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LEGAL DISCLAIMER

The information and statistics contained within this document are derived from a variety of sources. While all reasonable
care has been taken in preparing it, no responsibility whatsoever is accepted by the Director of Telecommunications, her
lawful servants or agents for any loss or damage, howsoever caused, through any reliance whatsoever placed upon any
statement or any calculation howsoever made in this document.



Foreword

| welcome this second report from the Measuring Licensed Operator Performance Programme. | am pleased with
the level of feedback received from consumers, consumer representative groups and the telecommunications
industry since the initial MLOP report was published in March 2002.

In March of this year, | emphasised that the report will, over time contribute to consumers being able to assess
their operator's ability to maintain and more importantly improve upon their quality of service performance. This
second Measuring Licensed Operator Performance report also covers additional areas such as leased line order
completion and operators' handling of consumer complaints.

I wish again to thank the eight operators who have submitted data for publication in this report and | am pleased
by the continued commitment demonstrated to the programme across the industry. The operators involved are:

Cable and Wireless

Chorus

Eircom

Esat Telecommunications Ltd
nevada tele.com

ntl

Ventelo

WorldCom

Service quality is of paramount importance to both business and residential consumers of Irish telecommunication
services and this publication aims to assist the consumer by informing them on operators' quality of service
performance. Access to reliable information such as that provided under the MLOP programme can enable
consumers to make informed choices in deciding on the telecommunications provider that best meets their
needs. This in turn acts as a competitive driver of service quality in the market. The consumer can also use this
report in combination with other relevant information such as operator prices, payment options, geographic
availability, minimum commitment period etc.

Regularly published MLOP reports will continue to provide the consumer with a reliable indicator of operator
quality of service performance. In addition, the ODTR remains committed to the development of the market and
in turn raising consumer awareness of the choices available to them. | look forward to future MLOP reports and
the further development of the programme over next six months.

Etain Doyle

Director



L .
eircom has been designated as

having universal service obligation.

2 eircom has been designated as
having Significant Market Power
(SMP) in the fixed services and
network markets. For more detail
see glossary Appendix D.

3 MLOP definitions document is
available on the ODTR website
www.odtr.ie

Introduction

Introduction to the programme

The Measuring Licensed Operator Performance (MLOP) programme is an initiative led by the ODTR in co-operation
with the leading fixed line telecommunications operators in the Irish market. This regular publication presents
quality of service performance results that have been provided by the major fixed line telecommunications
operators, for the measurement periods from October to December and July to September 2001.

How to use this information in evaluating telecommunications providers

The MLOP publication informs consumers of an operator's recent quality of service performance results. In
evaluating telecommunications providers, consumers may use these results in combination with other relevant
information such as price, geographic availability, payment options, commitment period etc, which can be
obtained from the telecommunications operators. In evaluating these results consumers should take factors such
as operator promise times, size, target market, supplier relationship and coverage area into consideration, as
outlined on page 6.

Which operators are taking part in this report?

Eight fixed line operators have submitted their performance measures for this report. The mobile operators are
not included at this stage. Not all fixed line operators with General Telecommunications Licences are included
in this report. From the 43 licensees operational in Ireland, some operators are excluded for one or more of the
following reasons:

* The services provided by these operators are not the subject of this report.

* The operator may have just recently entered the market. Licensees, who have their licence for less than
18 months are not obliged to enter this programme, but may enter on a voluntary basis.

It should also be noted that certain operators collect more data for performance measures than other operators.
This occurs when the size of their business exceeds pre-defined thresholds. All licensees are required to provide
data on the complaints parameter and only licensees exceeding the thresholds are required to provide data on
service provisioning and fault handling parameters.

Which consumer markets are addressed in this report?
This report presents measures separately for two categories of consumers:

* Business consumers

* Residential consumers

What other markets are addressed in this report?
This report also presents quality of service performance results of:

* Public payphone services provided by eircom’

* The supply of regulated services from the SMP” operator in the fixed services & networks markets (eircom) to
other licensed operators (OLOs).

What performance measures are reported?

At present the performance measures focus on the management of orders, faults and complaints and in particular
the promises made by the major fixed line operators to their customers. Every effort has been made to make all
the information in this report as accessible and understandable as possible to the reader. More detailed
information on the measures used in this programme may be obtained from the ODTR website
http://www.odtr.ie’



How accurate or comparable is this information?

All published measures included in this report have been subject to an independent audit and comparability
review process in order to ensure accuracy and comparability of results before their publication. The notes
on page 6 outline key operator characteristics that the reader should understand when comparing operator
performance.

Why is certain data excluded from the report?
In certain instances data for an operator does not appear in this publication. This data is categorised as follows:

(NC) Non Compliant: There may a number of different reasons for non-compliance:

1. No data was submitted by the operator for that particular measure.

2. The data was not audited.

3. The accuracy audit concluded that the data was inaccurate.

4. The comparability review concluded that the data was not comparable with data from other operators.

In certain cases, results may be included in this report subject to a caveat, e.g. an exceptional event has distorted
an operator's results in a way that is not representative of its overall performance.

Orders, Faults and Complaints defined

Order
An order is defined as a contractual commitment made to a customer to provide a product or service, or a
change to an existing service.

Order Completion is defined as the point when all items are available for use by the customer as confirmed
by the operator.

Fault
A customer reported fault is a report of a disrupted or degraded service that is made by a customer
and is attributable to the network of the service provider or an interconnected public network.

Fault Clearance is defined as being when all items are available for use by the customers as confirmed
by the operator.

