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Executive Summary  
The North American Numbering Plan Administrator’s (NANPA) annual performance assessment is based upon a compilation of performance feedback surveys, monthly standing agenda conference calls, the annual operational review and observations/ interactions between the NANPA and the Numbering Oversight Working Group (NOWG).  The NANPA serves under a contract with the FCC.  The NOWG has compiled this data into an annual performance report for the FCC and the North American Numbering Council (NANC).  

NANPA’s rating for the 2008 performance year was determined by consensus of the NOWG to be Exceeded.  This rating is defined below:

	EXCEEDED
	Exceeded performance requirement(s) 

· Provided excellence above performance requirements and exceeded expectations

· Performance was well above requirements  

· Decisions and recommendations exceeded requirements and expectations

 


The 2008 survey results and written comments indicated a high level of satisfaction experienced by those who interacted with the NANPA.  

In 2008, the NANPA went the “extra mile” in addressing and extending the eminent exhaust of the 500 NPA by reclaiming 500-NXXs that were no longer being utilized by service providers.  This work performed by the NANPA extended the life of the 500 NPA into at least the second quarter 2009.  The NANPA also effectively and seamlessly completed the implementation of the NAS/PAS interface.  With the completion of this interface, the INC modified the number of processing days for orders/changes from 10 business to seven calendar days for the NANPA.  The NANPA seamlessly implemented this timeline change with no additional headcount with their work output remaining at its high level of performance.  
Throughout 2008, the NANPA personnel continued to consistently exhibit their professionalism and expertise while performing NANPA duties.

Section 1.0
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The annual NANPA Performance Evaluation is a summary of significant events that were accomplished during the 2008 performance year.  In addition to the annual performance review survey process, the NOWG interactions with NANPA included the following:
· Monthly NOWG/NANPA status meetings
· Annual operational review 
· Change order review process
· NANPA NANC reports
· Interaction with the industry 
The methodology used by the NOWG in weighting the quantitative responses from the surveys is as follows:

Each rating category was assigned a point value (Exceeded = 5, More Than Met = 4, Met = 3, Sometimes Met = 2, Not Met =1). The NOWG multiplied the corresponding point value by the number of responses in that category and then divided the results by the total number of respondents to the question. 

The following chart provides the definition of each rating category: 

	Satisfaction Rating
	Used when the NANPA...

	EXCEEDED
	Exceeded performance requirement(s) 

· Provided excellence above performance requirements and exceeded expectations

· Performance was well above requirements  

· Decisions and recommendations exceeded requirements and expectations

 

	MORE THAN

MET


	Met and often went beyond performance requirement(s)

· Provided more than what was required to be successful

· Performance was more than competent and reliable 

· Decisions and recommendations usually exceeded requirements and expectations

	MET
	Met performance requirement(s)

· Met requirements in order to be considered successful

· Performance was competent and reliable

· Decisions and recommendations were within requirements and expectations 

	Sometimes Met
	Sometimes met performance requirement (s)

· Was inconsistent in meeting performance requirements

· Performance was sometimes competent and reliable

· Decisions and recommendations were sometimes within requirements



	NOT MET
	Did not meet performance requirement(s). 

· Administrative tasks and objectives were not within requirements in order to be considered successful

· Performance was unreliable and commitments were not met

· Decisions and recommendations were inconsistent with requirements



	N/A
	Did not observe activity or does not apply to service provider/regulator 


The NOWG will present preliminary findings to the FCC and the NANPA.  The final report will be presented to the NANC for endorsement and the final report forwarded to the FCC. 
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The NANPA reported its monthly numbering activities to the NANC and the NOWG. The reports were consistently completed and delivered as required.  In addition to the written reports provided monthly to the NANC and the NOWG, the NANPA also made a presentation in February 2008 at the only NANC meeting held in 2008.

