Call Completion Analytics
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OVERVIEW - A SENSE OF URGENCY

Recent FCC rulings will soon impose reporting requirements on all facilities-based originating long-
distance voice service providers who make the initial call path choice and who have more than 100,000
long-distance retail subscribers.

These ‘Covered Providers’ are required to collect and retain information on call attempts and to
analyze call completion data. Results of the analysis, which will be provided in reports detailing the call
answer rate for each rural operating company number, are required to be provided to the Commission
on a quarterly basis.

The date of submission of reporting to the FCC will be announced in the Federal Register. Covered
Providers will then be required to begin collection of data to be included in reporting the first of the
month that is least 20 days after the effective date as announced by the FCC.

BACKGROUND

To understand how the need for such reporting evolved and why the FCC feels these measures will
assist in resolving the issues, it’s important to have some background information.

Traditionally calls that are terminated to subscribers that reside in rural areas within North America
carry a higher cost - sometimes exponentially higher. A concern with rural Local Exchange Carriers
(LECs) developed that, as a means to minimize these costs, carriers might be utilizing several practices
which degrade the successful completion of calls to those customers residing in rural areas. Practices
such as the generation of artificial ringing or busy tones and the utilization of third-party providers who
offer call termination services at a lower cost were of concern and suspect.
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As a result of alleged ongoing call completion issues experienced by subscribers, a group of rural LECs
brought the issue to the attention of the FCC, claiming that long distance calls destined for termination
to their subscribers were failing at a rate that was abnormally high. The belief by the rural LECs was
that cost saving practices were causing significant issues with the service provided to rural areas and,
given a low rate of call reliability, there was concern for potential impacts on economic development
and public safety. These allegations prompted a series of actions by the FCC to address concerns over
rural call completion, the highlights of which are described below.

B In 2012 the FCC issued a Declaratory Ruling which identified the differential treatment of rural
traffic leading to call termination and quality problems as a practice that was ‘Unjust’ and
‘Unreasonable’. Furthermore, it was stated that actions such as this could result in the
assessment of financial penalties.

B |n February 2013, the FCC adopted a Notice of Proposed Rulemaking (NPRM) soliciting
comments from the industry on proposed reporting and data retention requirements which
would be intended to allow the FCC to identify and address call completion problems.

COVERED PROVIDERS REQUIREMENTS

In October 2013 the FCC adopted via order FCC 13-135 rulings on the Rural Call Completion issue. The
ruling, in addition to addressing artificial call result practices, provides for requirements around the
recording, retention, and reporting of detail metrics. The objective of the reporting is to increase the
FCC’s ability to monitor and address problems to alleviate the issues experienced in rural areas. To
that end, each Covered Provider must submit a certified report each quarter providing detailed call
completion metrics by month, by Operating Company Number (OCN).

The report will be required to include the data points as illustrated in the FCC provided reporting
template.

Covered Morth
Providee X Inkerstate Intrastate Total
s | 0 [ [Ty | naNo [Unsmaged] S Cata Tl |l T e e e T e e
0N | ktemp Anvwee | Nomber pic Anawer | Number o Anawer | Number Cmpl
M | oow | amn | sses | cece | oooo | eese | v | zz2% | assa | mmss | cece | oooo | eees | vorw | 2zzw | auam | essee [cococ [oopoo | eseee | v | z2w
M | oo [ aam | sses | cocc | oooo | eese | v | z22% | Assa | mess | cecc | oooo | eeee | vors | zzzw [ awm | esses |coocc |ooooo | eseee [ v | 222w
# [ocowe [ aam | sses | cocc | oooo | eeee | vy | zz2% | aasa | msse | cecc | oooo | eeee | vors | 222w | aws | eeses |cocco |ooooo | emeeE [ wom | 222w
M | oo | aa | 8sse | coce | oooo | eeee | vy | zzzw | aaaa | msse | ceoc | opoo | eeee | vors | 2z2% | maw | 2eses [coccc {ooooo | EEeE [ v | zz2w
M | oone [ aams | sses | coce | oooo | mese | vve | zz2% | aasa | mmss | ceec | oooo | eeer | vows | 2z2% | ma | essss |cocec |ooooo | emese v | z22%
g8 | oow | aama | ses | cocc | oooo | eese | v | zz2% | Aasa | mess | cecc | oooo | eeee | vor | 2zz% [ aaw | esses |cococ |oooo | eeeee | v | 2%
8 |0ovG [ ams | ses | cooc | oooo | eese | wos | zz2% | Aama | mess | cecc | oooo | esee | worw | 2zz% | auaw | eeses |coooc ooooo | eEeE [ v | zz2%
2 | ooz | aam | sses | coc | oooo | eeer | wvw | zzaw | aana | mmse | coce | oooo | eeee | v | zzaw | wans | emsee | cooec {ooom | eeeee | wo | 22
nuraifrot) | awand seseee| cococ) oconoo| eeeee| ww | zzzw | s eeasee] cocod eecee| vow | zzz% | ] eeseee| cocooc] cooooo] eeeeee] s | zzaw
Nonrural (Tota] hAAAAMAB 888.888] ccc.ccc 00oo00| eeeeee] Wi | z22% haaaambssasss] ceccee oooooo| eeeeeel vorw | zzzw | Asaa|seeassefcoccochoooooo|eeeee| v | zz2%

