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1.
OVERVIEW

On August 1, 1996, the CRTC issued Telecom Public Notice 96-28 on the Implementation of Regulatory Framework - Development of Carrier Interfaces and Other Procedures establishing the CRTC Interconnection Steering Committee (CISC) process to oversee the process of identifying the requirements and developing the administrative and support systems required to facilitate local telephone competition.  Subsequently on May 1, 1997 Telecom Decision CRTC 97-8 reaffirmed its support for the CISC and its working groups. 

This document has been developed by the Business Process Working Group (BPWG) formerly Network Operations Working Group (NOWG) to provide the operations personnel of the respective Local Exchange Carriers (LECs) with general guidelines for installation, testing and maintenance of unbundled loops.

This document does not replace or supercede any Tariffs, other Commission Determinations, Orders or Decisions, Contracts or other legally binding documents.  In the case of conflict between this document and any legally binding document, the latter document will prevail.

1.1
DEFINITIONS

Local Exchange Carrier (LEC): 
as referred to in this document, is an exchange carrier that has been approved by the CRTC to provide local exchange services. 

Incumbent Local Exchange Carrier (ILEC): 
as referred to in this document, is the LEC providing unbundled loops to a Competitive Local Exchange Carrier (CLEC).

Competitive Local Exchange Carrier (CLEC): as referred to in this document, is defined as the LEC that is leasing unbundled loops from an ILEC.

End User: 
is the customer of a Local Exchange Carrier.

Fieldwork Migrations: 
this involves a technician(s) at the host office/switch and at the remote to complete the necessary cross connects. It does not involve or require an end customer visit. 

Fieldwork for New Installs:
this requires a technician (installer) to visit the end customer premise to deliver the loop.    

A CLEC may request the ILEC to provide various unbundled facilities to be used as part of the CLEC’s network arrangement as per CRTC decision 97-8. 

The ILEC may provide unbundled local loops, where available, as set in its applicable tariffs.

Specific operational procedures may be required between the ILEC and the CLEC.

2.
OBJECTIVE

The objective of this document is to provide efficient guidelines for the installation, testing and maintenance of unbundled loops.

This objective can only be attained through a positive working relationship between the CLEC and the ILEC, and through mutual acceptance of appropriate responsibilities.

The purpose of these guidelines is to provide details related to the CLEC and ILEC interface processes for the installation, testing and maintenance of these services.

3.
GENERAL RESPONSIBILITIES

This section describes the individual responsibilities for the various groups involved in the installation, testing and maintenance of unbundled local loops.

3.1
COMPETITIVE LOCAL EXCHANGE CARRIER (CLEC)

The CLEC has the following responsibilities:

A. Provide and maintain appropriate levels of adequately trained personnel.

B. Act as its End User customer contact in all matters involving installation, testing and maintenance of CLEC provided services.

C. Coordinate with the ILEC to ensure that unbundled loops are installed in working order on the committed due date and to the specifications as requested in accordance with the Local Service Request (LSR). 

D. Where analogue dial-tone service is being provisioned, the CLEC will ensure that dial tone is present on the loop connecting link associated with a leased loop no later than 8:00 A.M., local time in provisioning LEC territory, on the Due Date

E. Coordinate with the End User and the ILEC, to minimize service interruption to the End User.

F. When a CLEC migrates a loop associated with Customer Premise Equipment (CPE), the CLEC is responsible to advise the End User to contact their CPE provider.

G. Notify the ILEC of any changes affecting the service requested, including the service due date. 

H. Maintain adequate circuit records.

I. Provide a contact number for accepting trouble reports that is readily accessible 24 hours a day, 7 days a week.

J. Accept trouble reports from their End Users. 

K. Dispatch its own maintenance forces.

L. Ensure that test equipment is capable of measuring the parameters set forth in the Loop Technical Specifications.

M. Ensure that the test equipment used is adequate to properly test the services offered to the end user.

N. Sectionalize and analyze its own network prior to referring any trouble to the ILEC. 

O. Keep its End User advised of the status of trouble reports, as appropriate.

P. Test cooperatively, when necessary, with the ILEC to further identify and clear an existing trouble when the trouble has been sectionalized to the ILEC provided unbundled loop.

Q. Where required, the CLEC is responsible for disconnecting the terminal equipment from the unbundled loop to facilitate testing by the ILEC. 

R. When placing a request for an unbundled loop(s), the CLEC will provide the appropriate information on the Local Service Request (LSR) in accordance with the Canadian Local Ordering Guidelines (C-LOG).

S. Provide the ILEC with access to locations under the CLEC’s control.

3.2
INCUMBENT LOCAL EXCHANGE CARRIER (ILEC)

The ILEC has the following responsibilities:

A. Provide and maintain appropriate levels of adequately trained personnel.

B. Provide unbundled loops, where available, to the CLEC according to the applicable ILEC tariffs.

C. Cooperate with the CLEC to ensure that the loops are installed in working order on the committed due date, to the specifications as requested in accordance with the LSR. 

D. Cooperate with the CLEC to ensure minimum service interruption to the End User.

E. Where analogue dial-tone service is being provisioned, the ILEC will ensure that dial tone is present on the connecting link associated with a leased loop prior to the migration. 

F. Notify the CLEC of any changes affecting the service requested, including the service due date.

G. Notify the CLEC of any facility shortages as soon as known. 

H. Maintain complete and accurate installation and repair records.

I. Provide a contact number for accepting trouble reports that is readily accessible 24 hours a day, 7 days a week.

J. Dispatch its own maintenance forces.

K. Sectionalize- and clear- the trouble in its own network.

L. Keep the CLEC advised, when necessary, of the trouble status.

M. Test cooperatively, when necessary, with the CLEC to further identify and clear an existing trouble when the trouble has been sectionalized to the CLEC network.

N. Complete inside wire connection at NID or Demarcation device for residential loops.

O. Pursue repairing inside wiring/jack troubles for residential subscribers where requested by the CLEC and approved by the end-customer.

4.
INSTALLATION AND TESTING

The following outlines the guidelines to be followed for installation and testing activities associated with ILEC provided unbundled loops.

4.1
INSTALLATION

4.1.1
GENERAL

Installation, as used in this document, refers to that portion of the provisioning process, which starts when a request for an unbundled loop(s) service is received by the operations group of the ILEC and ends when the loop is made available, in working order, provisioned per the specifications requested on the LSR. 

CRTC approved tariffs for Loop Conditioning exists for recovering the costs associated with upgrading an ILEC’s loop facility.  The CLEC requesting that a loop be conditioned by removing or adding loading coils and/or bridge taps will be billed by the ILEC for the work completed.

Technical specifications have been developed for the ILEC loop types and categories with specific characteristics and objective limits.  Current technical specifications should be available to the ILEC and CLEC technicians to define the loop parameters for installation and testing.  The following loop types are currently available:

4.1.1.1
Loop Type A

Unbundled Type A Loops Categories 1, 2, 3, and 4, provide an analogue transmission facility which extends from the Central Office Loop Termination (COLT) or Point of Termination (POT) to the Customer Network Interface (CUST-NI) and which is intended to facilitate the transmission of voice grade signals of approximately 3 kHz usable bandwidth.  The electrical interface at the POT and the CUST-NI shall be a 2-wire metallic interface.  This transmission path may be derived over any number of different types of technologies, but not limited to: metallic paired cable; metallic paired cable with loading coils and /or build out capacitors; metallic pair based analogue or digital loop carrier systems; and optical fibre based digital loop carrier systems.  If metallic paired cable is used to provide the access, there may be bridged tap present.  Additionally, in some cases different facility technologies may be used in tandem.

