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Task Name(s):
Due Dates Missed Attributable to End Customers or CLECs
Task Description:

Define the reasons attributable to an end customer or CLEC when a confirmed due date has been missed in regards to the measurements in the Quality of Service indicators
Conclusions:

The Business Process Working Group (BPWG) has reached consensus on the scenarios that will be excluded from the Quality of Service Indicators. The recommendation is by no means a comprehensive list of all the items that will be excluded from the measurements, but it is a general guideline and understanding between the CLECs and ILECs of what is meant to be excluded.

This report completes all activities and closes task BPTF0029.

Recommendations:
The BPWG recommends the attached for approval by the Commission.

Further Activities:
No Further activities required
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Document #:
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WORKING GROUP:
Business Process

TASK #:

BPTF0029

TASK TITLE:
Due dates missed attributable to End Customers or CLECs

TASK DESCRIPTION:
Define the reasons attributable to an end customer or CLEC when a confirmed due date has been missed in regards to the measurements in the Quality of Service indicators
PRIORITY:

Medium

DUE DATE: 01-09-30

CROSS-IMPACTS:
N/A

WORKPLAN AND TIME-FRAMES:

· 
Establish a common understanding of the reasons due dates are missed due to end customer and CLEC causes.
· 
Determine defined reasons that will not be included in the Quality of Service measurements.
CURRENT STATUS:
Completed
TASK ORIGINATOR:

Tracey Kenning

AT&T Canada 

200 Wellington Street 

Toronto, Ontario M5V 3G2

905-667-8000

905-667-8001 (fax)
TASK TEAM:
Chris Sprague (Aliant), Tracey Kenning (AT&T), Sam Glazer (Bell), Peter Lang (Call-Net), Barb Thirlwell (Group Telecom), Noelle McKinley (TELUS)

ACTIVITY DIARY:
	Serial
	Date
	Activity

	1
	May 23, 2001
	TIF opened.

	2
	June 11, 2001
	Draft 1 of reasons reviewed with the group. Group to provide comments/input to Tracey.

	3
	July 5, 2001
	Sam Glazer provided suggestions.

	4
	July 12, 2001
	Draft 2 of reasons reviewed with the group.

	5
	July 24, 2001
	Chris Sprague provided suggestions.

	6
	Nov. 15, 2001
	Draft consensus report completed for review by the group.

	7
	Nov. 20, 2001
	Draft consensus report reviewed with group. Minor changes made. New Draft to be distributed to the group by Nov. 23 for comments by Dec 1.

	8
	Dec. 12, 2001
	Revised draft consensus report reviewed by BPWG.

	9
	Jan. 21, 2002
	Additional changes made to consensus report.

	10
	Feb. 11-12, 2002
	Consensus Report completed for final approval by BPWG.
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	Comments to be provided to Tracey 
	All
	Completed

	2
	Tracey to draft consensus report for the Nov 19 meeting
	Tracey
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	3
	Tracey to send out revised Draft by Nov. 23.  Group to send comments to Tracey by Dec. 1.
	All
	Completed
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Due Dates Missed Attributable to End Customers or CLEC TC \l1 "
Last Revised: February 12, 2002

Objective TC \l2 "
In Decision CRTC 2001-366 (June 20, 2001), the CRTC approved the BPWG recommendation (BPRE028a) for the exclusion of orders from certain Quality of Service (QoS) Indicator measurements when due dates of these orders had been missed for reasons attributable to an end customer or a CLEC.

The purpose of this document is to establish a common understanding of what reasons are attributable to an end customer or a CLEC.

End Customer Reasons TC \l3 "
1. No access to the customer’s premises
e.g.
The ILEC technician is unable to gain access to the customer’s premises.

2. Customer refuses service

e.g.
The customer permits access to the premises, but denies authorization to the ILEC technician to proceed.  This may result from an end customer claim that the original order was never authorized, or a change in end customer instructions (e.g. changed decision to install or transfer service). 

3. Customer not ready
e.g.
The customer permits access to the premises and acknowledges authorization of service, but requests the ILEC technician to delay work.  Such delays include situations where:

· The customer’s equipment is either missing or faulty.

· Customer-owned internal wiring is not completed or is faulty.

If the CLEC is aware of this prior to the due date, the CLEC will attempt to reschedule the due date.

CLEC Reasons  TC \l3 "
1. 
No dial-tone available on the CLEC side of the connecting link – applies where CLEC dial-tone is expected by 8am on the due date and the ILEC has agreed not to proceed in the event that dial-tone is not available. 
2. 
CLEC changes due date or cancels order within 24 hours of due date – applies where these orders cannot be cancelled or rescheduled prior to the initiation of ILEC provisioning.

e.g.
CLEC not ready.  This includes situations where:

· CLEC facilities are unavailable at the co-location site.

· CLEC switch translations have not been completed.
3. 
Duplicate COLT assignment – applies where an assignment discrepancy is discovered on/near due date.

4. 
Incomplete / incorrect service address provided
e.g.
ILEC unable to locate the service address.

5. 
Incorrect on-site customer contact
e.g.
On-site contact specified on order doesn't exist or doesn't know anything about order.

6. 
CLEC misses appointment time for scheduled hot cutover.

This list is not exhaustive, and is not the sole basis for determining whether a missed due date is attributable to an end customer or a CLEC. The parties commit to the ongoing maintenance of this list based on industry experience in order to better manage one another's expectations.






