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Announcement Date: 
February 15, 2002

Effective Date:  
Immediately

Document Number:
CMPR.02.15.02.F.01227.CR_Responses
Notification Category:
Change Management

Target Audience:
CLECs, Resellers

Subject:
Qwest Response to Change Requests

TO:

Attached you will find Qwest’s response to a recent Product and Process Change Request for the week ending February 15, 2002.  This notice is provided via the Change Management Process.  

CR Number
Topic


PC120301-3     
Implement an adhered to process to provide CLECs with accurate APOT information

PC120301-5 
Process where once an escalation ticket is opened and accepted that the issue stays with the CSIE group until the escalation is completed
All information pertaining to this Change Request can be viewed via the Product & Process Interactive

Report located on the Qwest web page at URL - http://www.qwest.com/wholesale/cmp/changerequest.html.

The responses are also included as attachments to this notice.

The Interactive Report is in ".pdf" format and can be read using the Acrobat®  Reader®  software that can be downloaded at no charge via the URL – 

http://www.adobe.com/products/acrobat/readstep.html
Questions may be directed to John Beers. He can be contacted at 303-965-2930 or Jxbeer2@qwest.com.

Sincerely, 

Qwest 

January 11, 2002

Kathy Stichter
ILEC Relations Manager 

Eschelon Telecom Inc
SUBJECT:  PC120301-3  “Implement an adhered to process to provde CLECs with accurate APOT information”
This letter responds to your CLEC Change Request Form, number PC120301-3 dated November 30, 2001 – Implement an adhered to process to provde CLECs with accurate APOT information.   Specifically, Eschelon asked Qwest to implement a process and procedure for accurate APOT numbering so that CLECs can be assured that they will be able to provide service without delay to their customers.  The change request provided three examples of APOT information provided by Qwest and suggested that the process should include a requirement that Qwest personnel validate APOTs as they are entered into TIRKS.

Qwest previously committed and continues to commit to providing accurate Alternate Point of Termination (APOT) information.  We also continue to commit to providing timely resolution of issues relating to information contained on the APOT.   To this end, we revised and have implemented several internal processes to verify the accuracy of the APOT.  Applicable process changes are addressed below in the context of the examples provided within the Change Request (CR).

· Example 1 describes a situation in which labeling of terminations in the Central Office did not match the APOT information.  This job completed in April 2001 and the call to the APOT hotline occurred in November, seven months after the "Ready For Service" (RFS) date.  Our investigation revealed that the State Interconnect Manager (SICM) and Eschelon representatives performed a walk through on this job; the APOT contained correct cable count pairs and matched the field cable count; the SICM identified where to connect their side of the terminations.  The terminations were labeled correctly and TIRKS also reflects the correct cable count.  However, the numbering associated with the jack locations did not match the locations identified on the APOT; for jobs other than ICDF collocations, the jack numbers do not appear on the APOT.  Jack locations do not need to match the cable count numbers and in this case, the difference is apparently what caused confusion.  This issue was resolved the business day after a call to the APOT hotline.  In late June, early July 2001, CPMC personnel reevaluated their quality processes and implemented safeguards to ensure that correct information appears on the APOT; specifically, the state Project Manager is required to confirm that the APOT data matches TIRKS and that the DWP also matches the APOT.  A process document (update issued 11/30/2001) reiterates that the Engineer must ensure that the actual installation is accurately reflected in both the APOT and the DWP.  Additionally, Engineering revised its job aid on 8/28/2001 describing ICDF collocation engineering and its unique APOT in detail.

· Example 2 involved the inability of Eschelon to process DS0 orders based on incorrect TIRKS information.  The APOT resulted from a job that completed in April but no call was made to the APOT hotline.  There was a cable name error on the APOT; instead of an “s” the cable name contained a “d.”  The field and TIRKS correctly showed the “s,” but there was a typographical error on the APOT.  A revised final APOT was provided to Eschelon the morning of the second business day following the identification of the error to Collocation Project Management Center (CPMC) State Project Manager.  Internal processes (updated 9/27/2001 and 11/30/2001) require the Engineer to verify the field installation information against the APOT, TIRKS, the design work package (DWP) as well as check any other affected engineering documents/systems for consistency.  As changes are made and needs clarified (from sources such as the APOT hotline), engineering staff review and update the applicable job aids in addition to providing periodic training on issues, including APOT related ones, during monthly staff meetings.  As indicated above, the CPMC State Project Manager is also required to manually check and validate that the APOT matches the parameters contained in the DWP.  The CPMC audits compliance with this process on a monthly basis.  

· Example 3 involved a rejection of orders because the CLLI code appeared to be incorrect on the final APOT.  Upon notification of a building addition completion, Eschelon submitted an application for collocation space in the central office and was placed in the central office annex for which the addition had just been completed and for which a new CLLI had been assigned.  The service center did not recognize the CLLI code associated with the collocation job (completed in April 2001) because it did not match the address or name of the central office on the order – a new name and physical address had been assigned to the building addition.  However, the APOT, DWP and TIRKS were correct for the location of the collocation.  The Account Service Manager was contacted and the situation explained sufficiently to allow the orders to process.  Some unique situations will continue to arise and need to be addressed individually.

In summary, Qwest understands the concerns that result from order rejection, and has instituted the following measures to provide accurate APOT information:

· Internal process improvements (discussed above and) implemented by the Engineering, CPMC, and TIRKS organizations (effective July 2001);  


· Qwest collocation engineering managers regularly provide training on and review of APOT job aids; and


· Continued operation of the “APOT Hotline” (refer to CR 5608156) to quickly and efficiently address any APOT discrepancies that may arise. 

Qwest will continue to work with the CLEC community regarding APOT accuracy related issues.

Sincerely, 

Laurel L. Burke

Staff Advocate, Policy & Law

Technical Regulatory Interconnection Planning 

Qwest 

Cc: Mary Retka, Director Legal Issues, Qwest

January 4, 2002

Kathy Stichter
ILEC Relations Manager 

Eschelon Telecom Inc
SUBJECT: PC120301-5  “Process where once an escalation ticket is opened and accepted that the issue stays with the Customer Service Inquiry and Education (CSIE) group until the escalation is completed.”
This letter is in response to your CLEC Change Request Form, number PC120301-5 dated 11/30/01 – Process where once an escalation ticket is opened and accepted that the issue stays with the Customer Service Inquiry and Education (CSIE) group until the escalation is completed. 

Qwest currently has a repair referral process in place, which provides for CSIE responsibility of a CLEC issue until resolution.  The process provides procedures for handling an out of service condition when service order activity is involved.  Your experience with the Qwest CSIE team was an isolated incident 

The repair referral process addresses: review of the service order; matching service order entries against the CLEC issued LSR; issuing a service order to correct inaccurate entries on the service order if found; contacting internal departments for assistance; and follow up to ensure end user customer receives service, etc.  The Qwest Service Delivery Coordinator (SDC) utilizes this process in processing escalation tickets.

I have confirmed with Chris Siewert – Team Leader Minneapolis CSIE, that process retraining occurred shortly after this incident for the entire CSIE team.

Sincerely, 

Michelle Thacker

Process Specialist

Qwest 

Cc: Chris Siewert, Manager Methods & Procedures, Qwest




























The Qwest Wholesale Web Site provides a comprehensive catalog of detailed information on Qwest products and services including specific descriptions on doing business with Qwest.  All information provided on the site describes current activities and process.

Prior to any modifications to existing activities or processes described on the web site, wholesale customers will receive written notification announcing the upcoming change.
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