Unbundled Type A Category 5 Loops provide a transmission facility which extends from the POT to the CUST-NI and is intended to facilitate the transmission of signals above voice band, viz. the voiceband is considered to be approximately 300 to 3400 Hz.  The electrical interface at the POT and the CUST-NI shall be a 2-wire metallic interface. The Unbundled Type A Category 5 Loop will be provided over metallic unloaded facilities.
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4.1.1.2
Loop Type B

Unbundled Type B Category 1 Loops provide transmission facilities which extend from the COLT or POT to the CUST-NI and are intended to facilitate the transmission of ISDN BRA signals, viz. a maximum of 2 B + 1 D channels.  The electrical interface at the COLT or POT and the CUST-NI shall be a 2-wire metallic interface.

The transmission path may be derived over any number of different types of technologies, but not limited to: metallic paired cable; or a carrier system designed to support an ISDN BRA signal.  Additionally, in some cases different facility technologies may be used in tandem.

The Unbundled Type B Category 2 Loop will be provided over metallic unloaded facilities.













4.1.1.3
Loop Type C

A Type C Unbundled Local Loop is a digital transmission path which extends from the CUST-NI to the COLT and supports the transmission of an ISDN PRI (Primary Rate Interface) type signal terminating in a 4-wire electrical interface at both the end-customer’s premises and the Company’s CO building.















4.1.1.4
Dedicated Copper Loop

A dedicated copper loop is a transmission facility which extends from the main distribution frame to the CUST-NI and is connected to the inside wire. Provisioning is completed on a dedicated copper loop by the C.O. technician with the connection of the COLT to the unbundled loop at the MDF and fieldwork is not required.














4.1.2
CONNECTING LINKS

A transmission path which connects a Company-provided unbundled network component located or terminated within the Company’s CO building to the CLEC’s co-located transmission equipment located within the Company’s CO building.

The initial request and subsequent addition of connecting links are ordered through the co-location process.  Loop connecting links are at a DS 0 rate and are used for both Loop Types A and B. 











Connecting Links for Type C Loops are at a DS 1 rate.










4.1.3
JEOPARDY NOTIFICATION

Any situation, which threatens the completion of the requested service on the Due Date, shall be shared between the LECs as soon as such situations are identified to minimize End User service disruption. 

4.1.4
UNBUNDLED LOOP PROVISIONING FAILURES

Where, on the Due Date, a trouble is encountered on the installation of a new unbundled loop, the LECs will, on a best effort basis, take all necessary steps to ensure that the unbundled loop, connecting link or originating equipment trouble is cleared on that same day. 

Where, on the Due Date, a trouble is encountered on the migration of an unbundled loop, the LECs will attempt to maintain a service assurance consistent with the following industry consensus:

The interval associated with end user service interruption (i.e., the period of time during which an end customer does not possess the ability to place outgoing calls) for loop types A and B in Local Number Portability (LNP) Priority 1 exchanges, is not to exceed 15 minutes, and the target will be met 90% of the time.  This interval is dependent on the CLEC having provided dial tone to the connecting link.

In the context of unbundled loop provisioning failures, the meaning of “end user service interruption” shall also include the inability to receive incoming calls.  In order to achieve this mutual objective of expediting service restoration, LECs will prioritize these outages rather than treating them with other repair troubles that have a 24 hour repair interval standard.  Where the LECs agree that the duration of the end user’s service interruption is likely to be excessive, they may mutually agree to cancel the migration and move the customer back to the original LEC.  

If an end customer has been migrated to CLEC dial tone but is unable to receive calls, the CLEC may determine that the problem is due to an incomplete 10 digit trigger or LNP task on the part of the ILEC. In such a case, given that the problem can be quickly and easily resolved, the ILEC shall work in an expedited manner to complete the task(s) within 30 minutes of the CLEC’s notification of failure.   

For residential customers inside wire/jack trouble could be repaired by the ILEC technician if requested by the CLEC and approved by the end-customer.

4.1.5
SERVICE ORDER ACTIVITY

It is understood that the CLEC would have ordered the required service from the ILEC Carrier Services Group (CSG) or equivalent organization.  Where a standard service order interval has not been established, the CSG or equivalent will negotiate service intervals on an individual case basis. Throughout the installation period, all CLEC inquiries will be referenced by the ILEC Exchange Carrier Circuit ID (ECCKT) and/or LSR Purchase Order Number (PON).

The CLEC is responsible to coordinate with the End User and to provide the appropriate information to the ILEC to ensure that the unbundled loop is installed in accordance with its End User requirements.

When a new unbundled loop is installed in working order and to the specifications requested on the LSR, the ILEC will call the CLEC on either the local or toll free number to provide completion notification upon the successful completion of the provisioning activity. 
When a CLEC migrates a loop with CPE, the CLEC is responsible to advise the End User to contact their CPE provider.

Each LEC is responsible for the service or portion of service that it is providing. CLECs and ILECs must ensure the respective segments have been ordered, designed and installed correctly before completing their respective internal service orders. 
When necessary, the ILEC will dispatch a field technician to the CLEC’s End User site to install the requested loop facility(s) up to the demarcation point or CUST-NI, including, for residential loops, cross-connecting the inside wire at the NID or demarcation device.  When Fieldwork is required to deliver the requested loop and dial tone is present, the ILEC will notify the CLEC from the Customers demarcation point, which will prove continuity exists on the loop.

4.1.6
   DEMARCATION

The Commission has provided definitions of demarcation point in Telecom Decision CRTC 99-10 and updates in Telecom Decision CRTC 2003-45. Demarcation guidelines and definitions will be respected in accordance with these Decisions, approved CISC consensus and any future CRTC directives.

4.1.7
CUSTOMER TRANSFERS BETWEEN LECs AND MANAGEMENT OF ILEC LOOP FACILITIES.

4.1.7.1
Customer Transfers Between LECs for Business Loops
a.
Where the LEC currently serving an end-customer (“Current LEC”) is using an ILEC loop, and the LEC acquiring this end-customer (“New LEC”) requests the transfer of the ILEC loop to provide local service to this end-customer, the ILEC will go to the same efforts to provision the loop to the demarcation point without requiring the New LEC to visit the end-customer premises, as if that ILEC were, itself, acquiring the end-customer.

b. Where an ILEC loop is not leased by the Current LEC, or where there is no local telephone service currently provided to the service address and the New LEC requests an ILEC loop to provide service to an end-customer, an end-customer premise visit by an ILEC installer will likely be required by the New LEC to ensure the connection between the end customer’s inside wire and the ILEC loop.