Complaint

A Complaint is defined as an expression of dissatisfaction with the operator or the service it provides, received
from a user or a member or the public. Complaints will be formally “registered” by entering them into a
complaint database and assigning a unique reference number to each complaint.

A complaint is considered processed when
- a complainant agrees that all issues have been satisfactorily dealt with, and has been completed and closed, or
- the complaint is withdrawn, or

- the operator has completed all stages of its internal complaint handling procedures, and has informed the
complainant accordingly and the operator considers the complaint completed, or

- the complaint is gone to dispute resolution or litigation.
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For a detailed description of
service category, see Appendix C.

Information collected by operators

In the Residential and Business Markets, operators collect different measures depending on whether the operator:
* is deemed to be sufficiently large to collect meaningful measures for that service

* provides the specific service

Description of service categories’

Operators collect information depending on the type of service the operator provides. The following service
categories apply in the residential and business markets:

 Direct Access: this is where a customer has a single agreement with one operator for both ‘line rental’ and
‘call conveyance' services.

* Indirect Access: this is where a customer has a single telecommunications contract with Operator A for
'line rental' and with Operator B for 'call conveyance'.

* Leased Line: this is a single dedicated connection between two (or more) customer sites.

Residential Market

Orders Faults Complaints
SERVICE CATEGORYA DIRECT ACCESS INDIRECT ACCESS DIRECT ACCESS INDIRECT ACCESS DIRECT ACCESS INDIRECT ACCESS
Chorus v v v v v v
eircom v v v
Esat
ntl v v v v v

V/ OPERATOR SUBMITS DATA IN THIS CATEGORY OPERATOR DOES NOT SUBMIT DATA IN THIS CATEGORY

Business Market

Orders Faults Complaints

SERVICE CATEGORY" it Pysiortl v ol Pyivrll e DIRECT ACCESS | INDIRECT ACCESS
Chorus v v
Cable & Wireless v v
eircom v v v v v
Esat v v v v v v
nevada tele.com
ntl v
Ventelo 4 v
WorldCom v v v

V/ OPERATOR SUBMITS DATA IN THIS CATEGORY OPERATOR DOES NOT SUBMIT DATA IN THIS CATEGORY



s eircom has been designated as
having Significant Market Power
(SMP) in the fixed services and
network markets. For more detail
see glossary Appendix D.

Are all operators the same?
When comparing the operators' results presented in this report, the reader should give consideration to how
the structure of an operator's business may affect its results. Operators may differ in the following ways:

 Size: Operators measured in the report vary considerably in size, ranging from the large well-established
operators, to new market entrants who may be significantly smaller. The impact of "one-off" equipment
failures on smaller, newer operators can have a greater impact on their results than similar failures in
larger, established operators.

» Operator Promise Times: \When completing an order or clearing a fault, operators may differentiate
themselves from their competitors by applying different target promise times. Some operators may have
aggressive target promise times, while others are more extended. Readers of this report should take the
operators' target times into consideration when evaluating their performance.

» Coverage: The geographic coverage of each operator may vary. Some operators may have local
coverage, whilst others have regional, national or international coverage. A local failure may have a major
impact on the performance of a local operator, but only a minor impact on a few customers of a national
network operator.

» Target Market: Operators may target different segments of the market from households to multinational
corporate customers and provide a level of service corresponding to their requirements.

» Supplier Relationship: The structure of the telecommunications market is such that some licensed
operators may have a large degree of dependence on other operators, in particular those operators with
Significant Market Power’, who act as their supplier of wholesale telecommunications services.



Business Market Results

In evaluating these results consumers should take factors such as operator promise times,
size, target market, supplier relationship and coverage into consideration.



Orders completed
Direct Access

This chart shows the proportion of total direct access orders that an operator has
completed on or before the date that was confirmed or contracted with the customer.

GRAPH INDICATING PERCENTAGE OF TOTAL DIRECT ACCESS ORDERS COMPLETED
ON OR BEFORE DATE CONFIRMED/CONTRACTED WITH THE CUSTOMER

0% 25% 50% 75% 100%

. OCT-DEC 01 73.39%
eircom I
JUL-SEP O1
OCT-DEC O1
Esat

JUL-SEP O1

Operator target promise time for order completion

eircom Target date is the Customer required date
Esat Promise time variable




Variance from promised order completion date
Direct Access

This chart shows the spread of direct access order completions against the date
confirmed or contracted with the customer.

GRAPH INDICATING PERCENTAGE VARIANCE FROM PROMISED ORDER COMPLETION DATE

- <=0 DAY - 1 DAY - 2 DAYS 5 DAYS - 10 DAYS - 20 DAYS - >20 DAYS

30% 40% 50% 60% 70% 80% 20% 100%
eirCOm OCT-DEC O1
JUL-SEP O1
Esat T O ——
JUL-SEP O1
Operator target promise time for order completion
eircom Target date is the Customer required date
Esat Promise time variable
TABLE INDICATING PERCENTAGE VARIANCE FROM PROMISED ORDER COMPLETION DATE
<=0 DAY 1 DAY 2 DAYS 5 DAYS 10 DAYS 20 DAYS 20 DAYS
eircom am SR 73.39% A  2.82% Ak  2.60% | \ 433% )k  426% kA 8.77%|
JUL-SEP O1 74.32% 3.42% 1.49% 4.05% 4.32% 8.88%
Esat OCT-DEC 01 96.36% 0.00% 0.00% 0.00% 0.00% 1.82%

JUL-SEP O1 93.59% 0.00% 0.00% 2.56% 1.28% 2.56%




Orders completed
Indirect Access

This chart shows the proportion of total indirect access orders that an operator
has completed on or before the date that was confirmed or contracted with the customer.

