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Introduction

The purpose of this document is to describe the claim process, measurement and timing, and definitions which support the Broadband Service Level Guarantee scheme.
Full information detailing the terms of the Service Level Agreements, Service Level Guarantees and compensation levels can be found in the appropriate product terms & conditions. If there is any difference between the terms & conditions for your BT Wholesale Broadband service(s) and this document, the terms & conditions will take precedence.
1 Service Level Agreements

The provide and repair processes for BT Wholesale Datastream and IPstream products are supported by Service Level Agreements (SLAs) to ensure customers receive the highest standard of service and are compensated if service levels deteriorate.

Service level reports, as detailed within the product terms & conditions are available via Broadband Customer Reporting (BBCR) and Wholesale Customer Reporting (WCR) on btwholesale.com.

2 Service Level Guarantee (SLG) Provision Criteria
The SLG scheme for provision covers BT Datastream, BT IPstream and BT IPstream Connect products.

For detail of the Service Level Guarantees and compensation levels please see the appropriate product terms & conditions.
Any compensation payment for failure to meet the service level guarantees detailed within the terms & conditions will be in full and final settlement of any claims relating to such service level guarantees.
2.1 SLG Provision Reporting / Timing
The Provision SLG will be applied on a per customer basis (per Communications Provider (CP) for each applicable individual DSL provision order within the SLG Reporting Period. 
The following SLG data, specific to the individual customer is available for each month, via Wholesale Customer Reporting (WCR) on btwholesale.com.
SLG for On Time Delivery (BT2R_OTD_SLG)

· ADSL End User Orders installed by Original Delivery Date (ODD)

· SDSL End User Orders installed by Original Delivery Date (ODD)

SLG for Datastream VP

· Virtual Path orders installed by Contractual Delivery Date (Datastream)

The SLG reports will be available to the customer on the 3rd of each month, for the previous month.

The measure will include all provide orders closed within the reporting period.

Information relating to aggregate access provisions, as below, will be available via WCR.
· BT Customer Access Link / ATM Access Port service provided by Contractual Delivery Date (Datastream )

· BT Central / Central Plus service provided by Contractual Delivery Date (CDD) (IPstream)

2.2 Provision Eligibility

All provisions of DSL End User / Datastream Virtual Path orders that are completed after the ODD / CDD, except where this has been at the customer’s request, will be classed as late provision and will be expressed as a percentage of the total provision per customer for a given reporting period.

A successful provision is defined as occurring on or before the ODD / CDD.

If BT fails to meet the SLG target compensation will be applicable to all late provisions within the reporting period.

2.3 SLG Provision Exclusions 
2.3.1 Datastream, IPstream and IPstream Connect End Users (EU)

The following order types are excluded from the EU Provision SLG:

· Cease

· Shift

· Modify (including regrade and rearrange)
· Bulk Migration

· CP migration

· EU migration

· Cancel

· Rejected orders

2.3.2 Datastream Virtual Paths

The following order types are excluded from the provision SLG:

· Cease

· Shift

· Regrade

· Rearrange

· Cancel

· Rejected orders

2.3.3 Datastream Customer Access Link and ATM Access Ports

The following order types are excluded from the provision SLG:

· Cease

· Shift

· Regrade

· Rearrange

· Cancel

· Rejected order

2.3.4 IPstream Central and Central Plus

The following order types are excluded from the provision SLG:

· Cease 

· Shift

· Regrade

· Rearrange

· Cancel

· Rejected orders

2.4 Provision Measures

The Service Level Guarantee reporting period will be based on each calendar month.

The following base measures will be used in the calculations.

	PL2C RFT OTD
	Provision
	Customer Access Link, ATM Access Port, BT Central / Central Plus, Datastream Virtual Paths

	BL2C RFT OTD
	Provision 
	ADSL and SDSL End Users


2.4.1 ADSL End User Provision Measure Calculation

SLG for On Time Delivery (BT2R_OTD_SLG)
	Numerator
	Number of ADSL End User Broadband orders not installed on or before the Original Delivery Date within the Reporting Period.