4.1.7.2
Customer Transfers Between LECs for Residential Loops
a. Where the LEC currently serving an end-customer (“Current LEC”) is using an ILEC loop, and the LEC acquiring this end-customer (“New LEC”) requests the transfer of the ILEC loop to provide local service to this end-customer, the ILEC will go to the same efforts to provision the loop to the demarcation point without requiring the New LEC to visit the end-customer premises, as if that ILEC were, itself, acquiring the end-customer.

b. Where an ILEC loop is not leased by the Current LEC, or where there is no local telephone service currently provided to the service address (but dedicated copper is available), and the New LEC requests an ILEC loop to provide service to an end-customer, an end-customer premise visit is not required as the ILEC will utilize the dedicated loop facility.  The ILEC will indicate on the LSC that no fieldwork is required.

c. Where dedicated copper loop is not available and the new LEC requests an ILEC loop to provide service to an end-customer, an end-customer premise visit by an ILEC installer will likely be required to provision the unbundled loop and connect the inside wire at the NID or demarcation device.
4.1.7.3
Management of ILEC Loop Facilities

Where an ILEC requires changes to the physical components of a local loop, either in the initial migration of the loop or during its ongoing use, the ILEC will manage the loop facilities to maintain the terminating end of the loop at the existing demarcation point and not require a CLEC end-customer premise visit, as if that ILEC were, itself, serving the end-customer.  

The ILEC will make changes as required to outside plant facilities from time to time. To the extent possible, and subject to reasonable notification, such changes will be performed with minimum to no disruption to service. If rearrangements are made, the same loop type or sub- type as ordered will be maintained.

However, where the ILEC must physically relocate the terminating end of an ILEC loop at the demarcation point (e.g. due to maintenance), an end-customer premise visit may be required by the CLEC, and, in such case, the ILEC will co-ordinate relocation of the loop termination with the CLEC to maintain the connection and minimize the service interruption between the end-customer’s inside wire and the ILEC loop.

4.1.8
COMPLETION NOTIFICATION ON NEW AND MIGRATING LOOPS

4.1.8.1
 
Migrating Loops

During the customer transfer process, a specific series of activities must take place in a particular order to ensure that End Users do not face extended service outages during migration from one local service provider to another. In particular, the process clearly indicates that a facility provider (the ILEC) must notify the ordering carrier (the CLEC) once the physical work is completed in a loop “migration” scenario with Local Number Portability (LNP) to ensure that the migrating customers’ ability to receive incoming calls will be restored on a timely basis. For example when migrating hunt groups the lines should be migrated in an appropriate sequence and in a timely manner, (not throughout the day). 
4.1.8.1.1 
Requirements

The notification process is based on the following assumptions/requirements:

Loop migrations will normally take place between 8:00am – 5:00pm Monday to Friday in the provisioning territory unless specifically requesting a CHC or other appointment time. (Evenings or weekends).

  
When workload demands require additional time to complete the migrations the parties may bi-laterally negotiate extended work hours.

1. Where analogue dial-tone service is being provisioned CLEC’s will ensure that dial tone is present on their side of the loop connecting link associated with a leased loop order no later than 8:00 A.M., local time in provisioning LEC territory, on the Due Date

2. Where analogue dial-tone service is being provisioned ILEC’s will confirm that dial tone is present on their side of the loop connecting link prior to the migration 
3. A frame cutover of the CO jumper is required to complete the migration.

4. The CLEC network will provide a call completion/termination signal to the 555-0974 caller within 3 ring cycles.

5. When Fieldwork is required to deliver the requested migrated loop and dial tone is present, the ILEC technician will notify the CLEC using the dial tone on the loop, from the remote or the cross connect terminal on the drop side of the loop, which will prove continuity exists on the loop.  

4.1.8.1.2 
Solution

Telephone number 555-0974 has been reserved across Canada for providing completion notification following the successful migration of an unbundled loop to a CLEC. LEC’s will establish the necessary hardware and software, and arrange for pre-service testing of completion notification with the ILEC. At the completion of the testing, the ILEC will consider the solution to be “in service”. If there is no dial tone present and it is not expected or the loop is not analogue, a toll free/local number will be provided by the CLEC for ILEC notification.  

4.1.8.1.3
Process for Migrating Loops and Changing COLT Assignments

When it has been identified on the LSR that dial tone is to be present on the unbundled loop the ILEC technician will check the loop connecting link prior to the migration to ensure that dial tone is present. Below is the process to be followed. 

If Dial Tone is present

If dial tone is present, the technician will complete the physical frame work. Upon completion of the physical frame work, the technician will connect to the leased loop on the vertical side of the main distribution frame, place a call to the 555-0974 telephone number, wait for a completion/termination signal within a 3 ring cycle, then disconnect from the loop.



If Dial Tone is Not Present
If the loop has been identified on the LSR as having no dial tone, upon completion of the physical frame work, the technician will call the local/toll free number to notify the CLEC that the ILEC work has been completed. 

If no dial tone is present on the loop connecting link and should be, as indicated on the LSR, the frame technician will not proceed with the migration. The frame technician will contact the CSG, to inform them of the no dial tone situation and provide the service order information.  The CSG will contact the ordering LEC as per the contact information on the LSR and inform them of the no dial tone situation providing the service order information

The ordering LEC then has 15 minutes from when the CSG contacts them, to investigate and respond back to the CSG with either a resolution to the problem or a new connecting link. If the ordering LEC cannot resolve the issue within the allotted 15 minutes, a new appointment will be required and a revised LSR issued.
4.1.8.2 

Field Visit for New Loops 

When dedicated facilities are not available, an ILEC installer visit is required to complete the loop provisioning including, in the case of a residential loop, connecting the inside wire at the NID or demarcation device.  The installer will place a phone call to a local or toll free number, provided by the CLEC on the Local Service Request, to inform the CLEC of the completion of the fieldwork, which includes testing to the demarcation point.

For residential loops, the ILEC installer will confirm to the CLEC that the inside wire exists and it was cross-connected at the NID or demarcation device.  Further, the ILEC installer will inform the CLEC if trouble beyond the demarcation exists.

For residential loops, if a trouble is identified that involves the inside wire or jack, the installer should consult with the CLEC before discussing the repair with the end-customer.  If the CLEC authorizes the repair to proceed and subsequently the end-customer has provided authorization for the work, including additional charges, the installer should complete the repair.  The installer should notify the CLEC of the repair, including the customer name providing authorization, thereby completing the repair task.  Subsequent to completing the repair work, the ILEC will bill the CLEC at the appropriate tariff rate.

The CLEC must answer the call within a 5 ring cycle or provide voice mail for message deposit. The CLEC and ILEC must provide a timely exchange of the information below and not place the other party on hold for more than 5 minutes.

4.1.8.3 Completion Notification and/or Status

4.1.8.3.1 New Loop (Field Work) Notification (Business)

The completion notification will include:

1. Circuit ID

2. Exact Physical location of demarcation. 

Some demarcation locations are:

· Main Terminal Room (MTR)

· Riser/Wire Closet

· Customer Suite/Unit

Example of information to be provided: Location - MTR, Floor - 12 and Tower – 3, on binding post number 10 

3. Verification of successful loop testing completion.

Example: on an analogue loop dial tone received 

4. The ordering LEC, on live answer, will provide an acknowledgement number on new loops, as positive confirmation of completion notification. 

On a New Loop Completion Notification where the installer identifies no dial tone is present, he/she will verify the ILEC portion of the facility, then advise the CLEC of the missing dial tone during the notification call to the contact number.

