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Billing Information – Dispute (Claim)– V1.0 
History Log  (Link italicized text to: Add/Replace Existing Download With Attached (enter document name) History Log)
Description 

Once billing has occurred, and if you have a general question about your bill or charge on your bill, you should contact the Qwest Billing Service Delivery Coordinator (SDC) assigned to your account.  If the Qwest Billing SDC cannot resolve the billing type question, you may submit a claim for the disputed amount.  The claim must be in writing and detail what items you are not paying and the reason for not paying them. Claims must be submitted by email, fax or U. S. Mail (or other written format jointly agreed upon between Qwest and the customer) to the assigned Qwest Billing SDC. Qwest recommends you pay the total amount due by the specified due date on your bill, even if a claim for dispute exists.

Throughout this document, claim and dispute are interchangeable words. At the time of an acknowledgment, the claim is considered one claim.  At the time of resolution, the claim is counted by “dispute type” (also known as reason code).

Diagram 

High level Claim process flow will be included 

Availability

Availability section does not apply to Dispute (Claim) PCAT

Terms and Conditions

Terms and Conditions section does not apply to Dispute (Claim) PCAT

Technical Publications

Technical Publications section does not apply to Dispute (Claim) PCAT




Pricing

Rate Structure

Rate Structure Section does not apply to Dispute (Claim) PCAT

Rates

Rates and/or applicable discounts for products and services billed out of IABS or CRIS are available in Exhibit A or the specific rate sheet in your Interconnection Agreement.

Cost Dockets are state-mandated rates, determined by each state Public Utilities Commission (PUC) or state regulatory agencies.  You will be notified of Cost Docket rate changes when the rates in a specific Interconnection Agreement are updated.  You can request a copy of the updated Interconnection Agreement from your Qwest Service Manager.  You will be notified by a second notification at least 15 days before the implementation of the new rates in the Qwest billing system. 

Tariffs, Regulations and Policies

Tariffs, regulations and policies are located in the state specific Tariffs/Catalogs/Price Lists.  (Link italicized/blue text to: http://tariffs.qwest.com:8000/)

Optional Features

Optional Features section does not apply to Dispute (Claim) PCAT



Features / Benefits

Features/Benefits section does not apply to Dispute (Claim) PCAT




Applications

Applications section does not apply to Dispute (Claim) PCAT




Implementation

Submitting a Claim

Claims must be submitted by email, fax or U. S. Mail (or other written format jointly agreed upon between Qwest and you) to the assigned Qwest Billing SDC.

Your contract may include language that will provide for a time limit as to when you would be able to initiate a dispute. If there is no time limit language in your contract, the standard guideline is 90 calendar days from when the charge first appeared on the bill.  If you submit the claim after 90 calendar days from when the charge first appears on your bill, then Qwest will adjust charges for 90 days from the receipt date of the claim. 

Submit claims using the required Customer Dispute (Claim) Notification Form. A spreadsheet with all required information and supporting information can be attached to the Claim Notification Form.

If multiple bill dates are disputed (i.e. 4th, 7th, 10th), dispute claims must be split out by bill date/year.  Enter claims within 60 days of the bill date on one claim and those greater than 60 days on another claim. If the disputes greater than 60 days from the bill date are not separated from those within 60 days from the bill date, Qwest will group using the oldest bill date. If the claim is submitted with a spreadsheet attachment, then one claim form and one spreadsheet will be allowed. The claims within 60 days of the bill date must be on one tab within the spreadsheet and those greater than 60 days on another claim.
For purposes of this document, bill date and bill period are interchangeable words. The bill date field identifies the billing period for the Billing Account Number (BAN) & invoice entered.

At the time of acknowledgment, the claim is considered one claim. The entire claim would be returned if it is missing any required information. At the time of resolution, the claim is counted by “dispute type” (also known as reason code).

The chart below gives an example how Qwest will treat a claim: 

How Qwest counts Acknowledgment (ACK) and Resolution (Reso) Claims:

Claim Receive Date:
Bill PER
Disputed Bill Period/Year submitted on claim:
Main Billing Account Number
Dispute Type(s):
Within 60 days from bill date/ year: 

Y/N
ACK

Count:
Reso

Count:

5-04-04
1st
01-01-04

to 4-1-04
303B040000000
1. NRC on a USOC
N
0
0

5-04-04
1st
01-01-04 

to 4-1-04
303B050000000
1. NRC on a USOC
N
0
0

4/01/04
10th
3-10-04
6120000000000
1. TAX

2. LPC
Y
1
2*

3/01/04
2nd
2-04-04
2120000000000
1. MRC on USOC

2. TAX

3. LPC
Y
1
3*

* Each dispute type counts as a claim. 