GRAPH INDICATING PERCENTAGE OF INDIRECT ACCESS ORDERS COMPLETED
ON OR BEFORE DATE CONFIRMED/CONTRACTED WITH THE CUSTOMERS

0% 25% 50% 75% 100%

OCT-DEC 01

JUL-SEP O1
Esat
OCT-DEC O1

JUL-SEP O1

GROSs

GROSS

74.02%

OCT-DEC O1

JUL-SEP O1
Ventelo
OCT-DEC 01

JUL-SEP O1

75.00%

61.59%

OCT-DEC 01

JUL-SEP O1
WorldCom

OCT-DEC 01

JUL-SEP O1

10

Operator target promise time for order completion
Esat 10 days
Ventelo 10 days
WorldCom 28 days

* The Gross measure includes all indirect access orders completed by the operator.

* The Net measure represents those orders completed where the operator did not depend on another licensed
operator to complete the customer's order.



Variance from promised order completion date

Indirect Access

This chart shows the spread of indirect access order completions against the date

confirmed or contracted with the customer.

GRAPH INDICATING PERCENTAGE VARIANCE FROM PROMISED ORDER COMPLETION DATE

- <=0 DAY - 1 DAY -* 2 DAYS 5 DAYS - 10 DAYS - 20 DAYS - >20 DAYS
30%| 40%|. 50% 60%| 70%l 80%l 909{i 100‘%i
OCT-DEC 01 GROSS
llllllllllllllllllllllllllllllllllxllllllllllll m :llllll EEEEEEEEEEEE
JUL-SEP O1 GROSS
Esat EEEEEEEEEEEENEEEEEENERERNENEEEEEEN I‘IIIIIIIIIIIIII: HEEENEENERNERENERNNNR
O DG Ol T —— IIIIIIIIIIIJLII lllllll‘lllllllllllll
JUL-SEP O1 NET
[T[]]
T O RO | e — (T -----Jhl hllllll:l
JUL-SEP O1 GROSS
Ventelo IIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIII‘ill ‘
DG O T -
JUL-SEP O1 NET
LT
OCT-DEC O1 GROSS ‘
EEEEEEEEEEEEEE NN NN NN N NN
JUL-SEP O1 GROSS
WorldCom EEEEEEEEEEEENEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEN '
O D O T
JUL-SEP O1 NET
Operator target promise time for order completion
Esat 10 days
Ventelo 10 days
WorldCom 28 days
TABLE INDICATING PERCENTAGE VARIANCE FROM PROMISED ORDER COMPLETION DATE
<=0 DAY 1 DAY * 2 DAYS 5 DAYS 10 DAYS 20 DAYS >20 DAYS
OCT-DEC O1 GROSS 74.02% 0.00% 0.09% 3.56% 8.39% 13.95%
JUL-SEP 01 GROSS 60.82% 0.00% Ak | 2.11% 16.09% 20.86%
Esat
OCT-DECO1  NET 74.77% 0.00% 0.09% 3.50% 8.10% 13.54%
JUL-SEPO1  NET 62.63% 0.00% Ak | 2.17% 16.23% 18.86%
OCT-DEC 01 GROSS 75.00% 0.00% 1.56% 6.25% 3.13% 9.38%
JUL-SEP 01 GROSS 61.59% 3.66%h | 10.98% 6.10% 1.22%
Ventelo
OCT-DECO1  NET 75.00% 0.00% 1.56% 6.25% 3.13% 9.38%
JUL-SEPOT  NET 61.59% 3.65% 4 | 10.97% 6.10% 1.22%
OCT-DEC O1 GROSS 98.21% 0.75% 0.30% 0.30% 0.00% 0.00%
JUL-SEP 01 GROSS 99.19% 0.13% k| 0.27% 0.00% 0.00%
WorldCom
OCT-DEC O1 NET 98.21% 0.75% 0.30% 0.30% 0.00% 0.00%

JUL-SEP O1

NET 99.19% NE

0.00% 0.00%

* The Gross measure includes all indirect access orders completed by the operator.

* The Net measure represents those orders completed where the operator did not depend on another licensed
operator to complete the customer's order.

* There was no requirement to measure the variance of 2 days from promise time from July to Sept 01

11



12

Orders completed
Leased Line

This chart shows the proportion of total leased line orders that an operator
has completed on or before the date that was confirmed or contracted with the customer.

PERCENTAGE OF TOTAL LEASED LINE ORDERS COMPLETED ON OR BEFORE DATE CONFIRMED/CONTRACTED WITH CUSTOMERS

0% 25% 50% 75%
| |

100%

eircom

® OCT-DECO1

m

Esat

OCT-DEC 01

80.87%

Operator target promise time for order completion

eircom 22 days for leased line circuits <2M, 26 days for 2M circuits &
circuits >2M are project managed

Esat Promise time variable

« Supplementary delivery process information provided by eircom



- <=0 DAY

Variance from promised order completion date
Leased Line

This chart shows the spread of leased line orders against the date confirmed or contracted with the customer.