4.1.8.3.2 New Loop (Dedicated) Notification (Residential)

The completion notification will include:

1. Email notification or Call to the 555-0974 if dial tone is present

4.1.8.3.3 Status Notification on New Loops

If a loop request is not going to be completed by 5pm, or in the case of evening appointments, 8pm, in the provisioning LEC territory, on the confirmed due date, then a status call will be placed to the ordering LEC and will include:

1. Circuit ID

2. Purchase Order Number (PON) – When available

3. Reason order is not completed

4. Estimated date and time of completion.

4.1.8.3.4 Migrated Loop Notification

The completion notification will include:

1. Call to the 555-0974 if dial tone is present

2. Call to the local / toll free number if no dial tone is present and is not expected.

3. If fieldwork is required on a migrated loop and the demarcation point changes, the exact physical location of the demarcation needs to be provided via the toll free/local number. 

4.1.8.3.5 COLT Pair Change Notification

The completion notification will include:

1. Call to the 555-0974 when dial tone is present

2.  Call to the local / toll free number if no dial tone is present and is not expected.

4.1.8.4 

New Loop and Migration Scenarios 

For additional details on Residential Loops, including MDUs, see Appendix 11.6 

	
	SCENARIO
	FIELD

VISIT
	NOTIFICATION

REQUIRED
	BY WHOM
	SOLUTION

	1.
	Migration with reuse of existing loop facility 
	N
	Y
	C.O.
	Call to

555-0974 or 

(See Note 1)

	2.
	Migration with field work 

 - No end customer visit required


	Y


	Y


	Technician at the Remote site


	Call to

555-0974 or 

(See Note 1)

	3.
	Residential New Loop dedicated facility
	N
	Y
	C.O.
	Note 2

	4.
	New loop new facility
	Y
	Y
	FIELD


	Call to CLEC



	5.
	COLT pair change on existing service
	N
	Y
	C.O.
	Call to 555-0974 or (See Note 1)


Note 1:

When the ILEC is unable to complete the 555-0974 notification due to either no dial tone on the analogue loop or digital services have been ordered the ILEC will call either a toll free or local number provided by the CLEC on the LSR.

Note 2: 

The confirmation will be made to either an email address or 555-0974

4.2
TESTING

Testing requirements of a specific unbundled loop is dependent on the type of loop requested.  Specific loop parameters are covered in the appropriate Technical Specifications documents and should be available to technicians who are involved in the testing of unbundled loops.

4.2.1
LOOP TYPES

4.2.1.1
Loop Type A 

Loop Type A are existing plant facilities that the ILEC has in place today and are being used to provide services to their own End Users.  Testing is undertaken and completed at the original time of building the facility (cable installation).  In today’s environment, these loops are not pre-tested again on an individual loop request.  In this respect, loops provided by the ILEC will not be pre-tested.

4.2.1.2
Loop Type B

The facility used to provide a Loop Type B will be pre-tested before being turned over to the CLEC.  Specific testing requirements and acceptance limits are outlined in the Technical Specifications for Loop Type B.  Pre-testing may take place at the time of turnover to the CLEC or may be done in advance by the ILEC.  An existing loop that is currently providing a Loop B service will not be pre-tested when it is migrated to a CLEC.

4.2.1.3
Loop Type C

Pre-Testing of the facility used for a Loop Type C will be pre-tested before being turned over to the CLEC.  Specific testing requirements and acceptance limits are outlined in the Technical Specifications for Loop Type C.

4.2.2
ADDITIONAL TESTING

In the case where additional testing is requested by the CLEC and the loop is found to be within the technical specification for that particular loop type, the CLEC requesting the tests may be subject to additional billing. 

If the additional testing will result in additional billing by the ILEC, subject to their tariff, the CLEC must be advised at the time of the request that additional charges will apply, with the final amount of those charges being specified once the work is complete.

When LECs agree to have a technician on site at a pre-determined time for testing or repair work, if either LEC technician is not present at the pre-scheduled time and reasonable notice was not provided, applicable tariff charges pursuant to the missed appointment can be applied to the LEC not present.

4.2.3
TEST SETS

Test sets are required during the initial installation of loops and also during maintenance and trouble isolation.  Test sets used by the LECs must be capable of testing the services that are being provided to their End User and adequate to measure the parameters that are set forth in the Technical Specifications.  It is recommended that the test sets used to cooperatively test an unbundled loop be compatible.

5.
ESTABLISHING INTERFACES

The point of connection between the ILEC and CLEC facilities or equipment in the ILEC’s CO, is referred to as the Point of Termination (POT).  The POT provides an interface for testing and maintenance of the facilities and is the division of operational responsibility.  Typically the POT is a cross-connection block on the Main Distribution Frame (MDF), or in some cases the IDF, which is the ILEC termination of the Connecting Link cable from the co-location room.

The point of connection between the ILEC and CLEC’s facilities or equipment at the End Users premises, is the Customer Network Interface (CUST-NI) or demarcation point.  The CUST-NI provides an interface for the testing and maintenance of the facilities and is the division of operational responsibility.

The electrical interface for Loop Types A and B at both the POT and CUST-NI will be a 2-wire copper interface.  For Loop Type C, the electrical interface at the POT and CUST-NI will be a 4-wire copper interface.

6.
MAINTENANCE

6.1
GENERAL

Maintenance of unbundled loops is based on the premise that the ILEC and the CLEC have the responsibility for the performance of the service or portion of service under its control.  However, the ILEC or the CLEC detecting an unbundled loop trouble or service trouble will take corrective action, as outlined below.  This does not include any responsibility for sectionalization beyond the POT, CUST-NI or the repair of equipment or facilities owned by the other company.

For residential loops the CLEC may request the ILEC repair any inside wire or jack trouble that has been identified by the installer.  If during a field visit by the ILEC, trouble is detected beyond the demarcation the ILEC technician will consult with the CLEC for further instructions relative to contacting the end user to repair potential inside wire/jack trouble.

Investigation of chronic troubles with unbundled loops will involve the exchange of information between the ILEC and the CLEC.   This activity may involve cooperative testing and may be handled as an impaired local loop trouble report.

Maintenance, or trouble repair, as used in this document, refers to that portion of the repair process, which starts after a loop has been installed as ordered, and post-installation, a performance issue (trouble) has been detected in the unbundled loop facility by either LEC. It ends when the loop has been restored to the required specifications in working order and repair completion notification is received by the CLEC.  

6.1.1
INOPERATIVE AND IMPAIRED CONDITIONS

There are two general classes of troubles; 1) Out of Service (OOS), which is a condition in which the unbundled loop does not work and 2) an impaired unbundled loop which is a loop that exhibits intermittent failures or degraded transmission performance.  

6.1.2
SECTIONALIZATION PROCESS

Upon receipt of a trouble report from an End User the CLEC will initiate specific scripting with the customer to try and determine if the problem is from the demarcation point towards the ILEC unbundled loop. The CLEC will complete remote testing to the best of its ability as per industry standard and prove the trouble beyond its area of responsibility and towards the ILEC unbundled loop. Then it will refer the trouble to the ILEC who will test, analyze and prove its facility. If the trouble proves to be in the unbundled ILEC loop, the ILEC will repair and notify the CLEC upon completion. In situations where the trouble is proven beyond the unbundled ILEC loop, the ILEC will refer the problem back to the CLEC for resolution.  

However, for residential loops, the Inside wire/jack trouble could be repaired by the ILEC technician if requested by the CLEC and the end-customer has authorized the additional charges associated with the repair.

Initial sectionalization of a trouble is the responsibility of the CLEC.  It is anticipated that additional sectionalization may involve cooperative testing. Both entities are expected to participate in this activity when required.

The ILEC will coordinate the isolation of the trouble within the ILEC loop facility.