If you receive an “Out of Office” message, you may send the claim to the Billing SDC backup in order for the claim to be processed using the date you submitted the dispute. The Billing SDC out of office message should contain the following message:

“I will be out of the office from MM-DD-YYYY to MM-DD-YYYY. Any disputes received during that time will be acknowledged and reviewed upon my return.  If your request is of an urgent nature, please contact my backup, (Billing SDC name) at (email address) and telephone number.”

Receipt of a claim will be the date the SDC is scheduled to return unless the claim is sent to the SDC backup. If the claim is sent to the SDC backup, the receipt of the claim will be the date the claim was sent to the SDC backup. If you do not receive an out of office message, the receipt of the claim will be the day the claim was sent to the SDC.
Customer Billing Dispute (Claim) Notification Form & Field Dictionary

Qwest receives a claim in a variety of formats. To ensure consistency and improvement of cycle time, Qwest requires you to fill out the following claim notification form:

Billing Dispute (Claim) Notification Form

COMPLETE THE REQUIRED SECTIONS BELOW 

Customer Information Section

1. Company Name:


2. Claim Submittal Date: (MM/DD/YYYY)

3. Company Contact:
4. Telephone #

Ext. #:

5. Email Address: 


6. FAX #:

7. Customer Claim # (if applicable): 
8. Access Carrier Name (ACNA) OR RSID, ZCID:



Account Information Section

9. Qwest Billing Service Delivery Coordinator Name: 


Dispute Detail Information Section

10. Main Billing Account Number: 

(must include customer code (CUS): 


11. Dispute Bill Date: MM/DD/YYYY

If multiple bill dates are disputed (i.e. 4th, 7th, 10th), dispute claims must be split out by bill date/year.  Enter claims within 60 days of the bill date on one claim and those greater than 60 days on another claim. If the disputes greater than 60 days from the bill date are not separated from those within 60 days from the bill date, Qwest will group using the oldest bill date. See Note *

12. Disputed  $ Amount Total:
13. Paid $ Disputed Amount Total:  
14. Total # of Disputed Items: (optional)

           

15. Detailed Explanation for Dispute listing each Dispute Type (or attach a spreadsheet) (see page 2 for Dispute Types and required supporting documents)
Note:

A List of Sub Accounts is required if the Main Billing Account Number provided is a CRIS summary billing account. (Must include customer code (CUS)). 

Since Sub Account is not provided in CABS BOS format, then:

For Summary Billing Accounts produced in the CABS BOS record format, a list of the Working Telephone Numbers (WTNs) is required for UNE-P accounts and a list of the Circuit IDs is required for Unbundled Loop accounts.

*If the claim is submitted on a spreadsheet attachment, then one claim form and one spreadsheet will be allowed. The claims within 60 days of the bill date must be on one tab within the spreadsheet and those greater than 60 days on another claim.

Per dispute type on your claim, please provide the appropriate supporting information with your claim.

Customer Billing Dispute Notification Form

Dispute Type
Description
Additional Customer Required Supporting Information 

Late Payment Charges/

Interest Charges
Charges relating to late payment charges or interest charges or mis-applied payments
· Date check cleared and copy (front and back) of cancelled check if already paid

· Other supporting reason for dispute (i.e. unpaid balance has formal dispute)

· Dispute Amount/Reason



Rates (includes USOC or Service Order Issues)

· Non-Recurring Charges (NRC)

· Monthly Recurring Charges (MRC or RC)


Rates:

Appearing on bill invoice do not match  customer contractual agreements or Cost Docket or Tariff

Service Order Issues 

Outages, maintenance of service,

Invalid Circuit or CLLI code, Circuit Start Date or End Date, Disconnect Issue, invalid or missing field identifiers 

Charges related to minimum term requirements (early termination) are in dispute or circuit is disconnected but still billing. The bill begin date for a circuit is prior to the Customer requested due date. Customer experience problems with Service (i.e. outage, maintenance.) Charges relating to a disconnect order are incorrectly appearing on the invoice or service was not disconnected in the interval requested

Rates:

· Name (or Number) of Cost Docket, Contract or Tariff

· Identify a reference (page # and section #) showing the rate in question (i.e. from your Contract, SGAT, Cost Docket # , Tariff or Exhibit A ).