2.1
NANC Reports

At the 2008 NANC meeting, the NANPA reported to NANC on the following:   

· 2007 vs. 2008 CO Code and NPA Inventory Status, including a thorough summary of CO Code Activity

· Participation in a NeuStar sponsored training session for state regulatory commission representatives where it reviewed its overall administration responsibilities, NPA relief planning, CO Code administration and Numbering Resource Utilization/Forecast (NRUF) reporting, and demonstrated NAS capabilities available to registered state users

· Implementation of an interface between NAS and PAS

· NAS Improvements, including replacement of servers

· Scheduling CO Code Disconnects to prevent codes with ported TNs from being deleted in BIRRDS prior to NANPA approving the code return/disconnect  

· Service Provider and State Regulator Refresher Training

· NPA and NANP Exhaust Forecasts

· NPA Relief Activity Status Report, including exhaust recalculation, jeopardy rescission and rate center changes 

· Relief planning for the 500 NPA

· NRUF data collection 

· Code Reclamations in eight states

· Other NANPA Numbering Resources
· AOCN enterprise service submissions, 100% processing performance and the completion of the 2005-2006 financial audit 
· Processing Central Office Code Rate Center Changes 

· Status and implementation of Change Orders

· Accepting of Part 4 Confirmations of CO Code In-Service for Dedicated Non-Pooled Codes 

· Reclassifying of Codes in the Pooling Set-Aside Status in the NANP Administration System (NAS) to “Available” Codes

· Moving Switch CLLI Information from the NANPA Website to password-protected NAS reports

· Resolution for abandoned CIC assignments

· Communication and outreach efforts to assist Service Providers

All sections of the reports provided detail on the status of numbering activities, which included a summary of the CO Code assignments.  The NPA Relief Planning report focused on NPAs that are projected to exhaust within 36 months, as well as on returned and reserved NPAs. The NANPA continued to monitor CIC codes, NPA 500 and 900 NXX codes and “555” line numbers.

2.2
NOWG Reports

The NOWG / NANPA followed a standing agenda during the scheduled monthly calls.  The NANPA prepared monthly performance and status reports for the NOWG that were reviewed in depth during the monthly calls.  The quality and content of these reports provided the NOWG with valuable insight into the operations of the NANPA.  Although the NANPA normally provides the NOWG with copies of complaints received and resolved, there were no formal complaints to report in 2008. 

See Appendix A for theStanding Agenda.
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In prior years, the NANPA Performance Evaluation resulted in recommendations for improvement which the NANPA incorporated into their Performance Improvement Plan (PIP) for the following year.  Since a majority of the PIPs are now ongoing, the NOWG recommended in the NANPA’s 2007 Performance Evaluation that the PIP be utilized as a tracking mechanism.  In 2008, the NANPA utilized the PIP to track and report performance activities at the monthly status meetings.

The 2008 PIP covered the following areas: 

· NANP Administration System (NAS)
· Implementation of the interface between the Pooling Administration System (PAS) and the NANP Administration System (NAS)

· Updates/enhancements/changes to NAS

· Educational and training information to assist NAS users in using the system

· Code Administration

· Education of state commissions and service providers on code administration issues (i.e., rate center changes, reclamation of abandoned codes, etc.) 

· Training for code administrators (on-going)

· NANPA Website
· Functionality/information added to the website (on-going)

· NPA Relief Planning

· Assistance for state commissions with understanding the relief planning process and/or ongoing relief projects

· NRUF

· NRUF job aid updated to ensure most recent information is available (on-going)
· Refresher training provided for state commissions and SPs on available NAS NRUF capabilities and reports
· General

· Leadership taken on issues that affect number administration (on-going)

· FCC directives distributed and explained regarding number administration (on-going)

· Other NANPA Initiatives 
· NANPA’s response to feedback generated through their website

· Updates/changes proposed to INC guidelines

The NANPA has done an excellent job at researching and reporting to the NOWG on activities relating to the 2008 PIP.  If there were items identified by the NOWG that should be part of the PIP, the NANPA was open to incorporating those suggested items.

See Appendix B for the final 2008 PIP Report.
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4.1
Survey Ratings – Quantitative Analysis 

The NANPA 2008 Performance Surveys were completed by a total of 54 respondents.  The respondents were comprised of 27 state regulators, 26 service providers, and one other commenter.  The results are as follows:

· CO (NXX) Administration (Section A) 

 

· There were four questions in this section to which respondents provided ratings.  There were 67 cumulative responses rating NANPA’s performance as Exceeded, 28 cumulative responses as More than Met, 17 cumulative responses as Met, and one response as Sometimes Met. 