Shaded areas are p on, or lated by, the temp
% Calls Answered Is cakulated as BEBB/(AAAA-EEEE)
% Calls Completed Is calculated as (BBBB+CCCC+DDDD)(AAAA-EEEE)
Call pts are g y categ as follows based on ISUP Cause values and ponding SIP Resp 9
Answered = calls signaled back with ISUP 16 & 31 and SIP BYE & CANCEL
Busy = call attempts signaled back with ISUP 17 and SIP 486
Ring No A = call pts sig: back as ISUP 18 & 19 and SIP 408 & 480
d N = call pts signaled back as ISUP 1 and SIP 404

@ I EO‘ 0 TEOCO Corporation | 12150 Monument Drive, Suite 400 | Fairfax, VA 22003 | www.teoco.com



As illustrated, data is to be broken out between rural and non-rural OCNs, where the designation of
OCN as rural vs non-rural will be a source of reference data that will be maintained and published
annually for use in the subsequent year by NECA. Additionally, data is to be reported by Interstate and
Intrastate and separately based on each month of the reporting quarter. The metrics to be provided
are the same between rural and non-rural OCN’s, however for non-rural OCNs the data should be
presented in aggregate as shown in the last row of the illustration above.

As there was concern regarding the inclusion of auto dialer traffic and it's potential to skew the
reported numbers, Covered Providers may choose to provide separate calculations in their reports that
segregate auto dialer traffic from other traffic. If this is the case, an explanation of the methodology
used to identify auto dialer traffic should also be provided. Additionally, a Covered Provider who has
both first call path originated traffic and intermediate traffic can exclude the intermediate traffic from
their reporting data as this traffic should be reported upon by the first call path provider.

All reporting information will be required to be provided in electronic spreadsheet format to the FCC
on a quarterly basis and will be inclusive of the metrics for the three months of the reporting quarter.
Covered Providers are also required to retain and store data so that it is readily accessible for review if
needed for a period of 6 months.

WHAT SHOULD CARRIERS BE DOING?

As the commencement of the requirements for reporting are imminent, all CSP’s that qualify as
Covered Providers should be taking steps now to ensure they have the processes and capabilities in
place to meet the requirements. The main capabilities to be addressed immediately should be the
following;

1. Data collection and retention capabilities which accommodate a minimum of 6 months of call
record data which can be readily retrieved if requested.

2. Processes for data enrichment that facilitate identification of rural vs non-rural OCN’s as well as
the ability to provide the required delineation of call record data by call cause codes.

3. Processes to generate and submit the data in a format that meets the requirements of the FCC
order.

4. Subject Matter Expertise to ensure that the above steps taken are accurate, appropriate and
timely.

HOW TEOCO CAN HELP

In response to the FCC order, TEOCO has enabled our Analytics Solution to meet the needs of our
customers by ensuring coverage both for regulatory reporting as well as in clients’ vendor
management and customer reporting obligations. Specifically, our Call Completion solution not only
satisfies inherent reporting requirements, but also empowers our clients to understand and address
root cause issues within its own network or pertinent to its vendors’ networks.

TEOCO'’s Call Completion solutions utilize a combination of TEOCO Subject Matter Experts and a proven
process and methodology for data acquisition. Our teams have in depth experience in gathering call
detail record data and performing analysis to understand applicable enrichments and translations to
enable transformation of the data into our industry leading Analytics Platform.
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Call Completion requirements can be achieved through the intricate mapping of Call Detail Record
(CDR) attributes such as Answer Type, Completion Code, and Disconnect Reason Code (or their
equivalents) to TEOCO’s normalized enrichment structure, which is used to calculate KPIs such as
Answer Seizure Ratio (ASR) and Network Effectiveness Ratio (NER).

For illustrative purposes, below are examples of some of the outputs that can be generated using our
Call Completion solution:
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The TEOCO solution also incorporates the NECA Rural OCN list to denote rural vs. non-rural
terminations in meeting the FCC reporting requirement. The net result is that TEOCO’s Call
Completion Analytics solution enables the reporting of KPIs across any enriched dimension of the call
records including, but not limited to: state, OCN, vendor, customer, jurisdiction, and LEC.

Once accumulated, data can be stored to meet the retention requirements of the FCC, or longer
based on customer business needs.

To learn more about how TEOCO can help you in meeting the FCC requirements, contact TEOCO at
info@teoco.com
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Standard Network
Metrics

Mandatory Reporting
Alignment

Industry Expertise

Pioneering Big Data
Analytics Platform

Market Leading LCR

Analytics Platform + Intelligent Routing

To further enhance your focus on call quality and
customer experience, TEOCO also offers our Acuité
solution, an industry-leading routing solution which
offers traditional Least Cost Routing.

Combined with the Analytic platform, Acuité
leverages KPI and KQI information to make near real
time routing decisions to ensure quality while
increasing customer satisfaction and reducing churn.

About TEOCO

TEOCO is one of the leading providers of Service
Assurance and Analytics solutions to communication
service providers worldwide. TEOCO’s product
portfolio includes:

B Margin Assurance — Manage costs and
revenues to understand the profitability of
every transaction.

B Customer Analytics —Combine profitability,
guality of experience, and behavioral data to
better understand, target, and engage your
subscriber base.

B Network Optimization - Analyze and Optimize
radio access networks to reduce costs while
improving coverage, capacity, and quality of
the network

B Service Assurance — Resolve faults, maximize
performance & utilization, and improve
customer experience.
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