0 e e Level Be a g 20 Aug e @) 0] De a e Ap a
e to Restore R) A de Outage 0
Arizona State University N/A N/A N/A 8.62 0.55 16.30 0.60 1.70 0.10 2.10 0.13 11.15
MyFloridaNet 2.35 2.09 2.38 2.26 1.38 2.30 2.61 2.08 1.31 2.09 2.56 1.85
State of Arizona 0 6 9 4
State of Oregon
CTAC
Commercial Contact Center 24 244 3.56 3.18 342 244 5.24 3.25 321 3.36 3.33 4.14
National CTL Repair Transport 3.45 341 3.57 4.39 4 348 33 3.38 3.32 3.32 3.55 5.22
National CenturyLink IP TAC (on-net) 7.53 13.03 8.45 6.06 6.18 4.22 5.07 8.52 8.36 10.12 9.53 12.26
National CenturyLink IP TAC (off-net) 10.59 12.46 1118 9.2 9.29 1155 11.23 12.37 144 17.31 18.33 15.3
Perce e etwork Availa 0 Aug e 0 0 De e a Ap
Arizona State University 100 100 100 100 100 100 100 100 100 100 100 100
MyFloridaNet 100 100 100 100 100 100 100 100 100 100 100 100
State of Arizona 99.99 99.99 99.94 99.96 99.9 99.9 99.9
State of Oregon N/A N/A N/A N/A N/A N/A N/A
Commercial Contact Center 9876 | 100 100 100 | 1200 | 100 [ 100 |
om Network Availa ore AuG e 0 0 De 3 e AD 3
Arizona State University 100 99.999 | 99.999 100 100 100 100 100 100 100 100
MyFloridaNet 99.71 99.69 99.85 99.79 99.86 99.84 99.80
StateofAnzona 09.38 Q9 59 0Q 54 99.6 0Q 04 QQ 54 Q9 9Q
State of Oregon
Perce om Network A b ore Auq e 0 0 De 3 e AD 3
Arizona State University 99.984 | 99.994 | 99.989 | 99.995 99.997 99.999 99.994 99.997 99.999 99.999 99.994
My Florida Net N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A
State of Arizona 99.8 99.6 99.9 99.6 99.8 99.8 99.99
State of Oregon N/A N/A N/A N/A N/A N/A N/A
ouble e e Aug e 0] 0 De a e Ap a
Arizona State University 260 181 393 288 232 205 228 286 279
MyFloridaNet 477 249 227 258 161 163 179 199 225 217 331 376
State of Arizona 480 64 68 64 639 00 6 6 69 66 8
State of Oregon
CTAC
Managed Enterprise Services
Commercial Contact Center 489 405 501 426 436 496 441 428 465 423 506 672
National CTL Repair Transport 2253 2180 2336 2132 1934 2192 1895 1860 2076 1989 2158 1708
National CenturyLink IP TAC 9474 9105 10889 8174 8979 10373 8918 10026 11415 11920 12864 12682
e e Orde A Aug e 0 0 De e a Ap
Arizona State University 617 598 808 691 819 593 794 683 1000
MyFloridaNet 178 171 254 196 176 223 134 126 175 306 120 147
State of Arizona 9 806 4 954 099 86 88 8 09 )
State of Oregon
CTAC
Managed Enterprise Services
Pe (o]V]o] [ e ompleted A Aug e O 0 De e a Ap
Arizona State University N/A 94.9 92.2 94.2 98.3 97.96 97.57 99.57 97.07 97.81 97.55 97.49
MyFloridaNet 98.1 98.3 98.6 97.8 97.6 98.80 97.10 99.50 96.60 98.30 98.10 98.90
State of Arizona 98.00 97.60 85.50 98.50 99.90 97.00 98.88
State of Oregon
CTAC
Managed Enterprise Services
National CTL Repair Transport 80 80.6 77 69.2 79.1 79.10 84.50 86.10 79.70 77.00 76.30 72.10
National CenturyLink IP TAC 663 | 574 67.1 693 | 682 6570 | 6180 | 6060 | 59.00 | 5500 | 5350 [ 44.40 |