· NPA Relief Planning (Section B) 

· There were four questions in this section to which respondents provided ratings.  There were 76 cumulative responses rating NANPA’s performance in this section as Exceeded, 28 cumulative responses as More than Met, 14 cumulative responses as Met, and one response as Not Met. 

· NRUF (Section C) 

· There were four questions in this section to which respondents provided ratings.  There were 67 cumulative responses rating NANPA’s performance in this section as Exceeded, 40 cumulative responses as More than Met, 23 cumulative responses as Met, and one response as Sometimes Met. 

· Other NANP Resources (Section D) 

· There was one question in this section to which respondents provided ratings.  There were six cumulative responses rating NANPA’s performance in this section as Exceeded, five cumulative responses as More than Met, four cumulative responses as Met, and one response as Not Met.

· NANP Administration System (NAS) (Section E) 

· There were two questions in this section to which respondents provided ratings.  There were 48 cumulative responses rating NANPA’s performance in this section as Exceeded, 26 cumulative responses as More than Met, and 20 cumulative responses as Met. 

· NANPA Website (Section F) 

· There was one question in this section to which respondents provided ratings.  There were 26 cumulative responses rating NANPA’s performance in this section as Exceeded, 13 cumulative responses as More than Met, 12 cumulative responses as Met, two cumulative responses as Sometimes Met, and one response as Not Met. 

· Overall Assessment of the NANPA (Section G) 

· There was one question in this section to which respondents provided ratings.  There were 23 cumulative responses rating NANPA’s performance in this section as Exceeded, 21 cumulative responses as More than Met, and 10 cumulative responses as Met. 

See Appendix C for numerical survey results, Appendix D for the numerical bar charts, Appendix K for the 2008 NANPA Performance Survey, and Appendix J for the cover letter.

4.2
Written Comments

The Comment Sections in the survey allowed respondents the opportunity to provide details regarding their satisfaction or dissatisfaction with NANPA’s performance in 2008.  The NOWG reviewed all comments to determine if there was a common theme substantiated by multiple respondents.

Following is a summary of written comments that were provided by survey respondents.

· Significant praise for NANPA staff was a consistent theme throughout the survey.  In many cases, the comments provided praise for individual staff members.  The following recurring adjectives were used by multiple respondents to describe their experiences in working with the NANPA staff:

· Very helpful, pleasant, and friendly

· Knowledgeable, courteous, and patient

· Responsive, accurate, and professional

· There were no recurring comments for suggested improvements.

Due to the vast majority of positive comments received, the NOWG concluded that the written comments indicated a high level of satisfaction experienced by those who interacted with the NANPA.  Samples of the written comments received are provided below:

“It is great working with a team of individuals that are experienced, knowledgeable and willing to go the extra mile to assist their clients in ‘all’ requests as well as sharing their knowledge with client.”

“…I believe the NANPA organization has made every effort to satisfy our requests as users professionally, courteously and expeditiously.  It is a pleasure to continue to conduct business with a group of people who maintain such a high level of interactive skills.  Thank you all.”

“The NANPA continues to do a great job of processing the orders on time.  When the processing timeline was changed from 10 business days to 7 calendar days, there were no delays in processing our applications.”

“West Virginia is currently going through an area code overlay and we could not have gotten any better help and assistance than we have received to date.  A great bunch of people to work with!”

“Both Relief Planners show exceptional knowledge of the Relief Planning Process.”

“Again, I am impressed with the work ethics and professionalism displayed by the personnel in this division.  NRUF reporting is a big deal and I have appreciated all the past help that I received.”

“All applications are responded to in a very prompt manner.  Code Administrator is very helpful and very knowledgeable.”