GRAPH INDICATING PERCENTAGE VARIANCE FROM PROMISED ORDER COMPLETION DATE

- 1 DAY - 5 DAYS - 10 DAYS 20 DAYS - 30 DAYS - 50 DAYS - 100 DAYS 00 DAYS

3o%| 40%i 50%| 6o%| 70%i 80%|; 90%| 1009
[[]] L]
eircom ® OCT-DEC 01 m ‘ EEEE
L]
Esat OCT-DEC 01 ‘ |
Operator target promise time for order completion
eircom 22 days for leased line circuits <2M, 26 days for 2M circuits &
circuits >2M are project managed
Esat Promise time variable
TABLE INDICATING PERCENTAGE VARIANCE FROM PROMISED ORDER COMPLETION DATE
<=0 DAY 1 DAY 5 DAYS 10 DAYS 20 DAYS 30 DAYS 50 DAYS 100 DAYS 100 DAYS
eircom ® OCT-DEC O1 72.11% 1.47% 2.38% 3.06% 2.04% 2.04% 6.58%
Esat OCT-DEC 01 80.87% 0.00% 0.87% 0.87% 0.87% 7.83% 6.96%

13



Faults reported
Direct Access

This chart shows the number of customer reported faults each operator
has registered per 100 direct access lines.

NUMBER OF FAULTS REPORTED PER 100 DIRECT ACCESS LINES

14

25.00
20.00
15.00
10.00
OCT-DEC O1 JUL-SEP O1 OCT-DEC O1 JUL-SEP O1
eircom Esat
Customer reported faults cleared by promised target time
Direct Access
This chart shows the proportion of direct access customer reported faults that an operator has
cleared within the promised target time.
GRAPH INDICATING PERCENTAGE OF CUSTOMER REPORTED FAULTS CLEARED BY PROMISE TARGET TIME
0% zsej 50%} 7597 100%
. OCT-DEC 01 81.65%
eircom
JUL-SEP O1
Esat oerpEeon 1 S S S S S O
JUL-SEP 01 76.30%

Operator target time

eircom 17 working hours
Esat 5 hours Emergency and 48 hours non-emergency




Variance from promised fault clearance target time
Direct Access

This chart shows the spread of direct access customer reported fault clearances
against the promised target time.

GRAPH INDICATING PERCENTAGE VARIANCE FROM PROMISED CLEARANCE TIME

- <=0 HOURS - 1HOUR - 4 HOURS - 8 HOURS - 24 HOURS

- »24 HOURS

30% 40% 50% 60% 70% 80% 90% 100%
I I I AR N |
eircom e NSNS NSNS NN NN NN
JUL-SEP O1
OCT-DEC O1 ‘ h J
Esat NN NN e A ey e hn e nkn
JUL-SEP O1
Operator target time
eircom 17 working hours
Esat 5 hours emergency and 48 hours non emergency
GRAPH INDICATING PERCENTAGE VARIANCE FROM PROMISED CLEARANCE TIME
<=0 HOURS 1HOUR 4 HOURS 8 HOURS 24 HOURS »24 HOURS
eircom OCT-DEC O1 81.65% 1.16% 2.69% 1.82% 2.13% 10.55%
JUL-SEP 01 78.21% 1.23% 2.89% 2.00% 2.59% 13.08%
Esat OCT-DEC O1 84.18% 2.53% 5.06% 1.27% 5.06% 1.90%
JUL-SEP O1 76.30% 3.57% 3.90% 2.92% 8.77% 4.55%

15



Faults reported
Indirect Access

This chart shows the number of customer reported faults each operator

has registered per 100 Calling Line Identities.

NUMBER OF FAULTS REPORTED PER 100 CALLING LINE IDENTITIES

16

0.50
0.40
0.40
0.30
0.20
0.21 Non Non Non
0.13 Compliant Compliant Compliant 0.10 0.12 0.05 0.08
OCT-DEC O1 JUL-SEP O1 OCT-DEC 01 JUL-SEP O1 OCT-DECO1 OCT-DECO1 OCT-DECO1  JUL-SEP O1 OCT-DECO1  JUL-SEP O1
GROSS GROSS NET NET JUL-SEP O1 JUL-SEP O1 GROSS GROSS NET NET
GROSS NET
Esat Ventelo WorldCom
Faults cleared by promised target time
Indirect Access
This chart shows the proportion of indirect access customer reported faults that an operator
has cleared within the promised target time.
GRAPH INDICATING CUSTOMER REPORTED FAULTS CLEARED BY PROMISED TARGET TIME
100%
OCT-DEC O1
JUL-SEP O1
Esat
OCT-DEC O1
JUL-SEP O1 NET [NON-COMPLIANT
OCT-DEC O1 GROSS |NON-COMPLIANT
JUL-SEP O1 GROSS |[NON-COMPLIANT
Ventelo
OCT-DEC O1 NET |[NON-COMPLIANT
JUL-SEP O1 NET INON-COMPLIANT
OCT-DEC O1
JUL-SEP O1
WorldCom
OCT-DEC O1
JUL-SEP O1

Operator target promise time for fault clearance

Esat
WorldCom

5 hours for emergency faults and 48 hours for non-emergency faults
24 hours for outages and 48 hours for degraded service
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Variance from promised fault clearance target time
Indirect Access

This chart shows the spread of indirect access customer reported fault clearances
against the promised target time.