· Dispute Amount/Reason

· Page reference in the bill relating to the claim (unless electronic media)

Service Order Issues:

· Service Order Number or Purchase Order Number (PON) & due date

· Dispute Amount/Reason 

· Page reference in the bill relating to the claim (unless electronic media)

· If Service Outages, provide the Trouble Ticket Number

USOC:

· Dispute Amount/Reason

· Circuit ID
· Working Telephone Number (WTN)
· Provide the USOC & reason for dispute (i.e. quantity, etc.)



· Tax 

· Surcharge
Incorrect Tax Assessed

Surcharge (i.e. FUSF, E911)

Tax exempt and tax charges are appearing on the invoice or they are incorrect
· Dispute Amount/Reason

· Page reference in the bill relating to the claim (unless electronic media)

Toll/Usage
Charges specific to a call.

Minutes of Use (MOU) or Call Detail 

Examples:

IABS:

Carrier Common Line, Local Switching Charges, Local Transport Facility, usage in general

CRIS:

Pay-Per-Use, local usage and operator services
If CRIS Account:

· Call Detail or MOU Detail

· Dispute Amount per itemized call/Reason

· Domestic or International

· Page reference in the bill relating to the claim (unless electronic media)

If IABS Account:

· Dispute Amount/Reason

· End Office (EO)

· Jurisdiction

· Total Minutes of Use (MOU)

· CIC, if applies

If Percent Interstate Usage (PIU), if applies

· Dispute Amount/Reason

· Documentation of Self Reporting

· Date Range in Question

· Dates Filed

· Credit Calculation

· Incorrect BIP (if Meet Point Billing (MPB))



Claim Submittal Form Field Dictionary

Field #
Required Y/N
Field:
Field Description:

1
Y
Company Name:
The name of the company submitting the claim

2
Y
Claim Submittal Date
The date you are issuing the claim to Qwest

3
Y
Company Contact
The person to whom Qwest should contact regarding the claim

4
Y
Telephone #
The telephone number of the person to whom Qwest should contact regarding the claim

5
Y, if you have email address
Email Address
The email address of the of the person to whom Qwest should contact regarding the claim 

6
Y, if you have fax #
Fax #
The fax # of the person to whom Qwest should contact regarding the claim 

7
N
Customer Claim #
Customer claim #. This is not a required field. 

8
Y
Access Carrier Name (ACNA) or RSID, ZCID
Common Language abbreviation of the billed access customer’s name (ACNA) or Reseller Identification or Facility Customer Identification

9
Y
Qwest Billing Service Delivery Coordinator Name
Name of the Qwest Billing Service Delivery Coordinator 

10
Y
Main Billing Account Number
The Billing Account Number of the bill for which charges are being disputed. Customer code is also required. One Main Billing Account Number per claim/spreadsheet

11
Y
Dispute Bill date/year
The Bill date/year for the Billing Account Number where charges are being disputed. 

12
Y
Disputed $ Amount  
The total money amount you are disputing

13
Y
Disputed $ Amount Paid
The amount of the total disputed amount that is being paid

Note: the total of the disputed Amount withheld plus the Disputed Amount Paid should equal the disputed Amount

14
N
Total # disputed items


The number of items being disputed, for example 1500 items (i.e. Sub-Accounts). This is not a required field

15

 
Y
Detailed Explanation for Dispute listing each Dispute Type
Per Dispute Type Code on page 2, provide:

Description of the dispute

· detail explanation of the dispute

· $ amount disputed

· required supporting information 



Receipt of Claim

Billing days/hours for receipt of billing claims are Monday through Friday, 8:00 AM to 5:00 PM (per Qwest Billing Office time zone), excluding Qwest Legal Holidays. Claims for billing errors received outside these business hours shall be considered received at 8:00 AM on the first business day thereafter. 

Acknowledgment of a Claim

Qwest will provide acknowledgment of your written documented claim of dispute within two business days of receipt of claim by email, fax or U. S. Mail (or other written format jointly agreed upon between Qwest and you).   The acknowledgment will include your own claim number, if provided, and Qwest’s Dispute ID number. 

If the dispute is not submitted using the required form or if required information is missing from the claim, Qwest will send an acknowledgment response to you indicating why the dispute is being returned. The dispute will be considered returned and communicated (sent back to customer-no further action by Qwest & no internal Qwest Dispute ID number assigned) and a new dispute will be required. Qwest will indicate what information is missing.

Below are examples when a claim will be returned:

(Returned means no further dispute action by Qwest & no internal Qwest Dispute ID number assigned). 

1. If the claim is missing required information (including supporting documentation) or the claim is not submitted on the required Customer Billing Dispute (Claim) Notification Form.

2. If a Cost Docket has not been approved. There is no rate implementation effective date. 

3. If Cost Docket is approved, the PUC will identify a rate implementation effective date. Qwest has 60 days to implement the new rate and 30 days to complete the true-up process. A claim submitted between Day 0 and 60 will be returned. 