6.1.3
“CALL BEFORE YOU DIG”

The Locate Center, or equivalent organization, is expected to provide the same level of service to all users in a competitive environment.  Users who have switched their local service provider will continue to have access to the Locate Center as they do today.  When an End User calls the CLEC, the CLEC will advise them to call the Locate Center directly.

7. TROUBLE REPAIR 

7.1
RESPONSIBILITIES

If the sectionalized trouble is at the CLEC side of the demarcation point, the CLEC will:

· Repair the trouble;

· Perform appropriate testing to determine if the trouble is cleared.

If the trouble is sectionalized to the facility side of the demarcation point, the trouble will be referred to the ILEC, who will perform the same activities listed above.

When either the provisioning or the ordering LEC is dispatched to sectionalize a trouble and no demarcation exists, a tag will be placed to where the trouble was sectionalized.  The tag is to include the circuit number, date and telephone number if available.  

CLEC technicians will limit their repair activities to CLEC-provided facilities and/or equipment.  No attempt will be made to adjust or repair facilities or equipment belonging to the ILEC.


The CLEC may not rearrange, move, disconnect, remove or attempt to repair any equipment or facilities provided by the ILEC.

7.2 UNBUNDLED LOOP REPAIR INTERVALS

The ILECs will endeavor to provide the CLEC’s unbundled loop trouble reports with a repair service level comparable to what the ILEC’s provide their retail end customers.  This will be accomplished by utilizing the existing ILEC dispatch processes and procedures.  Extenuating repair circumstances, when identified by the CLEC will be prioritized as per the ILEC’s existing practices.  Example, unbundled loops used by doctors and emergency service personnel or businesses with a service outage.

7.3 CONNECTING LINK REPAIR PROCESS 

When the ILEC sectionalizes a trouble with an unbundled loop and proves it towards the connecting link and CLEC equipment, the following practice and [process map] is to be followed to restore service to the facility.  For purposes of this section the term CLEC is used to describe any customer of the ILEC's unbundled loops. 

The underlying principle of the process is to restore service as soon as possible. 

In the case of: 

Virtual Colocation - the ILEC Trouble Reporting Centre (TRC) is able to prove the integrity of the connecting link. The ILEC C.O. technician has access to both terminating ends of the Link and the ILEC can therefore, determine whether the link is defective or the trouble proves into the CLEC equipment.  If a connecting link change is requested by the CLEC, it will be executed as per the process described below.

Physical Colocation - the ILEC TRC cannot test from both terminating ends of the link, and, therefore the ILEC cannot determine the integrity of the link without the assistance of the CLEC Technician.

In both virtual and physical co-location, the ILEC C.O. technician will remain on site while the ILEC TRC contacts the CLEC to identify the reported trouble. Once the ILEC has contacted the CLEC, the CLEC will ensure that dial tone still exists to the loop so that the connecting link pair can be properly diagnosed and sectionalized.  If dial-tone cannot be restored to the ILEC side of the co-location link, then the ILEC and CLEC will proceed with the Connecting Link Change (CLC) as described below.  If dial-tone is re-established on the ILEC-side of the co-location link and the CLEC still detects a metallic fault on the line, the ILEC will remove the loop from the CLC and CLEC will retest.  If the retest indicates a trouble then a CLC will be completed.  If the retest indicates no trouble, then the ILEC will continue to trouble shoot the fault on their side of the connecting link and no CLC will be made. 

If the CLEC is unable to participate in a cooperative test immediately or wishes to implement a change to the connecting link pair, the CLEC is required to provide a new assignment to the TRC within 3 minutes.  If a new assignment cannot be provided within this time frame the CLEC and/or ILEC may opt to terminate the call and the CLEC will contact the TRC when a new connecting link pair is available.  Both parties will execute the connecting link change coincident with notification of the new assignment.  

In the event that the ILEC Central Office is not normally manned and the CLEC cannot provide the connecting link pair assignment during the initial TRC call referenced in the paragraph above, the ILEC will ensure that the C.O. technician will remain on site for a minimum of 15 minutes (or greater at the ILEC's discretion) thereafter to allow the CLEC a reasonable time in which to provide the new connecting link pair assignment and contact the TRC to perform the pair change.  If the CLEC cannot manage a new assignment in that timeframe, it is recognized that the ILEC C.O. technician may not be present thereafter and a new appointment will need to be arranged. 

If the CLEC determines that a connecting link pair change is required to restore service, the ILEC C.O. technician will implement a connecting link pair change immediately.  If service is restored as a result of changing the connecting link assignment, it will be assumed that the trouble was either with the connecting link or with the CLEC's equipment.  If the service is not restored, a CLEC technician may have to be dispatched. 

In physical co-locations, applicable tariff charges associated with the connecting link pair change can be determined only by a cooperative test.  Once there has been a significant number of CLCs completed, the CLEC will request a cooperative test to restore the out-of-service links. The following process outlines the procedures for the “recovery-of-links” cooperative test:

a)
The CLEC will notify the ILEC that it wants to co-operatively test connecting links to restore the links for future use and request an appointment time to complete the work.

b)
The CLEC will identify the wire center(s) and the total number of connecting links to be tested at each wire centre.

c)
The ILEC will confirm the appointment time requested.  Parties will negotiate a suitable time if the initial appointment time request cannot be accommodated.

d)
During scheduled appointment time, both the CLEC and ILEC technician required to complete the test will be present at the wire centre(s).  

e)
For each link to be tested, the CLEC and ILEC technician will measure and confirm continuity on each wire.

f)
Both the ILEC and CLEC technician will keep a tally of the number of defective links.

g)
The ILEC will bill the CLEC its tariff labour rate for the number of links where no fault is found.  The number of hours to be billed will be based on the percentage of the links proven to be faultless times the total test time.

h)
The CLEC will bill the ILEC its tariff labour rate for the number of links found defective.  The number of hours to be billed will be based on the percentage of the links found to be defective times the total test time.

If either LEC technician is not present at the pre-scheduled time or reasonable notice of cancellation was not provided, applicable tariff charges pursuant to the missed appointment can be applied to the LEC not present.


7.4 REPAIR OBJECTIVES

   Repair objectives for unbundled loops can be found under Appendix 11.4. 

7.5
REPAIR VERIFICATION TESTS

When a trouble has been cleared by the ILEC, the CLEC may perform a repair verification test.  The ILEC will place the ticket in a hold/suspended status while the CLEC performs the repair verification test
. If the CLEC repair verification test identifies a trouble condition, the ticket will be removed from hold/suspend status. Cooperative repair verification tests may be requested or the ticket reassigned and reworked by the ILEC. If the CLEC repair verification test confirms that the trouble has cleared, the CLEC will contact the ILEC to close the trouble ticket.

The trouble ticket will only remain in the hold/suspended status for 72 hrs. If after 72 hrs the ILEC has not been contacted by the CLEC to either reassign or close the ticket, the ILEC will automatically close the trouble ticket.

8.
TROUBLE REPORTING

8.1
GENERAL

LECs are responsible for the acceptance of all trouble calls from their End User.  In situations where a LEC receives a trouble call from an end user they do not serve, the End User will be directed to contact their local service provider.  

