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Announcement Date:
May 17, 2002

Effective Date:
Immediately




Notification Number:
CMPR.05.17.02.F.01268.Final_CR_Response

Notification Category:
Change Management Notification

Target Audience:
CLECs, Resellers




Subject
CMP- Final CR Response for PC030102-1




Qwest has posted a final response to a recent Product and Process Change Request. This notice is provided via the Change Management Process.  

CR Number
Topic


PC030102-1
 RSUs – Trouble Tickets for Resale Worked Like Unbundled Trouble Tickets

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 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 Michael Buck, Product & Process CMP Manager, at 303.294.1633 or mjbuck@qwest.com.
Sincerely, 

Qwest

Note:  While these updates reflect current practice, it is important to note that there are additional changes that will be forthcoming as a result of ongoing regulatory activities e.g., collaborative workshops and state commission orders.  As these changes are defined and implementation dates are determined, notice of additional updates will be provided accordingly. 

April 29, 2002

Carol Whitson

ILEC Relation Account Manager

McLeod USA

SUBJECT:
Qwest’s Change Request Response - CR PC030102-1 


“Trouble tickets for resale worked like unbundled trouble tickets.”

This CR requests that Qwest “Work trouble tickets for resale with a screener so they can schedule the tech and the tech would call the screener when the trouble is resolved.  After the tech has called the screener, they would call McLeod with the resolution and what was done and then close the ticket.”  During the clarification call with McLeod and at the General Clarification at the April CMP meeting, McLeod indicated the primary concern is to receive a call before the ticket is closed.

As the title of this CR indicates, Qwest uses a Maintenance Control Organization (MCO) to manage all designed service trouble tickets (both wholesale and retail), including trouble tickets for unbundled network elements (excluding UNE-P POTS).  The MCO technician manages the closure of these trouble tickets, including calling back the customer and waiting up to 24 hours to receive a call back to coordinate closure. The trouble ticket is placed in a “No Access” status while Qwest is waiting for a response from the customer.  After 24 hours, the trouble ticket is closed if no response is received.  

Because non-designed trouble tickets (both wholesale and retail) are generally less complex and have much larger volumes, Qwest doesn’t use an MCO technician to manage their closure. For non-designed trouble tickets (resale and UNE-P POTS) the technician that resolves the trouble closes the ticket.  The technician attempts to contact the customer when closing the ticket.  If the customer cannot be reached, the ticket is closed.  In addition, for trouble tickets opened through the electronic interface (CEMR), notification is automatically sent (either through e-mail or fax) when the ticket is closed.

Qwest’s systems are unable to status non-designed trouble tickets as “No Access.”  Waiting for a customer to clear voice mail and reply back to Qwest before closing a non-designed trouble ticket may result in increased trouble resolution time, missed appointments, and technician idle time. Therefore, Qwest respectfully denies this Change Request.

Sincerely, 

Craig Suellentrop

Staff Advocate, Policy & Law

Qwest 

Cc:  Mary Retka, Director-Legal Issues, Qwest

       Catherine R. Garcia, Senior Process Analyst, Qwest

       Catherine Augustson, Senior Process Analyst, 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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