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Total. 46,195

CSPN exception - Incomplete CH Install

CH where Installation is incomplete — 5,395

Cumulative Figures

Problem Statement — Installations that have not been fully Completed. If it there has been a 50,000
successful install a 8.14.1 should be sent. This service request is a SEC obligation but currently 45,000
there are over 29k devices in the North in breach of the 7 day after install target. This exception :gggg
also comes from when an the install is aborted by the service user, but no service requests have 30,000
been submitted. If the installation results in an install and leave then the SU should be submitting ;Zggg
a 8.14.2 service request. If the install is fully aborted then an 8.14.3 service request should be 15,000
submitted. 10,000
5,000

Impact — Comms hubs being left in a status of unknown and excluded from service measures. For RN B - . .
service users it means any faults logged to DCC would fall outside of contracted SLAs for fixes R T S AR R
Progress - Monthly Figures
» Data cleansing are in progress by service users via Problem team / SM supplying data of 8,000

missing 8.14.xSRs. 7,000

6,000

e CSPN don’t wait for the 8.14.1SR. CH could move to Commissioned/ Active either when SR >000

8.14.1 is received or when the CH communicates with the RNI (which ever happens first). 000

Which means less expectations here but issues with no ‘No Open Incident’. Service Users jzzz I I

have not confirmed an install but CSPN are treating the CH as active. 1:000 I
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CSPN exception - CH no Incident for outage

Total. 67,108

CH no Incident for outage — 7,065

Problem Statement — CSPN see the comms hub as active/alive on the network but in this calendar
month do not see any traffic to or from the comms hubs for a period of more than 10 days. As soon as
the CSPN system sees the CH on the network, it will be looking for it forever.

Impact — CSPN have examples of hubs that have not been heard for over 2 years but they have not been
removed from the system so they are still 'looking' for them. These Comms Hubs will be excluded from
incident SLAs.

Progress -

* A call was held with the service user with the highest number of exceptions and they advise they
typically don’t communicate for devices for more then 10 days periods. They reviewed all there
exceptions and feedback that the vast majority of the devices on the list they see no issues with.

* Acall has been held with the service user with the highest number of aged silent devices, they
advise they are looking to complete data cleanses and also with some of the devices they will be
revisiting sites to complete installs.

* There is a data mismatch between DCC and CSPN. DCC wait for SR8.14.1 before confirming a
successful install CSPN wait for this SR or when the CH communicates with the RNI (which ever
happens first). CSPN are looking in to ways to close this gap.
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CSP C&S exception - Cellular + Mesh without aerial

Total.

Problem Statement — Service Users not following CHIMSM for example they have
not installed the recommended CH, or fail to install an aerial, or install in areas
against the recommendation.

Impact — Failure to follow recommendations has impacts not only to the
Connectivity level of the CH but could also have impacts to the service request
failure rate and dependant installations. This will also impact the wider WAN
coverage and will reduce this over time.

Actions

1. Data provided by CSP C&S continues to be analysed by the DCC (TOC) monthly,
we get agreement on the scale of the issue with Tef, specifically where Service
User action is required as a gateway installation is needed.

2. SM'’s engaging with Service Users to request a correct install where this is
absolutely required for a gateway.

Progress

Customer service managers being asked to pick up with individual service users as
part of bi-laterals.

Tef attended Nov customer forum to gain commitment to the ceasing of incorrect
installs and represent the issue again.
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CSPC&S exception - No or incomplete address otal: 82,488

Problem Statement — CH insufficient address details / none at all provided in order to
determine if the install was CHIMSM compliant and in line with CSP C&S
recommendation. This is caused by address field being optional in DUIS but in the CSP
C&S contract it states that this is a Mandatory requirement.

Cumulative Figures

90000
80000
70000

Impact — May lead to Comms hubs being installed in areas that are declared as no 60000

coverage. Telefonica are then unable to determine if the installation is compliant and if
the network plan is being adhered to.

50000
40000
30000

Actions 20000
1. DSP change to rationalise data implemented end Aug. 10000
2. DCC Regs to review SEC obligation if the optional field in the DUIS can be changed 0

Apr May Jun Jul Aug Sept Oct Nov Dec

to Mandatory via SEC Mod. )
No or incomplete address

Possibility of data validation for the MPxN field to be investigated by DSP
Highest offending service user to be approached to correct data entries 12000
5. Data monitoring of the MPxN field for the next few months

10000

Progress 8000

Further investigation has identified that invalid data in the MPxN field is causing the c000
failure of data enrichment from the DSP. Within a sample of 9 records this was the

reason for 8 failures. This is a mandatory field but requires data validation rules to be 4000
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