	Denominator
	Number of ADSL End User Broadband orders completed within the Reporting Period.

	Period of Record
	Calendar Month

	% Success
	Success / Volume x 100 (expressed as a percentage)

	Summarisation
	By product, within product group, by customer

	Includes
	All ADSL End User new provide orders closed within the Reporting Period.

	Excludes
	Orders still open at the end of the Reporting Period. Delays due to customer amended provision date. 
Delays due to PSTN line not in-situ.

Order types as listed in the ‘Exclusions’ section of this document.


2.4.2 SDSL End User Provision Measure Calculation

SLG for On Time Delivery (BT2R_OTD_SLG)
	Numerator
	Number of SDSL End User Broadband orders not installed on or before the Original Delivery Date within the Reporting Period.

	Denominator
	Number of ADSL End User Broadband orders completed within the Reporting Period.

	Period of Record
	Calendar Month

	% Success
	Success / Volume x 100 (expressed as a percentage)

	Summarisation
	By product, within product group, by customer

	Includes
	All SDSL End User new provide orders closed within the Reporting Period.

	Excludes
	Orders still open at the end of the Reporting Period.

Delays due to customer amended provision date. 
Delays due to PSTN line not in-situ.

Order types as listed in the ‘Exclusions’ section of this document.


2.4.3 Datastream Virtual Path Provision Measure Calculation
SLG for Datastream VP
	Numerator
	Number of BT Datastream Virtual Path orders not installed on or before the Contractual Delivery Date within the Reporting Period.

	Denominator
	Number of BT Datastream Virtual Path orders completed within the Reporting Period.

	Period of Record
	Calendar Month

	% Success
	Success / Volume x 100 (expressed as a percentage)

	Summarisation
	By product, within product group, by customer

	Includes
	All VP provide orders closed within the Reporting Period.

	Excludes
	Orders still open at the end of the Reporting Period.

Delays due to customer amended provision date. Order types as listed in the ‘Exclusions’ section of this document.


2.4.4 Datastream Customer Access Link Provision Measure Calculation

The Customer Access Link provision measure will be provided on submission of a claim from a customer, as detailed later in this document.

	Numerator
	Number of BT Datastream Customer Access Link orders not installed on or before the Contractual Delivery Date within the Reporting Period.

	Denominator
	Number of BT Datastream Customer Access Link orders completed within the Reporting Period.

	Period of Record
	Calendar Month

	% Success
	Success / Volume x 100 (expressed as a percentage)

	Summarisation
	By product, within product group, by customer

	Includes
	All CAL provide orders closed within the Reporting Period.

	Excludes
	Orders still open at the end of the Reporting Period.

Delays due to customer amended provision date. Order types as listed in the ‘Exclusions’ section of this document.


2.4.5 Datastream ATM Access Port Provision Measure Calculation

The ATM Access Port provision measure will be provided on submission of a claim from a customer, as detailed later in this document.

	Numerator
	Number of BT Datastream ATM Access Port orders not installed on or before the Contractual Delivery Date within the Reporting Period.

	Denominator
	Number of BT Datastream ATM Access Port orders completed within the Reporting Period.

	Period of Record
	Calendar Month

	% Success
	Success / Volume x 100 (expressed as a percentage)

	Summarisation
	By product, within product group, by customer

	Includes
	All ATM Access Port provide orders closed within the Reporting Period.

	Excludes
	Orders still open at the end of the Reporting Period.

Delays due to customer amended provision date. Order types as listed in the ‘Exclusions’ section of this document.


2.4.6 IPstream Central / Central Plus Provision Measure Calculation

The Central / Central Plus provision measure will be provided on submission of a claim from a customer, as detailed later in this document.

	Numerator
	Number of BT IPstream Centrals orders not installed on or before the Contractual Delivery Date within the Reporting Period.

	Denominator
	Number of BT IPstream Centrals orders completed within the Reporting Period.

	Period of Record
	Calendar Month

	% Success
	Success / Volume x 100 (expressed as a percentage)

	Summarisation
	By product, within product group, by customer

	Includes
	All Centrals provide orders closed within the Reporting Period.