“NANPA staff is “always there” when we have a numbering question.  I can’t think of a way staff could have performed better in 2008.  Oregon Commissioner’s staff appreciates the “job well done”!”
“I offer nothing but praise for a job well done by the folks at the NANPA. I look forward to working with them in 2009.”
See Appendix E for the List of Survey Respondents and Appendix F for the Survey Comments.
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The NOWG members met with NANPA representatives in Sterling, Virginia on February 24 - 25, 2009 to conduct the annual operational review of the NANPA.  During the operational review, there were formal status presentations for:

· Central Office Code Administration

· NPA Relief Planning

· Numbering Resource Utilization & Forecast (NRUF)

· Other NANP Resource Administration

· Reports

· NANP Administration System (NAS)

· NANPA Enterprise Services

· NANPA Forum Participation and Industry Liaison Activities

The NANPA presentation shared at this meeting can be found in Appendix G.

The following sections summarize highlights of specific areas within the NANPA.

5.1
Central Office Code Administration 

The NANPA presented information about their quality of Code Administration Services. Some of the NANPA 2008 highlights included: 

· The NANPA staff delivered consistently high quality Code Administration service with 15,186 applications processed in 2008 (18,110 applications processed in 2007).

· 100% of code requests were processed within the required time frame.

· One application was processed with a code conflict.

· Reclamation was initiated on codes within within the required time frame 100% of the time. 

· In response to regulatory activity, NANPA coordinated the recovery of 60 abandoned codes with regulators in 12 different states.

· Beginning on June 27, 2008, the interface between the NANP Administration System (NAS) and Pooling Administration System (PAS) was implemented (NANPA Change Order 15).

· Effective November 17, 2008, NANPA staff began processing CO code applications (Part 1s and Part 4s) in seven calendar days rather than in 10 business days.  In addition, the Part 1 application form included a new field that permits code applicants to request the earliest possible effective date that the NANPA may grant for a non-expedited request (NANPA Change Order 16).  

5.2
NPA Relief Planning 

The Relief Planning staff presented the following 2008 highlights in the relief planning environment. 

· Three new relief planning projects were initiated in 2008; two relief petitions filed in 2008 (OK 918 NPA and OR 541 NPA); one relief petition filing remained pending at the end of 2008 (NY 347/718).

· Existing Relief planning project activities included:

· Conducted initial NPA relief implementation meetings for seven NPAs:  WV 304, KY 270, CA 760, CA 818, OR 541, WI 715 and WI 920.

· Facilitated three pending petition review meetings for petitions not yet filed:  IN 812 (May and November) and PA 814.

· Initiated the recovery of 30 unavailable codes in VA 757, extending the life of the NPA more than a year.

· Initiated the recovery of five WV 304 protected codes during the permissive dialing period for the 681 overlay to prevent the exhaust of available NXX codes prior to mandatory dialing.

· Facilitated meeting that reopened jeopardy for CT 203 NPA.     

· Shadowed 124 industry subcommittee meetings concerning the CA 714, CA 760, CA 818, KY 270, NM 505, OR 503, OR 541, UT 801 and WV 304 projects.

· Facilitated 31 industry meetings, all by conference call (e.g., NPA relief planning, jeopardy, jeopardy status/pending petition review, implementation).

· Attended and participated in two state-sponsored regulatory workshops in California.

· Published nine Planning Letters announcing new relief or changes to existing relief projects (WV, CA, KY, OR, WI, NM).

· Distributed 124 NNS notifications of NPA relief planning activities.

· NPA Relief Planning met its objectives on all 57 tracked events for 2008.

The NANPA quality surveys that were conducted after industry meetings showed a continuing high level of customer satisfaction.  The NANPA received an average overall score of 4.96 out of a maximum of 5.00 on conference calls.  Eleven conference calls were surveyed in 2008.  (In 2007, the average call had a rating of 4.92 on 11 conference call surveys.)
5.3
Numbering Resource Utilization & Forecast (NRUF) 

In 2008, NANPA processed 14,391 Form 502 submissions with 100% of those processed within the required five business days.  The 100% mark was also achieved with regard to error notifications, confirmation notifications, missing utilization notices, anomalous notifications, phone call/email responses and Job Aid updates.  In October/November 2008, the NANPA conducted service provider refresher training on the use of NAS NRUF on-line capabilities; 55 individuals, representing 49 service providers, participated in the training.  The NANPA staff also made multiple updates to various documents including the NRUF On-Line Training Guide, Geographic and Non-Geographic Job Aids, NRUF State Database Guide, and the rate center abbreviation list on the NANPA website.