4. If you disagree with the State PUC approved Cost Docket rates. These need to be referred to the State.

5. If Qwest has agreed to provide you service even when you have refused to sign a contract, amendment to your contract, or purchase from a tariff.

6. If you disagree with Qwest Resolution and submit additional information on the Billing Dispute Notification –Disagree with Resolution Form. 

7. If bill is in CABS/BOS format and you submit a claim for something that is already noted on the Differences List located at http://www.qwest.com/wholesale/clecs/cris.html
8. If the claim is for a bill inquiry type question (i.e. contract interpretation, problems with bill media, questioning a Qwest Resolution that says an adjustment should appear within 2 billing cycles and it didn’t). 

Qwest will identify why the claim is being return or communicate what information is missing on the returned acknowledgment. A new claim will be required on all returned claims.
Qwest’s Resolution of a Claim

Once the claim is resolved, the Qwest Billing SDC will provide the results of the investigation in a dispute resolution notification letter.  The claim will be either “granted” (resolved in customer favor) or “denied” (resolved in Qwest favor) or partially granted and partially denied. 

If Qwest sends a Resolution saying Qwest grants the claim (rate was wrong), you are not required to continue to send in claims each month saying the rate is wrong. 

Example:

Claim Receive Date:
Bill PER
Disputed Bill Period/Year submitted on claim:
Dispute Type(s):
Resolution Letter Sent Date:
Effective Date:

5-04-04
1st
01-01-04 

to 4-1-04
1. MRC on a USOC
5-30-04 
01-01-04

In the example above, the charges are corrected on your January 1, 2004 bill and going forward. You received Qwest Resolution Letter on May 30, 2004 stating you should see a credit within the next two billing cycles. If today is June 2, 2004 and you see the exact rate is wrong on your June 1, 2004 bill, you would not need to submit another claim. 

Definition of Qwest’s Resolution:

· Fully researched based on facts from claim and Qwest research

· Resolution Letter is sent to you stating more detail is required

· Resolution Letter is sent to you stating the resolution

· Claim is denied, granted or both in part 

The following will be entered on the Resolution:

· Today’s Date

· Your Contact Name:

· Your Address

· City, State, Zip code

· Identify if Resolution

· Customer Claim #, if available

· Qwest Dispute ID #

The following additional fields could appear on the Resolution Notification Letter

· Claim Resolution (Deny, Grant or Partial Deny or Grant)

· Amount in Dispute

· Spreadsheet or other documentation that details the resolution for each Dispute Type, including how or why the conclusion was reached 

· If it forms the basis of the denial, Cost Docket, and Docket # will be included

· If it forms the basis of the denial, the Service order and/or PON could be included 

· If it forms the basis of the denial, the Trouble Ticket number could be included

· If it forms the basis of the denial, Interconnection Agreement (IA) section will be included

· Credit Invoice Period: mm/dd/yyyy to mm/dd/yyyy

· Credit should appear within two billing cycles

Qwest’s Status of a Claim

If the Qwest Billing SDC is unable to resolve the claim within 28 calendar days after acknowledgment of the claim, a status update will be provided to you in writing on a Qwest status notification letter.

Definition of Qwest’s Status: 

· Claim is not resolved within 28 days

· “Status” notification sent to you giving research status

· The follow-up date will be no later than 28 calendar days from the receipt of the claim or sooner if claim is resolved

The following will be entered on the Status notification letter:

· Today’s Date

· Your Contact Name:

· Your Address

· City, State, Zip code

· Identify if Status

· Customer Claim #, if available

· Qwest Dispute ID #

· Detail research analysis

Customer Disagrees with Qwest Resolution 

If you do not agree with Qwest’s Resolution Letter, please refer to the Billing Dispute or Dispute Resolution Section of your contract. A written request should be submitted, within 30 days from the receipt of Qwest Resolution, using the Billing Dispute (Claim) Notification-Disagree with Qwest Resolution Form. You will be required to submit specific information as noted on the required information chart below. Submit via email, fax or U. S. Mail (or other written format jointly agreed upon between Qwest and you) to the assigned Qwest Billing SDC. 

Upon receipt of the form, the SDC will gather all supporting documentation and provide to their manager for negotiations. If unable to reach resolution at the manager level, the Billing Dispute or Dispute Resolution process in your Interconnection Agreement will be invoked.

If your contract does not have a Billing Dispute or Dispute Resolution Section, then you will be required to submit a written request using the Billing Dispute (Claim) Notification-Disagree with Qwest Resolution Form. The Billing Dispute Resolution process in the SGAT will be invoked.