	Excludes
	Orders still open at the end of the Reporting Period.

Delays due to customer amended provision date. Order types as listed in the ‘Exclusions’ section of this document.


3 Service Level Guarantee (SLG) Repair Criteria

The SLG scheme for repair covers BT Datastream, BT IPstream and BT IPstream Connect products.

For detail of the Service Level Guarantees and compensation levels please see the appropriate product terms & conditions.
Any compensation payment for failure to meet the service level guarantees detailed within the terms & conditions will be in full and final settlement of any claims relating to such service level guarantees
3.1 Fault Handling 
Customers will have the ability to report faults 24 hours a day, 7 days a week. 

Engineering visits to a site (customer or end user premise, or BT exchange) are available during normal working hours, Monday to Saturday, 08.00 – 18.00 (excluding regional Public and Bank Holidays).
For End Users with the enhanced care service out of hours engineering visits may be used to complete a repair if unrestricted access is available.

3.2 SLG Repair Reporting / Timing
The Repair SLG will be applied on a per customer basis (per Communications Provider (CP) and will be measured against a fixed target repair time for each fault reported.

The following SLG data, specific to the individual customer is available for each month.

· End User reported faults cleared within the target lead time.

The measure will include all Broadband faults closed within the reporting period.

The SLG reports will be available to the customer on the 3rd of each month, for the previous month. 
Information relating to aggregate access repair, as below, will be available via Netview Plus.
· BT Customer Access Link / ATM Access Port service repaired in target time (Datastream)

· BT Central / Central Plus / IPstream Connect Interconnect Link service repaired in target time (IPstream / IPstream Connect)

3.3 Repair Eligibility
With the exception of any exclusions as detailed in the sections below, all reported End User faults cleared after the target will be classed as failures and will be expressed as a percentage of the number of reported faults within a given reporting period.
With the exception of any exclusions as detailed in the sections below, all Datastream Customer Access Link, Datastream ATM Access Port, IPstream Central / Central Plus and IPstream Connect Interconnect Link faults cleared after the target will be classed as failures.
A successful repair is defined as a fault cleared on or before the target, excluding allowable parked time.

The repair target will be dependent on the service level applied. 

· Standard care – A guaranteed 40 clock hour clear. 
· Enhanced care – A 3 hour response time and a guaranteed 20 clock hour clear.

If BT fails to meet the SLG target compensation will be applicable to all  repairs cleared outside of the target and closed within the reporting period (with the exception of any exclusions detailed in this document, or within the appropriate product terms & conditions).

It should be noted that payment of compensation will not apply if BT are unable to comply with its obligations for fault maintenance and repair if (but not limited to);

a. the failure is due to a planned or emergency service interruption

b. the failure is due to an inaccurate fault report being submitted by the customer, or a fault is not reported in accordance with standard fault reporting provisions

c. the customer has failed to ask the end user the required structured questions to assist in the clearing of the fault.

3.4 SLG Fault Exclusions
3.4.1 Datastream, IPstream and IPstream Connect End Users (EU)

The following are excluded from the repair SLG:

· Faults not reported by the customer.

· Faults which are attributable to equipment, software or access which is the responsibility of the customer or end user. 

The following clear codes are excluded from the EU repair SLG:

	C1
	Customer equipment, error or mis-operation; A end (CP)

	C2
	BB SFI - fault found on customer sited non BT maintained equipment

	C3
	BB SFI - fault found on non BT wiring at the customer end user premises

	C4
	BB SFI - fault proved to modem or router

	C7
	Customers equipment, error or mis-operation; B End (EU CPE)

	C8
	BB SFI – line tested OK by BT engineer at customer premises

	C9
	BBHC REIN Internal

	F3
	Fault not found; IP network / CP network connection

	F4
	Fault not found; Core network including serving exchange

	F6
	Fault not found; End user equipment

	G3
	BBHC – no fault found following testing on the BT line

	G4
	BB SFI – Broadband fault not found

	G5
	BB SFI – Right when tested. Service cannot be provided due to line loss limitations

	G6
	BT maintained PSTN equipment at EU premises

	G8
	BB SFI – Line tested OK following attendance BT external engineer

	K1
	CC not described (unconfirmed)

	R3
	Right when tested; IP network / CP network connection

	R4
	Right when tested; Core network including serving exchange

	R6
	Right when tested; End user equipment


It should be noted that Broadband Special Faults Investigation (SFI) is an engineering service to investigate instances that have not revealed a fault through initial fault testing. 