GRAPH INDICATING PERCENTAGE VARIANCE FROM PROMISED FAULT CLEARANCE TIME

- 1HOUR - 4 HOURS - 8 HOURS - 24 HOURS - 24 HOURS

30% 40% 50% 60% 70% 80% 90% 100%

OCT-DEC O1 GROSS
JUL-SEP O1 GROSS
Esat
OCT-DEC O1 NET
JUL-SEP O1 NET
OCT-DEC O1 GROSS
JUL-SEP O1 GROSS
Ventelo
OCT-DEC O1 NET
JUL-SEP O1 NET
OCT-DEC O1 GROSS
llllllllllllllllllllllllIlllllllllIllllllllllllllllllllllllllllllll:
JUL-SEP O1 GROSS
WorldCom AR RN RN RN ERAER NN ERNERRENERNENRRNERENEER
OCT-DECOT - NET llllIlllllllllllllllllllllllllllllllllllllllIllllllllllllllllllllll‘ b
JUL-SEP O1 NET
Operator target promise time for fault clearance
Esat 5 hours for emergency faults and 48 hours for non-emergency faults
WorldCom 24 hours for outages and 48 hours for degraded service
TABLE INDICATING PERCENTAGE VARIANCE FROM PROMISED FAULT CLEARANCE TIME
<=0 HOURS 1HOUR 4 HOURS 8 HOURS 24 HOURS 24 HOURS
OCT-DEC O1 GROSS 78.38% 1.54% 2.70% 2.70% 5.02% 9.65%
JUL-SEP O1 GROSS 83.50% 1.81% 3.22% 2.41% 3.82% 5.23%
Esat
OCT-DEC O1 NET 79.88% 1.83% 4.27% 2.44% 4.27% 7.32%
JUL-SEP O1 NET NON-COMPLIANT
OCT-DEC O1 GROSS NON-COMPLIANT
JUL-SEP O1 GROSS NON-COMPLIANT
Ventelo
OCT-DEC 01 NET NON-COMPLIANT
JUL-SEP O1 NET NON-COMPLIANT
OCT-DEC O1 GROSS 95.10% 0.00% 0.70% 0.00% 1.40% 2.80%
JUL-SEP O1 GROSS CERAVS 0.00% 0.96% 0.96% 0.64% 3.83%
WorldCom
OCT-DEC O1 NET 93.48% 0.00% 1.45% 0.00% 2.17% 2.90%
JUL-SEP 01 NET 94.15% 0.00% 0.00% 1.46% 0.52% 3.90%

* The Gross measure represents all indirect access faults cleared by the operator.

* The Net measure represents those faults cleared where the operator did not depend on another licensed
operator to clear the customer's fault.
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Customer reported faults cleared by promised target time

Leased Lines

This chart shows the proportion of Leased Line customer reported faults that an operator has cleared within the

promised target time.

GRAPH INDICATING PROPORTION OF CUSTOMER REPORTED FAULTS CLEARED BY PROMISE TARGET TIME

0%

25% 50% 75%
| | |

100%

eircom

OCT-DEC O1

JUL-SEP O1

89.49%

Esat

OCT-DEC O1

JUL-SEP O1

eircom
Esat

Operator target promise time for fault clearance

8 hours
5 hours for emergency faults and 48 hours for non-emergency faults




Variance from promised fault clearance target time
Leased Lines

This chart shows the spread of Leased Line customer reported fault clearances
against the promised target time.

GRAPH INDICATING PERCENTAGE VARIANCE FROM PROMISED FAULT CLEARANCE TIME

- <=0 HOURS - 1HOUR - 2 HOURS - 4 HOURS - 8 HOURS - >8 HOURS

30% 40% 50% 60% 70% 80% 90% 100%
. OCT-DEC O1
eircom EEEEEEEEEE NN NN NN NN N
JUL-SEP O1
Esat OCT-DEC O1
JUL-SEP O1
Operator target promise time for fault clearance
eircom 8 hours
Esat 5 hours for emergency faults and 48 hours for non-emergency faults
TABLE INDICATING PERCENTAGE VARIANCE FROM PROMISED FAULT CLEARANCE TIME
<=0 HOURS 1 HOUR 2HOURS 4 HOURS 8 HOURS »8 HOURS
eircom OCT-DEC 01 92.00% 1.44% 0.66% 1.10% 0.83% 3.96%
JUL-SEP 01 89.49% 1.11% 1.20% 1.51% 1.78% 4.91%
Esat OCT-DEC 01 87.92% 2.92% 2.50% 2.08% EWEY) 0.83%
JUL-SEP O1 66.67% 4.09% 4.09% 2.73% 6.43% 15.98%
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Complaints Registered
Direct Access

This chart shows the number of direct access complaints that each operator
has registered per 100 direct access lines.

NUMBER OF REGISTERED DIRECT ACCESS COMPLAINTS PER 100 DIRECT ACCESS LINES

5.50
4.00
2.50
1.00
0.27
No complaints No complaints No complaints
registered in the period | registered in the period | Non Compliant | ‘ | registered in the period | Non Compliant |
OCT-DEC O1 OCT-DEC O1 OCT-DEC O1 OCT-DEC O1 OCT-DEC O1 OCT-DEC O1 OCT-DEC 01
Cable &
Chorus Wireless eircom Esat Nevada ntl Worldcom



Complaints Processed
Direct Access

This chart show the proportion of registered direct access complaints that an operator has
processed within 28 days of registration

GRAPH INDICATING PERCENTAGE OF REGISTERED COMPLAINTS EACH OPERATOR
HAS PROCESSED WITHIN 28 ELAPSED DAYS OF REGISTRATION

0% 25% 50% 75% 100%

Chorus OCT-DEC O | NO COMPLAINTS REGISTERED |IN THE PERIOD
Cable & |
. OCT-DEC O1 | NO COMPLAINTS REGISTERED|IN THE PERIOD
Wireless
eircom OCT-DEC 01 [ NON-COMPLIANT
Esat OCT-DEC 01 100.00%
Nevada OCT-DEC O1 | NO COMPLAINTS REGISTERED|IN THE PERIOD
ntl OCT-DEC 01 | NON-COMPLIANT
Worldcom OCT-DEC 01