If additional claim information is provided on the Billing Dispute Notification –Disagree with Resolution Form, the form will be returned. You must submit a new Billing Dispute Claim Notification Form.
Billing Dispute (Claim) Notification – Disagree with Resolution Form

Customer Information Section

1. Company Name:


2. Claim Submittal Date: (MM/DD/YYYY)

3. Company Contact:
4. Telephone #

Ext. #:

5. Email Address: 


6. FAX #:

7. Customer Claim # (if applicable): 
8. Access Carrier Name (ACNA) OR RSID, ZCID:



Account Information Section

9. Qwest Billing Service Delivery Coordinator Name: 


Dispute Detail Information Section

10. Main Billing Account Number: 

(must include customer code (CUS): 


11.  Original Qwest Dispute ID #
12. Detail Reason why disagree with resolution:

Required Information: 

Field #
Required Y/N
Field:
Field Description:

1
Y
Company Name:
The name of the company submitting the claim

2
Y
Claim Submittal Date
The date you are issuing the claim to Qwest

3
Y
Company Contact
The person to whom Qwest should contact regarding the claim

4
Y
Telephone #
The telephone number of the person to whom Qwest should contact regarding the claim

5
Y, if you have email address
Email Address
The email address of the of the person to whom Qwest should contact regarding the claim 

6
Y, if you have fax #
Fax #
The fax # of the person to whom Qwest should contact regarding the claim 

7
N
Customer Claim #
Customer claim #. This is not a required field. 

8
Y
Access Carrier Name (ACNA) or RSID, ZCID
Common Language abbreviation of the billed access customer’s name (ACNA) or Reseller Identification or Facility Customer Identification

9
Y
Qwest Billing Service Delivery Coordinator Name
Name of the Qwest Billing Service Delivery Coordinator 

10
Y
Main Billing Account Number
The Billing Account Number of the bill for which charges are being disputed. Customer code is also required. One Main Billing Account Number per claim/spreadsheet

11
Y
Previously Resolved Qwest Claim #
Provide the original Qwest Dispute ID #

12
Y
Detailed Reason why disagree
Provide detail reasons why you disagree with the resolution






Prerequisites

If you are a new CLEC and are ready to do business with Qwest, view Getting Started as a Facility-Based CLEC. (Link italicized/blue text to: http://www.qwest.com/wholesale/clecs/clec_index.html) If you are an existing CLEC wishing to amend your Interconnection Agreement or New Customer Questionnaire, additional information is located in the Interconnection Agreement. (Link italicized/blue text to: http://www.qwest.com/wholesale/clecs/negotiations.html)




Pre-Ordering

Pre-Ordering section does not apply to Dispute (Claim) PCAT

Ordering

Ordering section does not apply to Dispute (Claim) PCAT




Provisioning and Installation

Provisioning and Installation section does not apply to Dispute and Claim process




Maintenance and Repair

Maintenance and Repair section does not apply to Dispute and Claim process




Billing

Customer Records and Information System (CRIS) billing is described in Billing Information – Customer Records and Information System (CRIS).  (Link italicized/blue text to: http://qwest.com/wholesale/clecs/cris.html)
Integrated Access Billing System (IABS) billing is described in Billing Information - Integrated Access Billing System (IABS().  (Link italicized/blue text to: http://qwest.com/wholesale/clecs/iabs.html)

Billing and Receivable Tracking (BART) billing is described in Billing Information - Billing and Receivable Tracking (BART). (Link italicized/blue text to: http://qwest.com/wholesale/clecs/bart.html)

Training

(Following Qwest 101, list other training that is available on this product from Qwest for the CLEC/Reseller– Insert hyperlink)
Qwest 101: “Doing Business with Qwest”

· (Copy and paste the Course Description text in this area) Click here to learn more about this course and to register. (Link italicized/blue text to: http://www.qwest.com/wholesale/training/ilt_desc_qwest_101.html)
View additional Qwest courses by clicking on Course Catalog (Link italicized/blue text to: http://www.qwest.com/wholesale/training/coursecatalog.html)




Contacts

Qwest contact information is located in Wholesale Customer Contacts. (List italicized/blue text to: http://www.qwest.com/wholesale/clecs/escalations.html) 



Frequently Asked Questions (FAQs)
This section is being compiled based on your feedback

.  

Last Update: (month day, year)

(If any Trademark or Service Mark items were addressed in your documentation, make references to them in this location (e.g., NC/NCI( is a Trademark of Telcordia Technologies, Inc.))
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