015 Service Level Be a 0 Aug ep 0 0 De eb Ap
e to Restore R) A dents/Outage
Arizona State University 4.61 27 33 48 0.07 0.09 0.20 0.23 232 1.45 0.15 1.38
MyFloridaNet 1.90 1.55 2.24 1.59 1.48 3.13 3.09 8.10 2.14 2.04 341 241
State of Arizona 4.4 06 9 4 4 98
State of Oregon
CTAC
Commercial Contact Center 329 5.14 351 5.01 4.01 3.48 4.53 4.13 234 2.29 2.27 251
National CTL Repair Transport 4.09 4.41 4.38 Org Change
National CenturyLink IP TAC (on-net) 14 12.25 8.49 9.13 4.45 3.32 2.54 1.49 24 2.32 217 3.28
National CenturyLink IP TAC (off-net) 20.06 16.43 13.37 | 15.38 | 111 8.28 8.29 | 7.1 7.2 9.14 9.59 | 9.31
Perce e etwork Availa Aug ep 0] 0 De a eb a Ap a
Arizona State University 100 100 100 100 100 100 100 100 100 100 100 100
MyFloridaNet 100 100 100 100 100 100 100 100 100 100 100 100
State of Arizona 99.89 00 00 00 00 00 00 00 00 00 00 00
State of Oregon N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A
Commercial Contact Center 100 100 | 100 | 100 | 100 100 100 [ 100 100 100 100 [ 100
Perce ] etwork Avalla ore Aug ep 0] 0] De a eb a Ap a
Arizona State University 100 100 100 100 100 100 100 100 100 100 100 100
MyFloridaNet 99.65 99.98 99.78 99.95 99.83 99.71 99.87 99.88 99.98 99.88 99.76 99.68
State of Arizona 8.60 8 99.99 99.98 99.9 00.00 00.00 00.00 99.99 00.00
State of Oregon
Perce e e 0 A D ore AUQ ep @) 0 De a en a AP a
Arizona State University 99.997 100 100 99 99.999 99.995 | 99.996 99.998 99.999 99.996 99.999 99.998
My Florida Net N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A
State of Arizona 8 8 8 00 99.9 00 99.98 00 99.98 8 00 00
State of Oregon N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A
ouble e e Aug ep 0] 0] De a eb a Ap a
Arizona State University 408 299 421 260 181 248 401 317 475 327 422 148
MyFloridaNet 381 181 199 149 147 180 162 173 170 176 214 225
State of Arizona 84 8 68 6 0 8
State of Oregon 479 402 359 273 274 248 276
CTAC
Managed Enterprise Services
Commercial Contact Center 564 524 656 532 491 577 429 532 627 557 496 579
National CTL Repair Transport 2012 | 2227 2,117 Org ge
National CenturyLink IP TAC 11,985 | 10,724 | 11,466 9,614 9,057 11,676 9,672 10,133 11,505 11,844 10,019 | 10,436
e e Orde A Aug ep 0] 0 De a eb a AYo) a
Arizona State University 1242 1132 706 617 598 880 985 777 740 616 906 1,040
MyFloridaNet 200 168 261 288 161 307 171 245 316 221 181 178
State of Arizona 8 4 4 ) 038 909 064 980 8
State of Oregon 291 445 602 600 624 614 561
CTAC N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A
Managed Enterprise Services
Pe (0 e e omplete A /Co Aug ep O ) De a eb a AYo) a
Arizona State University 99.51 98 92.16 94.23 98.34 100.00 98.50 99.00 99.08 99.10 98.10 N/A
MyFloridaNet 97.10 86.60 79.00 80.90 85.20 87.50 72.40 87.10
State of Arizona 98.21 98.5 98.9 99.2 97.5 98 99.30 0 98.80 8.90 98.90 96.70
State of Oregon 93.10 91.40 94.40 98.50 98.20 99.90 98.90
CTAC
Managed Enterprise Services
National CTL Repair Transport 71.40 Org Change
National CenturyLink IP TAC 45.40 e ange