100.00%

21
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0.50

0.40

0.30

Complaints Registered
Indirect Access

This chart shows the number of indirect access complaints that each

operator has registered per 100 calling line identities

No complaints
registered in the period |

OCT-DEC O1

OCT-DEC 01 OCT-DEC 01 OCT-DEC O1 OCT-DEC O1
GROSS & NET GROSS NET GROSS NET
Chorus Cable & Wireless Esat

NUMBER OF REGISTERED INDIRECT ACCESS COMPLAINTS PER 100 CALLING LINE IDENTITIES

OCT-DEC 01
GROSS NET

Nevada
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Complaints Processed

Indirect Access

This chart show the proportion of registered indirect access complaints that an operator has

processed within 28 days of registration

GRAPH INDICATING PERCENTAGE OF REGISTERED COMPLAINTS EACH OPERATOR
HAS PROCESSED WITHIN 28 ELAPSED DAYS OF REGISTRATION

0% 25% 50% 75% 100%
GROSS | NO COMPLAINTS REGISTERED IN THE|PERIOD)
Chorus  ocrt-peco1
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Cable & aross | 100.00%
) OCT-DEC 01 . ! ! ! | [/ ([ [ ! [ [ [ /' | ' | | |
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Residential Market Results

In evaluating these results consumers should take factors such as operator promise times,
size, target market, supplier relationship and coverage into consideration.
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Orders completed
Direct Access

This chart shows the proportion of total direct access orders that an operator has completed
on or before the date that was confirmed or contracted with the customer.

GRAPH INDICATING PERCENTAGE OF TOTAL DIRECT ACCESS ORDERS COMPLETED
ON OR BEFORE DATE CONFIRMED/CONTRACTED WITH THE CUSTOMER

0% 25% 50% 75%

100%

OCT-DEC 01 [NON-COMPLIANT

chorus
JUL-SEP O1 [#
. OCT-DEC 01
elrcom
JUL-SEP O1 78.69%
OCT-DEC 01
ntl | I I N SN S S S S U S S S S S S

JUL-SEP O1

CAWEY

Operator target promise time for order completion

eircom Target date is the customer required date
ntl Oct - Dec 01 target promise time is 48 hours for feature changes and bespoke times for installations

Jun - Sep 01 target promise time is 24 hours for feature changes and bespoke times for installations

* Chorus were not required to submit data for the Jul-Sep 01 measurement period



Variance from promised order completion date
Direct Access

This chart shows the spread of direct access order completions against the date confirmed or
contracted with the customer.

GRAPH INDICATING PERCENTAGE VARIANCE FROM PROMISED ORDER COMPLETION DATE

- <=0 DAY - 1 DAY - 2 DAYS 5 DAYS - 10 DAYS - 20 DAYS - 520 DAYS

30% 40% 50% 60% 70% 80% 90% 100%
chorus OCT-DEC 01 [NON-COMPLIANT
JUL-SEP O1 ||
e,-rcom OCT-DEC O1
JUL-SEP O1
ntl OCT-DEC O1
JUL-SEP O1
Operator target promise time for order completion
eircom Target date is the customer required date
ntl Oct - Dec 01 target promise time is 48 hours for feature changes and bespoke times for installations
Jun - Sep 01 target promise time is 24 hours for feature changes and bespoke times for installations
TABLE INDICATING PERCENTAGE VARIANCE FROM PROMISED ORDER COMPLETION DATE
<=0 DAY 1DAY 2 DAYS 5 DAYS 10 DAYS 20 DAYS »20 DAYS
chorus OCT-DEC 01 NON-COMPLIANT
JUL-SEP O1 %
eircom anTdel  80.74% k  3.60% A  1.56%| L 297% k  2.63%k  575%|
JUL-SEP O1 78.69% 6.73% 1.16% 3.93% 2.40% 4.46%
ntl OCT-DEC O1 98.69% 0.65% 0.65% 0.00% 0.00% 0.00%
JUL-SEP O1 CAWEYS 2.16% 1.08% 1.80% 0.36% 1.08%

* Chorus were not required to submit data for the Jul-Sep 01 measurement period
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Orders completed
Indirect Access

This chart shows the proportion of total indirect access orders, that an operator has completed
on or before the date that was confirmed or contracted with the customer.

GRAPH INDICATING PERCENTAGE OF INDIRECT ACCESS ORDERS COMPLETED
ON OR BEFORE DATE CONFIRMED/CONTRACTED WITH THE CUSTOMER

0% 25% 50% 75% 100%

chorus

OCT-DEC O1

JUL-SEP O1

OCT-DEC O1

JUL-SEP O1

GROSS INON-COMPLIANT

GROSS %

NET INON-COMPLIANT

NET %

Esat

OCT-DEC O1

JUL-SEP O1

OCT-DEC O1

JUL-SEP O1

GROSS

GROSS

NET

NET

100.00%
99.99%

100.00%
100.00%

ntl

OCT-DEC O1

JUL-SEP O1

OCT-DEC O1

JUL-SEP O1

GROSS

GROSS

NET

NET

95.50%

Operator target promise time for order completion

Esat 12 days from October to December 01 and 25 days from July to September 01
ntl 14 days for indirect access orders and 21 days with an indirect access and digijtal TV package

* The Gross measure includes all indirect access orders completed by the operator.

* The Net measure represents those orders completed where the operator did not depend on another licensed
operator to complete the customer's order.

* Chorus were not required to submit data for the Jul-Sep 01 measurement period



Variance from promised order completion date
Indirect Access

This chart shows the spread of indirect access order completions against the date confirmed
or contracted with the customer.