Special Faults Investigations will be excluded from the SLG Scheme. 

3.4.2 Datastream Customer Access Link and ATM Access Ports

The following are excluded from the repair SLG:

· Faults not reported by the customer.
· Faults attributable to the customer or customer equipment.
3.4.3 IPstream Central, Central Plus and IPstream Connect Interconnect Links
The following are excluded from the repair SLG:

· Faults not reported by the customer.
· Faults attributable to the customer or customer equipment.

3.5 Repair Measures

The Service Level Guarantee reporting period will be based on each calendar month.

The following base measures will be used in the calculations.

	PT2R RFT OTR
	Repair
	Customer Access Links, ATM Access Ports, BT Central / Central Plus / IPstream Connect Interconnect Link

	*BT2R RFT OTR
	Repair
	ADSL and SDSL End Users, standard care and enhanced care


*BT2R RFT OTR is the base measure, which subject to specific exclusions**, will also be used to determine the overall ADSL % performance level (SLG BT2R Threshold measure (BT2R_SLG_THR))  which will decide the compensation levels for ADSL end user faults as detailed within the product terms & conditions.

**The measurement exclusions include, but are not limited to; allowable parked time, SFI time where a fault is found within the customer domain, Sundays and regional Public and Bank Holidays where an engineering visit by BT to a Site (customer or end user premise or BT exchange) is required, and faults still open at the end of the reporting period. Where a customer has opted for an SFI (including CCSFI) and this is chargeable, all SFI time from the point the appointment was booked will be excluded from the on-time repair measure.
3.5.1 ADSL End User Compensation Level Setting
The level of compensation paid will be based on the performance of BT Wholesale ADSL Broadband as reported in the SLG BT2R Threshold measure (BT2R_SLG_THR). Different levels of compensation will be paid dependent on whether the performance is equal to or above 95%, or below 95% for 12 consecutive weeks.
Please see example at Appendix 1.
3.5.2 ADSL End User Repair Measure Calculation

SLG for ADSL On Time Repair (BT2R_A_SLG)

	Successes
	Count of customer reported ADSL End User Broadband faults closed within the Reporting Period, for which the clock hour time falls within the appropriate SLG target time.

	Volume
	Count of customer reported ADSL End User Broadband faults closed within the Reporting Period.

	Period of Record
	Calendar Month

	% Success
	Successes / Volume x 100 (Expressed as a percentage)

	Summarisation
	By product within product group, by customer

	Includes
	All customer reported ADSL End User Broadband faults closed within the Reporting Period.

	Excludes
	Allowable parked time.

Faults still open at the end of the Reporting Period.
Faults not reported by the customer.

Faults with clear codes as listed in the ‘exclusions’ section of this document.


3.5.3 SDSL End User Repair Measure Calculation

SLG for SDSL On Time Repair (BT2R_S_SLG)
	Numerator
	Count of customer reported SDSL End User Broadband faults closed within the Reporting Period, for which the clock hour time falls within the appropriate SLG target time.

	Denominator
	Count of customer reported SDSL End User Broadband faults closed within the Reporting Period.

	Period of Record
	Calendar Month

	Results
	Successes / Volume x 100 (Expressed as a percentage)

	Summarisation
	By product within product group, by customer

	Includes
	All customer reported SDSL End User Broadband faults closed within the Reporting Period.

	Excludes
	Allowable parked time.

Faults still open at the end of the Reporting Period.

Faults not reported by the customer.

Faults with clear codes as listed in the ‘exclusions’ section of this document.


3.5.4 Datastream Customer Access Link Repair Measure Calculation

	Numerator
	Number of CAL faults not closed within the target time.

	Denominator
	Number of CAL faults closed within the Reporting Period.

