NOT TO EXCEED 3 REPORTS PER 100 ACCESS LINES

15. % OUT OF SERVICE TROUBLE REPORTS CLEARED 90% 92.6 88.4 89.4
16. % REPEAT TROUBLE REPORTS 22% 13.8 15.7 164

NOTE: SERVICE OBJECTIVES AND SURVEILLANCE LEVELS PER TEXAS SUBSTANTIVE RULE 26.54.

File: TX2Q07.doc
age: 18 of 18