GRAPH INDICATING PERCENTAGE VARIANCE FROM PROMISED ORDER COMPLETION DATE

- (=0 DAY - 1 DAY - 42 DAYS 5 DAYS - 10 DAYS - 20 DAYS - 520 DAYS

30% 40% 50% 60% 70% 80% 90% 100%

OCT-DEC 01 GROSS [NON-COMPLIANT
JUL-SEP O1 GROSS |#
chorus
OCT-DEC 01 NET NON-COMPLIANT
JUL-SEP O1 NET %
OCT-DEC O1 GROSS
e
JUL-SEP O1 GROSS
Esat IIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIlllllllllllllllllli
OCT-DEC O NET NSNS EEEEEEEE
JUL-SEP O1 NET
OCT-DECOT GROSS llllllllllllllllllllllllllllllllllllllllllllllllllllllthJ IlJ.l llJill:
JUL-SEP O1 GROSS
ntl llllllllllllllllllllllllllllllllllllllllllllllllllllllllllmlllll | | I‘
OCTDECOT  NET llllllllllllllllllllllllllllllllllIIIIIIIIIIIIIIIIIIIIIJ J IlJ.l EEEEE
JUL-SEP O1 NET
Operator target promise time for order completion
Esat 12 days from October to December 01 and 25 days from July to September 01
ntl 14 days for indirect access orders and 21 days with an indirect access and digjtal TV package
TABLE INDICATING PERCENTAGE VARIANCE FROM PROMISED ORDER COMPLETION DATE
<=0 DAY 1 DAY 4 2 DAYS 5 DAYS 10 DAYS 20 DAYS >20 DAYS
OCT-DEC O1 GROSS NON-COMPLIANT
JUL-SEP O1 GROSS *
chorus
OCT-DEC 01 NET NON-COMPLIANT
JUL-SEP O1 NET *
OCT-DEC O1 GROSS 100.00% 0.00% 0.00% 0.00% 0.00% 0.00%
JUL-SEP O1 GROSS 99.99% 0.01%%k | 0.00% 0.00% 0.00%
Esat
OCT-DECO1  NET 100.00% 0.00% 0.00% 0.00% 0.00% 0.00%
JUL-SEP 01 NET 100.00% 0.00%4h | [N [ 0.00%
OCT-DEC O1 GROSS 81.74% 2.03% 0.29% 3.48% 2.61% 7.83%
JUL-SEP O1 GROSS 95.50% 0.18% Lk | 2.16% 0.36% 0.90%
ntl
OCT-DECO1  NET 81.74% 2.03% 0.29% 3.48% 2.61% 7.83%
JUL-SEPO1  NET 95.50% 0.18% k | 2.16% 0.36% 0.90%

* The Gross measure includes all indirect access orders completed by the operator.

* The Net measure represents those orders completed where the operator did not depend on another licensed
operator to complete the customer's order.

o There was no requirement to measure the variance of 2 days from promise time from July to Sept 01

* Chorus were not required to submit data for the Jul-Sep 01 measurement period
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Faults reported
Direct Access

This chart shows the number of customer reported faults each operator
has registered per 100 direct access lines.

NUMBER OF FAULTS REPORTED PER 100 DIRECT ACCESS LINES

8.00
6.00
4.00
2.00
NON-COMPLIANT *
OCT-DEC 01 JUL-SEP O1 OCT-DEC O1 JUL-SEP O1 OCT-DEC O1 JUL-SEP O1
chorus eircom ntl
Customer reported faults cleared by promised target time
Direct Access
This chart shows the proportion of direct access customer reported faults that an operator
has cleared within the promised target time.
GRAPH INDICATING PERCENTAGE OF CUSTOMER REPORTED FAULTS CLEARED BY PROMISE TARGET TIME
0% 25% 50% 75% 100%
chorus OCT-DEC 01 [NON-COMPLIANT
JUL-SEP O1 %
eircom OCT-DEC O1
JUL-SEP O1 74.08%
ntl OCT-DEC O1
JUL-SEP O1

30

Operator target promise time for fault clearance

eircom 17 working hours
ntl End of next working day

* Chorus were not required to submit data for the Jul-Sep 01 measurement period



Variance from promised fault clearance target time
Direct Access

This chart shows the spread of direct access customer reported faults clearances
against the promised target time.

GRAPH INDICATING PERCENTAGE VARIANCE FROM PROMISED CLEARANCE TIME

- <=0 HOURS - 1HOUR - 4 HOURS - 8 HOURS - 24 HOURS - 24 HOURS

30% 40% 50% 60% 70% 80% 90% 100%
ChOruS OCT-DEC 01 |NON-COMPLIANT
JUL-SEP O1 | %
. OCT-DEC 01 L
eircom S ———
JUL-SEP O1
ntl T T ——— IIIJIIIIIIIIIIIIIIIII
JUL-SEP O1
Operator target promise time for fault clearance
eircom 17 working hours
ntl End of next working day
TABLE INDICATING PERCENTAGE VARIANCE FROM PROMISED CLEARANCE TIME
<=0 HOURS 1 HOUR 4 HOURS 8 HOURS 24 HOURS >24 HOURS
Chorus OCT-DEC O1 NON-COMPLIANT
JUL-SEP O1 %
eircom OCT-DEC 01 80.08% 1.31% 3.25% 2.38% 2.08% 10.89%
JUL-SEP O1 74.08% 1.53% 3.82% 3.26% 2.63% 14.68%
ntl OCT-DEC 01 82.50% 0.00% 0.00% 0.00% 0.00% 17.50%
JUL-SEP O1 67.54% 0.00% 0.00% 0.00% 10.53% PAKCEYS

* Chorus were not required to submit data for the Jul-Sep 01 measurement period 31



Faults reported
Indirect Access

This chart shows the number of customer reported faults each operator
has registered per 100 Calling Line Identities.