5.4
Other NANP Resource Administration 

The NANPA processed 100% of all applications for Carrier Identification Codes (CICs), 555 line numbers, and 500 and 900 NXX codes within the required ten business days in 2008.  Other highlights included:

· At the beginning of 2008, there were 77 500NXX codes available for assignment.  Exhaust was forecasted within six months.  Due to the forecasted exhaust of this resource, the NANPA initiated a close review of the 500NXX assignments by requesting detailed assignment information on codes with less than 10% utilization reported on the February 2008 NRUF submission.  As a result, over 200 NXX codes were recovered, delaying the exhaust of the 500NXX resource until the second quarter of 2009.  As of December 31, 2008, 140 500NXX codes were available for assignment.

· The NANPA staff initiated posting of the NANPA’s correspondence to the INC identifying 500NXXs and CICs subject to reclamation.

5.5
Reports 

NAS Secure Queries/Reports, first introduced in 2007, continued to be accessible through NAS in 2008.  

Also, several additions and modifications were made to existing reports, including:
· The daily/weekly/monthly NAS Part 1 and Part 3 reports sent to state regulators was modified to include the PAS tracking number and the application type (LRN request, pooling replenishment, or dedicated customer).

· NAS reports were modified to report on 500NXX assignments as well as 533-NXX assignments.  

· NANPA staff initiated posting to the NANPA website (under Reports, CICs) reclamation letters for CICs, 500 and 900 resources that are sent to INC. 

5.6
NANP Administration System (NAS)

NAS continues to support a variety of number administration functions, including Central Office Code Administration, Other Resources, NRUF, and NANP Notifications.  In addition, as mentioned in section 5.1 – Central Office Code Administration, in 2008 the NANPA implemented the NAS/PAS Interface (NANPA Change Order 15).  NAS was available 99.9% of the scheduled availability for 2008. 

5.7
NANPA Enterprise Services 

The NANPA AOCN required Enterprise Service processed 4,875 Part 2 submissions in 2008, as compared to 5,952 in 2007.  For 2008, 100% of all applications were processed in five business days or less.

5.8
NANPA’s Industry Forum Participation and Other Activities 

The NANPA provided monthly reports to the NOWG and NANC membership.  In addition, the NANPA actively participated at INC.  There were 12 issues and 14 contributions submitted to the INC in 2008.  The NANPA also co-chaired the INC NPA Subcommittee. As a result of these efforts, resolved INC issues resulted in eight change orders that were approved by the FCC.

5.9 Summary of the NANPA Operational Review 


Based on the information shared with the NOWG during the 2008 Operational Review, the NANPA not only maintained a high level of performance, but successfully managed new challenges.  The NANPA’s Operational Review presentation was very thorough in providing details of the NANPA activities in 2008.  The NANPA staff effectively responded to NOWG inquiries during their presentations, demonstrating their knowledge and seasoned expertise.  There were no applicable formal complaints of the NANPA made during 2008.  It’s worthy to note that the NANPA developed and championed numerous INC issues and contributions on behalf of the Industry.  Additionally, two NANPA change orders were successfully implemented for NAS, both of which provided significant efficiencies for the NANPA and numbering resource applicants.

See Appendix I for the 2008 NANPA Highlights.
Section 6.0
NANP Administration System (NAS)

NAS is the primary tool used by Regulators, Service Providers, Consultants and NANPA in the assignment of NANP resources and various administration aspects of the NANP.  NAS, deployed in early 2004, provides an automated system for processing number resource applications, collecting resource utilization and forecast data, and issuing notifications to the industry on numbering matters.

A mechanized interface between the Pooling Administration System (PAS) and NAS was first introduced by the Pooling Administrator in February 2008.  This interface was then brought online in NAS in June 2008.  Users can now file for full NXXs in pooling areas (for dedicated customers, to replenish the pool or for LRN purposes) without the extra burden of manually submitting to NANPA the application (with supporting documentation) via email and NANPA having to manually input the application into NAS.   