	Period of Record
	Calendar Month

	Results
	Expressed as a number (both volume and hh:mm) and as a percentage

	Summarisation
	By product, customer and individual CAL

	Includes
	All CAL faults closed within the Reporting Period.

	Excludes
	CAL faults still open within the Reporting Period. Faults not reported by the customer.

Faults attributable to the customer or customer equipment.


3.5.5 Datastream ATM Access Port Repair Measure Calculation

	Numerator
	Number of ATM Access Port faults not closed within the target time.

	Denominator
	Number of ATM Access Port faults closed within the Reporting Period.

	Period of Record
	Calendar Month

	Results
	Expressed as a number (both volume and hh:mm) and as a percentage

	Summarisation
	By product, customer and individual ATM Access Port

	Includes
	All ATM Access Port faults closed within the Reporting Period.

	Excludes
	ATM Access Port faults still open within the Reporting Period. 
Faults not reported by the customer.

Faults attributable to the customer or customer equipment.


3.5.6 IPstream Central / Central Plus Repair Measure Calculation

	Numerator
	Number of BT Central faults not closed within the target time.

	Denominator
	Number of BT Central faults closed within the Reporting Period.

	Period of Record
	Calendar Month

	Results
	Expressed as a number (both volume and hh:mm) and as a percentage

	Summarisation
	By product, customer and individual BT Central

	Includes
	All BT Central faults closed within the Reporting Period.

	Excludes
	BT Central faults still open within the Reporting Period. Faults not reported by the customer.

Faults attributable to the customer or customer equipment.


3.5.7 IPstream Connect Interconnect Link Repair Measure Calculation

	Numerator
	Number of Interconnect Link faults not closed within the target time.

	Denominator
	Number of Interconnect Link faults closed within the Reporting Period.

	Period of Record
	Calendar Month

	Results
	Expressed as a number (both volume and hh:mm) and as a percentage

	Summarisation
	By product, customer and individual Interconnect Link

	Includes
	All Interconnect Link faults closed within the Reporting Period.

	Excludes
	Interconnect Link faults still open within the Reporting Period. Faults not reported by the customer.

Faults attributable to the customer or customer equipment.


4 Missed Appointments

BT will, if in its reasonable control, keep a scheduled appointment with the End User for fault repair of the Broadband circuit. Where BT receives compensation from its supplier for a missed appointment to an End User site, BT will pass on that compensation payment to the customer. 

The compensation payment is set at £40 for each missed appointment. 
Any applicable payments will automatically be made for Datastream, IPstream and IPstream Connect End User missed repair appointments by means of a credit on the next available invoice, with a description of ‘BB Abortive Visit Compensation Rebate’.
5 Claim Process
5.1 End User Claim Process

BT Wholesale will provide tailored reports via Wholesale Customer Reporting (WCR) showing (where applicable) the amount of compensation due on a monthly basis. These reports will be loaded onto WCR and be available by the 3rd of every month.

Any applicable compensation will be automatically calculated and applied by BT in relation to End User Access circuits. The customer will not need to submit a claim to obtain any applicable compensation.

The compensation will appear as a credit on the next available invoice if no disputes ensue.

5.2 Datastream Virtual Path Claim Process
BT Wholesale will provide tailored reports via WCR showing (where applicable) the amount of compensation due on a monthly basis. These reports will be loaded onto WCR and be available by the 3rd of every month.
Any applicable compensation will be automatically calculated and applied by BT in relation to Datastream Virtual Paths. The customer will not need to submit a claim to obtain any applicable compensation.
The compensation will appear as a credit on the next available invoice if no disputes ensue.
5.3 Datastream Customer Access Links and ATM Access Ports and IPstream Central / Central Plus / IPstream Connect Interconnect Link Claim Process

In the event that either or both of the provision or repair targets have not been achieved by BT, the Customer may claim for the applicable compensation. 
It will be the responsibility of the customer to submit a claim by email via btw.wcr@bt.com using the SLG claim format/criteria stated below.