NUMBER OF FAULTS REPORTED PER 100 INDIRECT ACCESS LINES

0.75
0.50
0.25
Non Non Non Non
Compliant Compliant | | Compliant Compliantl

OCT-DEC O1 OCT-DEC 01 OCT-DEC O1 JUL-SEP O1 OCT-DEC O1 JUL-SEP O1 OCT-DEC 01 JUL-SEP O1 OCT-DEC 01 JUL-SEP O1
GROSS NET GROSS GROSS NET NET GROSS GROSS NET NET
chorus Esat ntl

* The Gross measure represents all indirect access faults reported to the operator.

* The Net measure represents all customer reported faults where the operator does not depend on another
licensed operator to clear the customer's fault.

Customer reported faults cleared by promised target time
Indirect Access

This chart shows the proportion of indirect access customer reported faults that an operator
has cleared within the promised target time.

GRAPH INDICATING PERCENTAGE CUSTOMER REPORTED FAULTS CLEARED BY PROMISED TARGET TIME

0% 25% 50% 75% 100%
OCT-DEC O1 GROSS NON-COMPLIANT
JUL-SEP O1 GROSS %
chorus
OCT-DEC O1 NET NON-COMPLIANT
JUL-SEP O1 NET %
OCT-DECOT CROSS | — i
JUL-SEP O1 GROSS 48.55%
Esat
OCT-DEC 01 NET NON-COMPLIANT
JUL-SEP O1 NET NON-COMPLIANT
OCT-DEC O1
JUL-SEP O1
ntl
OCT-DEC O1
JUL-SEP O1

Operator target promise time for fault clearance

Esat 48 hours
ntl End of next working day

* The Gross measure represents all indirect access faults cleared by the operator.
* The Net measure represents those faults cleared where the operator did not depend on another licensed
32 operator to clear the customer's fault.



- <=0 HOURS

- 1HOUR

Variance from promised fault clearance target time
Indirect Access

This chart shows the spread of indirect access customer reported faults clearances
against the promised target time.

GRAPH INDICATING PERCENTAGE VARIANCE FROM PROMISED FAULT CLEARANCE TIME

- 4 HOURS - 8 HOURS - 24 HOURS

40% 60% 80%

- »24 HOURS

30% 50% 70% 90% 100%

OCT-DEC O1 GROSS
chorus JUL-SEP O1 GROSS
OCT-DECO1 NET
JUL-SEP O1 NET
OCT-DEC O1 GROSS
JUL-SEP O1 GROSS
Esat
OCT-DECO1 NET
JUL-SEP O1 NET
OCT-DECO1 GROSS
JUL-SEP 01 GROSS
ntl
OCT-DECO1 NET h
NN NN NN NN NN N NN N
JUL-SEP O1 NET
Operator target promise time for fault clearance
Esat 48 hours
ntl End of next working day
TABLE INDICATING PERCENTAGE VARIANCE FROM PROMISED FAULT CLEARANCE TIME
<=0 HOURS 1HOUR 4 HOURS 8 HOURS 24 HOURS >24 HOURS
OCT-DEC O1 GROSS NON-COMPLIANT
JUL-SEP O1 GROSS *
chorus
OCT-DEC O1 NET NON-COMPLIANT
JUL-SEP O1 NET *
OCT-DEC O1 GROSS 4493% 2.45% 2.62% 1 -57% 6-29% 42.13%
JUL-SEP O1 GROSS 48.55% 1.78% 2.81% 1.41% 4.78% 40.67%
Esat
OCT-DEC O1 NET NON-COMPLIANT
JUL-SEP O1 NET NON-COMPLIANT
OCT-DECO1 GROSS 88.89% 0.00% 0.00% 0.00% 0.00% o e I e 7
JUL-SEP O1 GROSS 73.33% 0.00% 0.00% 0.00% 13.33% 13.33%
ntl
OCT-DECO1  NET 85.71% 0.00% 0.00% 0.00% 0.00% 14.29%
JULsEPol  NET 85.71% 0.00% 0.00% 0.00% 14.29% 0.00%

* The Gross measure represents all indirect access faults cleared by the operator.

* The Net measure represents those faults cleared where the operator did not depend on another licensed
operator to clear the customer's fault.

* Chorus were not required to submit data for the Jul-Sep 01 measurement period
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0.50

Complaints Registered
Direct Access

This chart shows the number of direct access complaints that each operator
has registered per 100 direct access lines.

NUMBER OF REGISTERED DIRECT ACCESS COMPLAINTS PER 100 DIRECT ACCESS LINES

1.23 1.15

Non Compliant |

OCT-DEC O1 OCT-DEC O1 OCT-DEC O1
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Complaints Processed
Direct Access

This chart show the proportion of registered direct access complaints that an operator has
processed within 28 days of registration

GRAPH INDICATING PERCENTAGE OF REGISTERED COMPLAINTS EACH OPERATOR
HAS PROCESSED WITHIN 28 ELAPSED DAYS OF REGISTRATION

0% 25% 50% 75% 100%
| | |
Chorus OCT-DEC 01 86.36%
eircom OCT-DEC 01 INON-COMPLIANT
ntl OCT-DEC 01

78.79%
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Complaints Registered
Indirect Access

This chart shows the number of indirect access complaints that each
operator has registered