The CLEC must first perform tests to determine if a trouble is in its facility / equipment or service.  If the trouble is found in its facility / equipment or service, the CLEC will clear the trouble and no referral to the ILEC is necessary.  If the trouble is sectionalized by the CLEC to the ILEC loop facility, the trouble will be referred to the ILEC.  The ILEC will clear the trouble or, where necessary, will work cooperatively with the CLEC to sectionalize the trouble.

When the ILEC technician identifies a residential trouble beyond the demarcation point, the technician will contact the CLEC and advise them of the trouble.  If the CLEC would like the technician to make the repair, the CLEC will create an internal trouble report and direct the technician to ask the end-customer if they wish to proceed with a repair.  If the end-customer authorizes a repair, including the additional charges, the technician will complete the repair and close the trouble ticket with the CLEC, including the name of the individual providing authorization.  Subsequent to completing the repair work, the ILEC will bill the CLEC at the appropriate tariff rate.

Information about the trouble report, which may be specific to the End User will be exchanged, as appropriate, to facilitate testing and trouble resolution.

To assist installation and repair forces to properly identify an End Users telephone number, access numbers for an automated number identification circuit, where available, may be exchanged on a bilateral basis.

An automated number identification circuit is a switch provided feature that will identify the End User telephone number.  It is recommended that this feature be provided by all LECs.

Investigation of chronic unbundled loop failures will involve exchange of information relative to the chronic failure.  Detailed investigation should be made to determine the cause of the trouble condition.  This activity may involve cooperative testing and should be handled as an impaired circuit trouble report.

The BPWG has reached consensus on following the overall Service Assurance process as per the contribution in appendix 11.3 
8.2
TROUBLE REPORT INFORMATION

The following information should be exchanged when referring the trouble:

· Exchange Carrier Circuit ID (ECCKT).

· Trouble report number or equivalent

· Contact telephone number

· Contact ID (e.g.: name or initials)

· Date and time of reported trouble

· Connecting link ID

· End User telephone number, as appropriate

· Trouble reported

· Other information that may be of assistance (e.g.:  history, subsequent reports)

· Testing information (if requested)

· Access to End User (name, phone number, time of day, etc.)

· Identify to where the trouble was sectionalized.

· Where a field visit has occurred identify if and where the loop was tagged. 

Each CLEC will provide a trouble reporting number, to handle end users trouble calls.  That number is to be readily available 24 hours a day, 7 days a week. 

8.3
TROUBLE CLEARANCE REPORTING

When the trouble has been cleared by either the ILEC or the CLEC, the trouble report will be closed out with the originating company and the following information will be exchanged:

· Exchange Carrier Circuit ID (ECCKT).

· Trouble report number or equivalent

· Date and time cleared (equals completion notification date and time) 
· Contact name or initials and telephone number of the persons closing out the report

· Trouble status (temporary or permanent repair)

· Type and nature of trouble found and action taken

· Testing information (if requested)

· LEC must advise if Diagnostic Maintenance Charges (DMC) will apply when the   trouble ticket is closed. 

· Name of end-customer providing authorization for inside wire/jack trouble repair and associated charges (time to repair) if applicable

8.4
7 HOUR MTTR PROCESS

The following process is to be followed when requesting a 7 hour MTTR from the LECs on a Type A or B Unbundled Loop that is being used to provide T1 service. 

1. Follow the above repair process including in the initial trouble report that a 7 hour MTTR is being requested and that the unbundled loop(s) is being used for T1 service. 

2. The ILEC and CLEC will perform co-operative testing

3. If the trouble is confirmed to be the leased loop(s), the ILEC will proceed to restore service where suitable spare loop(s) similar in nature to the ones providing the service are available when authorized by the CLEC.

Charges will apply based upon Bell General Tariff item 4960, TCI tariff CRTC 18008 Item 215 (AB) or CRTC 1017 Item 105 (BC) & Aliant Telecom Inc. General Tariff CRTC 21491; Section 6, 2nd Revised Page 624.8; Item 646.3. b) i) f.. 

If suitable loops are not available standard repair intervals apply.

9.
EXCEPTIONS

The following information is provided in an effort to assist CLEC’s and ILEC’s in the resolution of trouble reports that fall outside the normal ticket resolution flow once the original ticket has been closed out. (e.g.: the trouble reoccurs)

9.1
REQUEST FOR COOPERATIVE TESTING

When a request for cooperative testing is made, the ILEC or CLEC shall provide the necessary assistance to facilitate the request.  A report will be created for administration of cooperative testing referrals.  Subsequent requests will result in an additional report being created.  In the event that additional trouble reports are created, all relevant information from the prior report/cooperative testing tickets should be cross referenced.

10.
ESCALATION

Escalation is a means of bringing problems to the attention of individuals who have the responsibility and authority to expedite corrective action.

When either the CLEC or the ILEC experiences installation or maintenance difficulties and progress toward resolution is not satisfactory, either company may contact the other company for escalation to a higher level of management. 

The rate at which a problem is escalated through successive levels of management should allow each level a reasonable period of time to resolve the problem, before it is presented to the next level for action.

Sample escalation templates for contacts and intervals are provided in Appendices 11.1 and 11.2 for bi-lateral discussions.
11.
APPENDICES:

APPENDIX 11.1: 
ESCALATION CONTACTS 

Trouble Report Centre (TRC) or equivalent, contact and escalation list:
	COMPANY
	NAME
	TITLE
	TELEPHONE NO.

	Carrier (NAME)
	
	Trouble Report Centre (TRC)

Level I

Level II

Level III
	


Installation Report Centre (IRC) or equivalent, e.g. Carrier Services Group, contact and escalation list:
	COMPANY
	NAME
	TITLE
	TELEPHONE NO.

	Carrier (NAME)
	
	Installation Report Centre (IRC)

Level I

Level II

Level III
	


APPENDIX 11.2: 
ESCALATION INTERVALS
	Activity


	Level I
	Level II
	Level III

	Repair Loop Types A & B
	
	
	

	Repair Loop Type C


	
	
	

	Installation
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Service Assurance Process Description

	Flow
	Description:    Service Assurance Process

	1
	End Customer initiates trouble call.

	2
	Service Provider (SP) receives trouble call.

	3
	Service Provider validates reported telephone number.

If YES:  prepare to test trouble - go to Box 5.

If NO:  go to Box 4. (Box 4 assumes the reported telephone number is not a SP working telephone number (WTN).

	4
	Customer is advised to contact the appropriate Service Provider.

	5
	Test own network.

	6
	Is trouble in your own network?

If YES:  go to Box 7.

If NO: go to Box 8.

	7
	Initiate own repair processes. This includes testing / sectionalizing and repairing the problem in your network / facility / equipment or service.

Then go to box 23.

	8
	Determine the other (appropriate) Service Provider that the end customer is experiencing problems connecting to or receiving calls from.  (Cannot reach or cannot be called by).  Where test results indicate trouble with a leased unbundled loop, determine Loop Provider and the circuit number (ECCKT) of the leased loop. If the trouble is related to a trunk outage/failure/malfunction sectionalized to another SP determine the correct exchange company circuit identifier (ECCKT) for that trunk. Then go to box 9.  

	9
	Document the appropriate trouble ticket report data elements required for trouble referrals between Service Providers. Examples of trouble ticket report types are Unbundled Loops, LNP, Local Interconnection Trunks, Transit Trunks, etc.

	10
	Refer the trouble to the other SP or FBP (facilities based provider).

	11
	Other Service Provider receives trouble referral.

	12
	Other Service Provider validates reported telephone number or circuit number (ECCKT) based on trouble report details and data elements.