SLG compensation will not be paid automatically.
The claim for compensation must include:
· the Customer’s name;
· the Customer’s O/M Number;
· the Customer’s account number
· the product and service ID

· the details of the Service Level Guarantee failure for which the Customer is making a claim. 
· the dates the Customer believes that the disputed provisions occurred
· the BT service ID reference numbers of Aggregate Accesses 

· the BT fault reference for disputed repairs;

· the time that the Customer believes was taken by BT, for the disputed provision/repair

· the claim period.



Claims should be made no later than the 20th day of the relevant calendar month following the preceding reporting period.

BT will acknowledge the claim upon receipt and complete investigations to determine if the claim is valid. If BT agree that the SLG was failed and compensation is due, BT will process the compensation as appropriate, which will appear as a credit on the next available invoice if no further disputes ensue.
6 Dispute Process

If the Customer has submitted a claim, within the correct timelines for manual claims, and has an issue relating to the payment of compensation, either on automated or manual claims, queries should be directed to broadband.billing@bt.com.

If the Customer disputes the amount of compensation calculated by BT for that calendar month, then the Customer must email btw.wcr@bt.com.  The e-mail must include:

(i) the Customer’s name;

(ii) the Customer’s O/M number;

(iii) the Customer’s account number

(iv) the ADSL telephone numbers which are the subject of the disputed provisions; ( Not applicable for Broadband Symmetric products)

(v) the dates the Customer believes that the disputed provisions occurred;

(vi) the CBUK,  BBDS or BBIP numbers for EUs, DSUK numbers of Virtual Paths, or CSAC or BBLC numbers of Aggregate Accesses for disputed provisions;

(vii) the BT fault reference for disputed repairs;

(viii) the time that the Customer believes was taken by BT, for the disputed provision/repair

(ix) the claim period.

BT will acknowledge the dispute upon receipt and complete investigations to determine if the dispute is valid. If BT agree compensation is due, BT will process the compensation as appropriate, which will appear as a credit on the next available invoice if no further disputes ensue.
Any disputes should be submitted within 28 days of receipt of the bill on which the disputed amount appears. 

7 Application of any SLG Compensation

The SLG compensation will appear as a credit on the next available invoice, following calculation of the compensation applicable.

As an example, November failures will be made available in the December reports, and any compensation due will be applied to the next available bill (January for customers on monthly billing).

The credit will show in the ‘Summary of Other Charges’ section of the Datastream invoice and in the ‘Adjustments’ section of the IPstream / IPstream Connect invoice.
The following descriptions will be provided;

· SLG Compensation Provision – ADSL

· SLG Compensation Provision – SDSL

· SLG Compensation Repair ADSL – Standard care

· SLG Compensation Repair ADSL – Enhanced care

· SLG Compensation Repair SDSL – Standard care

· SLG Compensation Repair SDSL – Enhanced care

· SLG Compensation Provision – Virtual Path

8 Definitions / Glossary

	Allowable Parked time
	Parked time is where the progression of the repair is outside of the control of BT and / or where there is an action caused by the customer and / or end user that directly causes BT to be unable to comply with its obligations. Park time reason codes numbers 2-11 (see Parked Time below) are included in the allowable parked time measure. Park time reason code 1 is excluded from allowable parked time with the following exceptions:

· Where the first available appointment is not chosen by the customer / EU the time between the first available appointment and the appointment chosen will be counted as allowable parked time.

	Broadband SLG Scheme
	The Service Level Guarantee scheme encompassing BT Datastream, BT IPstream and BT IPstream Connect product components.

	BT Normal Working hours
	Please see the appropriate product terms & conditions.

	Cancelled Order
	An order which the customer withdraws prior to completion, or which has reached a certain stage in the issuing process, such that BT is unable to deliver service and the order is cancelled as a consequence.

	Clear Codes
	Codes returned to the customer by BT to indicate the fault clear reason.

	Cleared not Closed
	The clear notification to the customer.

	Clock Hours
	· The start time is the initiation (timestamp) of a fault on the BTW fault handling system.

· Clock will run 24/7 – no deduction for working hours.

· Stop time is when the fault becomes ‘cleared’ not ‘closed’.