2015 Service Level Benchmarking 2012-2015 Sep Oct Jan Feb Mar Apr May Jun Jul Aug
Mean Time to Restore (MTTR) All Incidents/Outages (Hours/Mins)
Arizona State University [ 052 | 028 | 172 [ 093 |[ 03 [ o041 [ 262 [ 037 [ o078 [ 290 [ 15 [ 11 |
MyFloridaNet 4.23 5.9 3.56 2.03 3.26 2.91 3.2 3.43
State of Arizona 4.65 A 2.89 | ! b
State of Oregon . 1.91 157 2.22 2.45 2.23 1.675 241 2.21 217 1.85
CTAC 1.54 14 141 1.49 34 1.29 2.22 2.2 3.06 2.19 13 2.3
Commercial Contact Center 2.31 211 2.23 2.15 2.02 2.3 2.17 2.31 2.12. 2.44 4.25
National CTL Repair Transport
National CenturyLink IP TAC (on-net) 3.24 4.49 3.28 3.16 243 1.28 2.03 147 144 2.35 3.18 4.02 2.34
National CenturyLink IP TAC (off-net) 949 | 958 | 959 | 956 | 1242 || 957 | 903 | 944 | o911 [ 1200 | 155 [ 2022 | 1141 |
Percent System Network Availability Core Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun Jul Aug
Arizona State University 100 100 100 100 100 100 100 100 100 100 100 100 100
MyFloridaNet 100 100 100 100 100 100 100 100 100 100 100 100 100
State of Arizona \ 100 100 100 100 100 100 100 100 100 100 100 100 100 \
State of Oregon N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A
Commercial Contact Center [ 100 ] 100 [ 200 | 100 [ 100 | 100 | 100 [ 100 [ 200 | 100 [ 200 | 100 [ 100 |
Percent System Network Availability Core WAN Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun Jul Aug
Arizona State University 100 100 100 100 100 100 100 100 100 100 100 100 100
MyFloridaNet 99.81 99.72 99.725 99.833 99.848 99.732 99.82 99.862 99.884 99.815 99.781 99.78 100
State of Arizona \ 100.00 100 100 100 100 99.98 99.97 99.96 100
State of Oregon 98.00 97.99 96.93 99.99 99.98 99.78 99.85 99.98 99.91 99.99 99.57 97.74 99.9
Perce em Network A b ore LA Aug ep 0 0 De Jan Feb Mar Apr May Jun Jul Aug
Arizona State University 99.999 99.999 | 99.998 99.995 99.996 99.999 99.999 99.997 99.998 99.996 99.998 99.998 99.995
My Florida Net N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A
State of Arizona \ 99.98 100 99.99 100 100 100 99.99 100 100 100 99.99 100 99.99 \
State of Oregon N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A
ouble e e Aug ep 0] 0 De Jan Feb Mar Apr May Jun Jul Aug
Arizona State University 232 169 106 128 92 132 111 121 100 84 142 92 142
MyFloridaNet 234 224 213 182 152 150 138 193 156 179 246 245 227
State of Arizona \ 793 672 648 662 568 555 620 715 632 615 725 573 704 \
State of Oregon 268 275 261 165 243 285 402 359 477 274 248 276 268
CTAC 2,676 2,632 2,499 1,715 1,973 1,853 1,484 1,385 1,413 1,349 1,923 1,837 1,885
Managed Enterprise Services 1,112 1,342 1,391 1,233 1,457 2,064 2,222 2,202 2,430 2,548 2,470 2,529 2,598
Commercial Contact Center 636 825 703 495 594 608 673 678 745 679 621 609 490
National CTL Repair Transport
National CenturyLink IP TAC 10,298 | 9,415 9,007 8,424 8,395 8,370 7,489 8,590 8,883 10,376 10,594 11,111 10,244

Service Orders/MAC Sep Oct Feb
Arizona State University 1848 | 1895 1,730 1,179 1,230 1,739 1,478 1,428 1324 1,284 1,393 1575 2,095
MyFloridaNet 160 171 204 238 214 181 155 108 129 103 121 160 159
State of Arizona \ 1838 2,653 1472 1723 1588 1536 1680 1991 1761 1592 1977 1691 2045|
State of Oregon 526 400 245 168 224 378 303 471 477 418 506 467 400
CTAC N/A N/A N/A N/A NIA N/A NIA N/A NIA N/A NIA N/A N/A
Managed Enterprise Services 777 1,181 1,054 1,180 1,146 1,257 1,208 1,227 1,330
Pe ouble ets Completed A [Co e e Aug ep 0 0 De Jan Feb Mar Apr May Jun Jul Aug
Arizona State University NIA N/A unavail 100 100 100 97.6 98.1 99.01 98.86 100 100 100
MyFloridaNet 86.1 87.7 93.1 92.5 91.7 91.6 91.3 94.2 91.3 81.2 81
State of Arizona 97.50 98.50 98.20 98.80 99.00 98.30 98.40 99.30 98.00 98.00 b
State of Oregon 98.96 98.61 99 98.53 99.22 97.31 98.33 99.49
CTAC 935 927 94.9 94.8 94.3 95
Managed Enterprise Services 97.42 96.86 96.91 98.43 98.12 98.47

National CTL Repair Transport

National CenturyLink IP TAC




Legend
Arizona State University is a 5 Campus Network including
offsite locations in Washington, DC and Santa Clara CA.
The services supported are WAN/LAN/Voice/Contact
Center/Wireless and Data Center. 107,000 wireless users
and 22,000 voice users. Full scope of services including
engineering, project management, installation, Service
Assurance and Service Fulfillment.

MyFloridaNet consist of 4,385 WAN devices and circuits
for all state agencies. The scope of service includes
engineering. NOC, 911, Service Assurance, Service

Fulfillment and provisioning.

State of Arizona is a statewide engagement for
WAN/LAN/Data/VOIP/Wireless/Security for all state
agencies in AZ. The enterprise includes 3 data center and
a three cluster configuration, Contact Center UCCE call
centers. 78,000 voice and date ports/users.

State of Oregon-31,500 voice devices which included
10,500 on VOIP Core and 21,000 legacy voice TDM
systems statewide.

CTAC- Service Assurance, Service Fulfillment, Technical
Support, NOC and engineering to support CenturyLink's
national CPE customer base.

Commercial Contact Center- Call Center services for the
Genesys Product platform and Hosted IVR and other
services.

National CTL Repair Transport-Layer 1 transport repair for
all network services of CenturyLink.

National CenturyLink IP TAC (on-net)-National Support for
IP and MPLS network services.

National CenturyLink IP TAC (off-net)National Support for

IP and MPLS network services.
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