If YES:  prepare to test trouble - go to Box 15.

If NO:  go to Box 13. (Box 13 assumes the reported telephone number is not a SP WTN or the ECCKT is invalid.)

	13
	Refer trouble back to originating Service Provider.

	14
	Receive reply from other SP. Go to box 8.

	15
	Test own network.

	16
	Is trouble in own network?

If YES: go to box 17.

If NO: go to box 19. 

	17
	Initiate own repair processes.

	18
	Is originating Service Provider trouble resolved?

If YES:  Inform originating Service Provider of trouble resolution – go to Box 19.

If NO: Go to Box 15.

	19
	Advice originating Service Provider of trouble closure / resolution details.

	20
	Receive trouble closure  / resolution details from other Service Provider.

	21
	Is repair notification “No Trouble Found” or “Test Okay”?

If YES: go to Box 5.

If NO:  go to Box 22.

	22
	Is customer trouble resolved? (test to verify this).

If YES:  Inform End Customer of trouble resolution – go to Box 23.

If NO:  Refer trouble back to other Service Provider - go to Box 8.

	23
	Provide trouble repair notification to end customer - go to box 24

	24
	Receive trouble clearance / resolution detail from Service Provider.

	25
	Is trouble resolved?

If YES:  End

If NO:  go to Box 5.

	
	


APPENDIX 11.4: Time To Repair For Unbundled Loops
These intervals are repair service objectives and any bi-laterally negotiated intervals will take precedence.

Out of Service (OOS) Time to Repair

	LOOP TYPE and CATEGORY
	OOS Time to Repair Service Objective

	A, A1, A2, A3, A4, A5
	24 hours

	B1, B2
	24 hours

	A or B when used to provide T1 service 
	7 hours*


*ILEC Tariff charges will apply. TCI tariff CRTC 18008 Item 215 (AB) or CRTC 1017 Item 105 (BC) Bell General Tariff item 4960.  Aliant Telecom Inc. General Tariff CRTC 21491; Section 6, 2nd Revised Page 624.8; Item 646.3. b) i) f.
Degraded Service Time to Repair

	LOOP TYPE and CATEGORY
	Degraded Time to Repair Service Objective

	A, A1, A2, A3, A4, A5
	48 hours

	B1, B2
	48 hours


 APPENDIX 11.5: 
ACRONYMS:

CCB

Customer Connect Block

CLEC

Competitive Local Exchange Carrier

CO

Central Office

COLT

Central Office Loop Termination

CLC

Connecting Link Change

CSG

Carrier Service Group

CUST-NI
Customer Network Interface

DMC

Diagnostic Maintenance Charges

IDF

Intermediate Distribution Frame

ILEC                 Incumbent Local Exchange Carrier

ISW

Inside Wiring

LEC

Local Exchange Carrier

LSR

Local Service Request

MDF

Main Distributing Frame

POT

Point of Termination

TRC

Trouble Reporting Centre

APPENDIX 11.6: Table of Residential Service Scenarios

 For Provisioning and Repair - Decision 2004-4

Provisioning of New Unbundled Loop

	
	Task/Situation
	Comments

	a
	On all requests for new unbundled loops requiring a field visit.
	If the CLEC expects the ILEC to fix an ISW trouble, the end customer must be available to provide access to their premises. In the case of an MDU the end customer must also make arrangements through the building property manager for access to the MTR, Risers and Closets as appropriate. 

In the case of an MDU with multiple risers to suite the inside wire to be connected should be tagged. The CLEC will provide contact telephone numbers for the end user and notify the end user that the ILEC technician will be onsite to complete the installation of the loop.

If customer is not home the loop will be connected to the last point possible and the ILEC technician will note this on the order and notify the CLEC of the situation. The order will be completed as per existing processes. If required, the CLEC will be responsible to make arrangements with the end user to connect the loop to the inside wire.  ILEC warranty is not applicable in this instance as work on the inside wire was not completed.  If the CLEC has visited the customer premise prior to the ILEC technician, the inside wire must be tagged.

When the ILEC technician reports to the CLEC that the order has been completed, it should be identified whether the inside wire was connected to the demarcation device and noting whether a trouble exists or not.  If the ILEC technician detected that there was a metallic trouble present, the ILEC technician will temporarily disconnect the line from the demarcation to the inside wire to clear the inside wire trouble for the CLEC. If the customer is not home or the repair will exceed 30 minutes, the ILEC technician will disconnect from the demarcation the ISW causing the problem.



	b
	Inside Wire must be located near the electrical/hydro or existing entrance


	If inside wire cannot be located or is not at the electrical panel, connection past the demarcation will not be made. The order will be completed as per existing process and the ILEC technician will advise the CLEC of situation when calling in the completion notification.  The CLEC will be responsible to arrange with the end user for the completion of the loop installation. 

	c
	End customer to be advised that CPE and inside wire is their responsibility and if a trouble is proven towards the CPE or the inside wire, charges will apply, and that the ILEC technician may be required to enter the premises.   
	CLEC to advise end customer during service discussions.   

	d
	On all requests for new unbundled loops requiring a field visit, the ILEC technician is to connect the inside wire to the demarcation and verify service to the isolation jack if in place or if one needs to be installed. 
	The ILEC technician, if after making the connection determines that a trouble is not present on the line, the technician will provide the CLEC with the completion notification and advise of the inside wire connection to the demarcation.  The ILEC technician will not test that service is working from all jacks. For MDUs where suite is not tagged at the riser closet, the ILEC technician will attempt to verify to suite if access is available.

	e
	What if all the jacks are not working, either because the inside wire is cut, the jacks are not wired correctly, etc. 
	The ILEC technician will ensure service is provided to one jack and customer will have to contact their service provider to have the other jacks/inside wire repaired.  This working jack may be the Customer Connect Block (CCB) demarcation test jack.  The CLEC will be billed for installation/repair work performed.

	f
	If after the successful provisioning of an unbundled loop and connection to the inside wire demarcation, a trouble towards the inside wire is present. 
	The ILEC technician will contact the CLEC to get authorization to proceed with the repair.  If authorization is given the CLEC will open an internal repair ticket and provide the information to the ILEC technician who will proceed with the repair and billing will occur on the service order. If the CLEC does not answer the call or places the call on hold, the ILEC technician will remain on site for a 5-minute period. 

Should the ILEC technician determine that the repair will exceed 30 minutes; the ILEC technician will notify the CLEC of the circumstances and it will be the responsibility of the CLEC to complete the repair.  

	g
	Customer asks the ILEC technician to install additional or move existing jacks during new install visit.
	The ILEC technician will advise the customer to contact their service provider.  

	h
	Inside wire can’t be repaired on first visit either because property owner permission is required, end user permission is required, etc.
	The ILEC technician explains the situation to the CLEC who will be responsible to deal with the customers’ requirements.

	i
	Customer damages inside wire during warranty period.
	The ILEC technician gets authorization from CLEC to repair inside wire and bills the CLEC. If CLEC refuses, the ILEC technician disconnects inside wire from Demarcation point and tells customer to deal with their service provider. If there is an isolation jack in place the ILEC will bill the CLEC for the visit. 

	j
	One of the inside wire jacks causing trouble. Wiring throughout the premises is not standard.
	The ILEC technician will replace one non-standard wire and or jack causing service outage.  The CLEC will be billed for the repair.  The ILEC technician will leave disconnected any other inside wire that has a line service affecting trouble and notify the CLEC of the situation.  The CLEC is responsible to address the situation with their customer and to complete any further inside wire/jack repair. 