· Allowable Parked time will be excluded from the gross elapsed time.

· The fault handling time will reflect the time for which BT are wholly responsible.

	Closed
	When the customer informs BTW that the EU has confirmed the fault is clear the report will be closed, or a pre-determined time after the clear, the fault is automatically closed.

	Customer
	A BT Wholesale Broadband Customer (Communications Provider).

	End User (EU)
	A BT Wholesale Broadband end user. An individual business or residential consumer subscribes to a service from a particular Communications Provider.

	End User Access
	The physical network between the local serving exchange (DSLAM) and the EU premises over which an EU data path is delivered.

	Original Delivery Date
	The date BT will provide service. On acceptance of the order BT will provide you with the Original Delivery Date (ODD). In exceptional circumstances the ODD may need to be amended and BT will provide you with a revised ODD. This occurs mainly where DACs may be present on the line which requires removal prior to the Broadband service being activated.

	Parked Time
	Parked time is where the progression of the repair is outside of the control of BT and / or where there is an action caused by the customer and / or end user that directly causes BT to be unable to comply with its obligations. The following is a list of parked time reasons.

1. Appointment confirmed – the time between an appointment being made and the actual start of the appointment slot. 
2. Awaiting appointment – the time BTW is waiting for the customer / EU to agree an appointment date. The clock will be restarted when BT receive the required response from the customer.

3. Awaiting retest – when BTW have confirmed a clear and are waiting for the customer to retest with the EU.

4. Confirm fault cleared – BTW have cleared the fault and are waiting for the customer to confirm the clear.

5. Awaiting downtime – the time BTW is waiting for the EU to allow testing. The clock will be restarted when BT receive the required response from the customer.

6. No customer access – the time where the EU is unavailable for a customer visit. The clock will restart at the next agreed appt time where BT is able to have access.

7. No customer contact – the time where the customer / EU does not respond to BTW. The clock will be restarted when BT receive the required response from the customer.

8. Awaiting EU logon – the time BTW is waiting for the EU to log on for testing. The clock will be restarted when BT receive the required response from the customer.

9. Awaiting additional information – the time BTW is waiting for additional information from the customer / EU. The clock will be restarted when BT receive the required response from the customer.

10. EU unavailable – when the customer / EU has advised they are unavailable until a specified time.

11. BB ESL restricted access – the time where the enhanced care EU has not allowed full 24/7 access (if the customer opts for an appointment as 24/7 access is not available then the time between the appointment being confirmed and the actual appointment time will be classed as allowable parked time). 



	Product 
	In this document the term ‘product’ has been used to mean ‘product or service’. 

	Rejected Order
	An order on which BT is unable to deliver service and is rejected at BT instigation.

	Reporting Period
	A calendar month.

	Response Time
	`Response time’ is the period of time after a customer has reported a fault during which the report has been logged, the primary diagnosis carried out and the customer informed of the progress. BT will within the `response time’ period, take action to dispatch an engineer, or where access to the end user premises is required and 24/7 access is not available, pass a request back to the customer to agree an appointment with the end user. 

	Special Fault Investigation
	An SFI is an engineering activity which can be requested the customer. The Engineers on site time, whether spent at the EU installation address, at the local exchange, or working on the external network will be limited to two hours.




9 Abbreviations
	ADSL
	Asymmetric Digital Subscriber Line

	ATM
	Asynchronous Transfer Mode

	BBCR
	Broadband Customer Reporting

	BTW
	BT Wholesale

	CAD
	Customer Agreed Date

	CAL
	Customer Access Link

	CDD
	Contractual Delivery Date

	CP
	Communications Provider

	DSLAM
	Digital Subscriber Line Access Multiplexer

	EU
	End User

	IP
	Internet Protocol

	L2C
	Lead to Cash

	MPF
	Metallic Path Facility

	NTE
	Network Terminating Equipment

	ODD
	Original Delivery Date

	OTD
	On Time Delivery

	OTR
	On Time Repair

	PSTN
	Public Switched Telephony Network

	RFT
	Right First Time

	SDSL
	Symmetric Digital Subscriber Line

	SFI
	Special Fault Investigation

	SLG
	Service Level Guarantee

	SMPF
	Shared Metallic Path Facility

	T2R
	Broadband Trouble to Resolve

	VP
	Virtual Path

	WCR
	Wholesale Customer Reporting


10 Frequently Asked Questions

Please see the Q and A document available from the Service section of btwholesale.com.
11 Issue Status and Ownership

	Issue/Date
	Owner
	Reason for change

	Version N1 1/9/08 (valid from 1/12/08)
	Helen Coles
	Introduction of amended SLG Scheme.