2008 Survey Comments relating to NAS included:

“Having the online reporting system available to use continues to be a fine solution rather than having to burden administrators with faxed reports.  I use the missing reports data to make sure I didn’t miss anything on the 502 and find that a very useful tool.”  

“NNS is great – it is easy to find documents for past history purposes in NNS.” 

“The NAS System is very user friendly and is updated in a timely manner.”

“As noted in my note above the online system is terrific.  It was a good addition to providing the information you need and with the changes that have been implemented over the years it is very user friendly.”

“You can’t see what you’re entering on the NRUF and can’t see what was submitted.”

One service provider did express concerns regarding the NAS/PAS interface:

   “There are continued concerns with the PAS/NAS interface as it relates to Part 4s. Unclear if the problems were with the PA or with Code Administration, but [Service Provider] received reminders to submit Part 4s when the part 4s were previously submitted to the PA.  In conjunction with the PAS/NAS interface, confusion existed around the Thousands Block Pooling (TBP) indicator.  The INC guidelines and the PAS/NAS interface were not in sync prior to NeuStar’s implementation of the interface.  As a result, there was confusion and manual intervention required.  NANPA should have recognized the change in PAS/NAS interface which would require INC Guideline changes and brought the issue to INC prior to the implementation of the new interface.  This issue has been resolved, but could have been mitigated with proper planning.”

The industry continues to be satisfied with the overall performance of NAS.  The NANPA continues to consider and implement enhancements to improve the functionalities of NAS.

Section 7.0
Change Orders

In 2008, the NANPA filed one new change order with the FCC. This change order proposed an adjustment to various NAS system times and validations to account for the reduction of processing days.  The NANPA change order process complies with FCC contractual requirements.

In 2008, the NANPA successfully completed the implementation phase of two change orders that were approved by the FCC.  In June, the interface between NAS and PAS was implemented. In November, NANPA began processing Part 1 and Part 4 forms in seven calendar days rather than 10 business days.

The implementation of both of these change orders greatly benefits the industry and the NANPA by reducing the manual work and time required for processing requests for new resources.

See Appendix H for the Change Order Matrix.

Section 8.0                 NANPA Website

The website maintained by the NANPA provides information relating to numbering resources and relief planning for use by service providers, regulatory agencies, and the general public.  In 2008, several updates were made to the NANPA website, including a link to the NECA home page, updates to the FAQ’s, and updates to the individual area code maps. 

Most of the comments received during the 2008 survey process provided positive feedback regarding the NANPA website.  These comments included the following:

“The NANPA website is well designed and easily navigated. It is obvious that a great deal of thought and effort went into the design and functionality of the website.”

“[State Commission] Staff doesn’t access the website a great amount.  However, when we do need to access the website to answer a Commissioner’s question or to research a Safety Valve application, etc.  the site is complete, accurate, and easy to navigate.”

“Great website! Very easy to navigate through and loaded with useful information that pertains to my everyday job.”

“The NANPA website is well-designed and contains appropriate useful information.  Thank you.”

“I have used the NANPA Website many times throughout the year, and I am always able to find the information I need quickly.  I have also found a great deal of information about NANPA in general.”

Section 9.0            Conclusion and Recommendation TC " 7.0
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The 2008 NANPA Performance Evaluation Rating is based upon observation, documentation and information collected throughout the year. Although emphasis continues to be given to the numeric and written survey comments, survey respondents may not always be familiar with the activities of NANPA that occur “behind the scenes.”  The NOWG considered in the 2008 overall rating NANPA activities that included interaction with the NOWG and NANC, active participation at INC and other industry forums, and the NANPA’s consistency in addressing and resolving issues raised and suggestions made in the year 2008 Performance Improvement Plans (PIP). 

The 2008 survey results revealed a high level of client satisfaction with the perseverance, professionalism, and expertise exhibited by NANPA personnel when performing their NANPA duties.  The NANPA continued to consistently and effectively demonstrate their expertise as the custodian of numbering resources in all areas in which they were involved.    

In determining the rating for the NANPA, the results of the data analysis yielded an "Exceeded" rating.

The NOWG recommends that the following be implemented for continued improvement:

· Ongoing enhancements as necessary to NAS

· Refresher training for NAS users as necessary

Section 10.0
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