Note, the 30 minute rule would apply to this situation (see ”f “  above).  

	k
	After investigating the trouble, the ILEC technician finds that the Customer Premise Equipment (CPE) is causing the trouble.
	The ILEC technician gets authorization from CLEC to diagnose inside wire trouble, disconnects CPE and notifies the CLEC that there is a problem with the CPE. The CLEC is responsible to resolve the issue with their customer.  The CLEC will be billed for worked performed. 

	l
	DSL modem or related equipment causing service interruption.


	The ILEC technician gets authorization from the CLEC to diagnose inside wire trouble.

If DSL modem or related equipment is ILEC sanctioned and associated with the ILEC’s high speed Internet service, the ILEC technician will resolve the DSL problem per normal DSL trouble resolution processes.  The CLEC will not be billed in this instance.

If DSL modem or related equipment is not the provided by the ILEC, the ILEC will notify CLEC of the situation and will bill the CLEC for the work performed.  The CLEC will explain the situation to their customer.  Note, the ILEC will only resolve DSL troubles where they are the internet service provider.   

	m
	Customer’s alarm equipment causing service interruption. Need to be aware of critical health care monitoring equipment.
	The ILEC technician gets authorization from the CLEC and then disconnects the alarm equipment and confirms problem with the alarm equipment. The CLEC is notified and is responsible to resolve the issue with its customer.   Where critical healthcare monitoring equipment is present, the ILEC technician cannot leave the customer’s alarm or health equipment disconnected without proper hand-off of the customer to the CLEC.    The CLEC will be billed for work performed.

	n
	CLEC customer requests the installation of additional jacks, which is not associated with a new loop request.
	Out of scope, such requests will not be considered. 


Repair

	
	Task
	Comments

	a
	End user contacts the CLEC regarding a trouble with their service.
	The CLEC is responsible for the initial testing of the trouble to isolate the trouble.  CLEC on initial contact with the end user is to advise the end user that CPE and inside wire is their responsibility and if a trouble is proven towards the CPE or the inside wire, charges will apply 

	b
	For consumer unbundled loop troubles reported by the CLEC to the ILEC repair, the end customer must be present in the event that the trouble is proven towards the CPE or the inside wire.

**”No access”: billing may apply
	The CLEC is only to report unbundled loop troubles to the ILEC repair.  The ILEC will not accept CPE or inside wire troubles. 

The ILEC technician will first prove whether the unbundled loop is operational and if so determine if diagnostic charges will apply.  The ILEC technician will proceed to prove the trouble towards the CPE or inside wire and if requested to proceed with the repair by the CLEC additional charges will apply. If the CLEC does not answer the call or places the call on hold, the ILEC technician will remain on site for a 5-minute period. 

Should the ILEC technician determine that the repair will exceed 30 minutes; the ILEC technician will notify the CLEC of the circumstances and it will be the responsibility of the CLEC to complete the repair.  

	c
	If the ILEC technician proves trouble towards CPE or inside wire


	The ILEC technician will obtain authorization from the CLEC to proceed with the repair.  If authorization is given, the CLEC will update their repair ticket and provide the information to the ILEC technician for reference when subsequently reporting activities to close out the ticket.  Multiple jacks may be in trouble, but the ILEC technician will only restore service to at least one jack inside the home in single unit dwellings and to the customer demarcation jack or IDC in MDUs. The CLEC will be billed for the work performed.

If end customer wishes to have additional jacks repaired they must contact their service provider to make the necessary arrangements. 

	d
	Authorization of charges
	The ILEC technician may approach end customer directly for confirmation that the repair was completed, advising the customer of the time taken for the repair. The CLEC is advised of time taken to complete the work when the technician calls to confirm trouble ticket resolution.

	e


	What if all the jacks are not working, either because the inside wire is cut, the jacks are not wired correctly, etc.
	The ILEC technician will ensure in the case of a single dwelling that service is provided to the isolation jack inside the home and in the case of a MDU to the ILEC customer demarcation.  The CLEC will be billed for the repair.

The customer will have to contact their service provider to have the other inside wire/jacks repaired.

	f
	Customer asks technician to install additional or move existing jacks during new install visit.
	The ILEC technician will advise customer to contact their service provider.  

Note, the 30 minute rule would apply to this situation (see ”b “  above).  

	g
	inside wire can’t be repaired on first visit either because property owner permission is required, end user permission is required, etc.
	The ILEC technician explains the situation to the CLEC who will be responsible to deal with the customers’ requirements.

	h
	Customer damages inside wire during warranty period.
	The ILEC Technician gets authorization from CLEC to repair inside wire and bills the CLEC. If CLEC refuses, the ILEC technician disconnects inside wire from Demarcation point and tells customer to deal with their service provider. If there is an isolation jack in place the ILEC will bill the CLEC for the visit.

	i
	One of five inside wire jacks causing trouble. Wiring throughout the premises is not standard.
	The ILEC technician will replace one non-standard wire and or jack causing service outage.  The CLEC will be billed for the repair.  The ILEC technician will leave disconnected any other inside wire that has a line service effecting trouble and notify the CLEC of the situation.  The CLEC is responsible to address the situation to their customer and to complete the inside wire/jack repair. 

Note, the 30 minute rule would apply to this situation (see “b” above

	j
	After investigating the trouble, the ILEC technician finds that the Customer Provided Equipment (other than inside wire or jack) is causing the trouble.
	The ILEC technician gets authorization from CLEC to diagnose inside wire trouble, disconnects CPE and notifies the CLEC that there is a problem with the CPE. The CLEC is responsible to resolve the issue with their customer.  The CLEC will be billed for worked performed. 

	k
	DSL modem or related equipment causing service interruption.


	The ILEC technician gets authorization from the CLEC to diagnose inside wire trouble.

If DSL modem or related equipment is ILEC sanctioned and associated with the ILEC’s high speed Internet service, the ILEC technician will resolve the DSL problem per normal DSL trouble resolution processes.  The CLEC will not be billed in this instance. If DSL modem or related equipment is not the provided by the ILEC, the ILEC will notify CLEC of the situation and will bill the CLEC for the work performed.  The CLEC will explain the situation to their customer.  Note, the ILEC will only resolve DSL troubles where they are the internet service provider.   

	l
	Customer’s alarm equipment causing service interruption.  

Need to be aware of critical health care monitoring equipment.
	The ILEC technician gets authorization from the CLEC and then disconnects the alarm equipment and confirms problem with the alarm equipment. The CLEC is notified and is responsible to resolve the issue with its customer.   Where critical healthcare monitoring equipment is present, the ILEC technician cannot leave the customer’s alarm or health equipment disconnected without proper hand-off of the customer to the CLEC.    The CLEC will be billed for work performed.


NOTES: 

1. The CLEC is responsible for arranging access to the end user’s premise, including in the case of an MDU access to the MTR/Risers and Closets.  Where access to the customer residence or building is not available, no access charges apply.

2. If during the installation of a new loop or a repair, the ILEC technician will install at no cost to the end user or CLEC a demarcation device and/or an isolation jack if such devices are not present. 

3. For work performed on behalf of the CLEC a 30-day warranty period applies.
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