	Issue N2 20/04/09
	Helen Coles
	Report names added. Clarification relating to engineering visit availability and clarification of threshold measure calculation.

	Issue N3 14/05/09
	Helen Coles
	K1 fault clear added to codes excluded from SLGs.

	Issue N4
	Helen Coles
	References to Netview Plus replaced with WCR. via the priority appointment book.

	Issue N5
	Helen Coles
	Clarification on engineering site visit timing.

	Issue N6
	Helen Hester
	Missed Appointment SLG added.


12 Reference Documentation

	Document

	BT Datastream Terms and Conditions – Service Schedule

	BT IPstream Terms and Conditions – Service Schedule

	BT IPstream Connect Terms and Conditions




End of Document
13 Appendix 1

ADSL Repair Compensation Level Calculation Example

	Week
	1
	2
	3
	4
	5
	6
	7
	8
	9
	10
	11
	12
	13
	14
	15
	16
	17
	18
	19
	20
	

	Perf
	94%
	94%
	93%
	91%
	94%
	93%
	92%
	92%
	94%
	93%
	92%
	93%
	97%
	96%
	96%
	94%
	95%
	97%
	96%
	94%
	

	Comp Level
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	

	 
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	 
	

	 
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	 
	

	Week
	21
	22
	23
	24
	25
	26
	27
	28
	29
	30
	31
	32
	33
	34
	35
	36
	37
	38
	39
	40
	

	Perf
	96%
	97%
	96%
	96%
	95%
	95%
	96%
	97%
	96%
	96%
	97%
	97%
	95%
	94%
	93%
	96%
	93%
	97%
	92%
	93%
	

	Comp Level
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	

	 
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	 
	

	 
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	 
	

	Week
	41
	42
	43
	44
	45
	46
	47
	48
	49
	50
	51
	52
	53
	54
	55
	56
	57
	58
	59
	60
	

	Perf
	94%
	94%
	93%
	93%
	93%
	94%
	92%
	94%
	94%
	93%
	93%
	95%
	95%
	96%
	94%
	94%
	92%
	94%
	95%
	95%
	

	Comp Level
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	 
	12 consecutive weeks of performance below 95%
	
	
	
	
	
	
	
	
	
	
	
	

	 
	12 consecutive weeks of performance of 95% or above 
	
	
	
	
	
	
	
	
	
	
	

	 
	Lower compensation level
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	 
	Higher compensation level
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	


As can be seen in the example above, BT would pay the higher level of ADSL compensation on repair until such time that the Broadband ADSL performance is 95% or above for 12 consecutive weeks.

The compensation applied to the SLG reports will be the compensation level that is in place at the time the fault is closed.

An SLG report issued in week 36, for the previous month’s faults, would have applicable fault compensation calculate to the clear time, less allowable parked time, at the higher rate for faults closed in week 32 and the lower rate for faults closed in weeks 33 to 35.

From an SLG reporting perspective a week is classified as Monday to Sunday, 24:00:00 to 23:59:59.

The SLG report will show faults that have been closed in the previous month.

 For the purposes of the daily compensation a day is classified as each 24 hour period, starting from the fault report time e.g. A standard care fault reported at 4am on Tuesday is not cleared with 40 hours (by 20:00 hours on Wednesday), but cleared at 06:00 on Thursday, with no allowable parked time. We would pay two days failure which would be 1 day up to 04:00 on Thursday, plus a second day’s payment as the fault was cleared after 04:00 Wednesday, but before 04:00 on Friday.
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