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Announcement Date: 
March 18, 2002

Effective Date:  
Immediately

Document Number:
GENL.03.18.02.F.01509.ForumQ&A
Notification Category:
General Notification

Target Audience:
CLECs, Resellers

Subject:
Questions/Issues From the January 14-15, 2002 
Denver CLEC Forum

TO:

Qwest hosted a CLEC Forum on January 14-15, 2002 that covered several issues of interest to the CLEC community.  Several questions were raised during this session and Qwest agreed to provide feedback on those issues.

Attached you will find all of the questions that were raised and the responses that have been provided by Qwest.

These responses have also been posted to the Qwest Wholesale Web site at URL:  http://www.qwest.com/wholesale/training/tradeShow.html
Sincerely, 

Qwest 

Denver CLEC Forum – Held on January 14-15, 2002

Qwest’s Response to Questions/Issues Raised

Prepared March 2002

BREAK OUT SESSION:
UNBUNDLED LOOP

1. What is the frequency of update for the ICONN database?

The ICONN (InterCONNection) Database contains many reports.  This question is in regard to a conversation about the Build Disclosure report.  The information for this report is updated monthly.

2. The documentation for the UDIT/EEL products in the PCAT lacks examples.  Is there a possibility of enhancing this information?

If more information can be provided on specific needs, the Product team will be happy to look into it.  Please contact your Service Manager to share suggestions. There are Diagrams and verbal descriptions for different UDIT and EEL configurations in the UDIT and EEL PCAT located on Qwest’s Wholesale Website at: http://www.qwest.com/wholesale/pcat
3. On point-to-point EELS (mux to DS3), can we do something to minimize downtime?

The Product Manager isn’t aware of a situation where there would be any downtime.  Please provide specifics via your Service Manager.

4. Is there a product in the works to drop transport and convert to UBL?

As these are two entirely separate products, they are provisioned and billed separately.  If you have Transport and want Loop you can provide the proper documentation to disconnect your Transport (UDIT/EEL) and provide the proper documentation to connect a new Loop (UBL).

5. What is pricing on clean loops for voice over DSL?

At Qwest, DSL (Voice and Data) can be provided under a number of scenarios:  

· Qwest Voice with CLEC Data is Line Sharing 

· CLEC Voice over UNE-P with CLEC Data is Line Splitting (can be same or different CLECs)

· CLEC Voice over UBL with CLEC Data is Loop Splitting (can be same or different CLECs)

All of these options can be found in your Interconnection Agreement.  If you are interested in options that aren’t a part of your agreement, you can find Qwest’s template language and rates at: http://www.qwest.com/about/policy/sgats/
6. What is future of Ethernet/PON Architecture as a product?

While Qwest continues to look at opportunities to deploy new technologies, there are currently no plans in place to deploy PON architecture in the foreseeable future.

7. CLEC ordered ISDN UBL and was told no facilities.  They had to have end user order directly from Qwest and then got facilities.  What went wrong?

The customer agreed to provide examples via their Account Team.  As this example was several months old, also agreed that if the CLEC wants to order again, using the same information, Qwest will track and provide input to what may have gone wrong.

8. On LIS trunking orders, CLEC experiencing trouble with routing (Complex Translations) – what can we do to improve failures?

Please bring the specifics to your Service Manager who will facilitate a meeting with your technical team and the subject matter experts in the Complex Translations group at Qwest. 

9. Account team on retail side handling orders for Hickory Tech.  This then causes the CLEC to convert later to Wholesale.  How can we eliminate? 

This issue will be worked directly with your Service Manager and Director to explore options for resolution to eliminate duplication.

10. When will CLEC to CLEC documentation with examples be published?

This documentation will be available in the PCAT on Qwest’s Wholesale Website in the 1st Qtr, 2002.  You can find the PCAT: http://www.qwest.com/wholesale/pcat
11. What is the procedure to convert PL to EEL? 

The procedure for converting Private Line to EEL is clearly outlined in the ordering section of the PCAT under EEL Conversion Requests.  You can find the PCAT on the Qwest Wholesale Website at:  http://www.qwest.com/wholesale.pcat
12. What is the  compliance process when a Qwest employee allegedly shares incorrect information with a end user customer of a CLEC? 

The CLEC should gather all of the specific details of the incident (order number, telephone or circuit id, name of person, title, organization etc.) and bring that information to their Qwest Service Manager.  The Service Manager will forward documentation to our Compliance Team where a full investigation will be done.  Appropriate action will be taken depending on the outcome of the investigation.  The CLEC will be notified that this has been completed and that the incident has been resolved. 

13. CLEC-to-CLEC orders – why doesn’t reuse of facilities happen?

This process gap was identified in 2001.  Process modifications have taken place to ensure that facilities are re-used on every conversion.  This was complete in 4th Qtr, 2001.

14. Will DS3s be a UNE product in the future?

DS3 is an available transmission level for UDIT, EEL and UBL.  See the PCAT on the Qwest Wholesale Website or Contact your Account Manager for more information. You can find the PCAT: http://www.qwest.com/wholesale/pcat
BREAK OUT SESSION:
Resale and UNE-P

1. How do customers get a list of USOCs that they can resell?

CLEC needs to contact their Qwest Service Manager to request a list of available USOCs for the state in which they choose to operate.

2. When customer validates address it comes back SAG only when sent through manually - rejected by typist – New Connect – T/F

A “SAG Only Match” Address Validation response indicates that facilities may not exist and additional data (such as a nearby working Qwest TN), is needed before the LSR can be submitted.  Qwest cannot guarantee the Desired Due Date (DDD) for a “Street Address Guide only” address.  When the service request has an Activity Type (ACT) of New (N) or Outside Move Transfer (T), the override button (ANV= Y) can be used to enter the address manually on the End-User Information, Centrex Resale Services, and Resale Private Line forms. 

The override flags the address as “Not Validated” and allows the request to be submitted, while alerting the ISC to process the request manually.  The service request may still be rejected, however, if the address cannot be validated.  This is why the nearby TN or cross street information is critical.  Use of the override flag is only valid for New and Outside Move Transfer activity types.  For all other activity types, if the address does not exist in Qwest's databases, the ISC should be contacted for assistance.

3.  UNE-P - What are the Definitions of zones for UNE-P?

The loop elements of UNE-P products are deaveraged by zones in the same manner as the UNE Loop product set. Geographic Deaveraging rates are determined by each state commission and vary by state. Deaveraged rate zones may be applied based on distance from the Central Office or by wire center. Qwest is in the process of enhancing its billing system to accommodate the Geographic Deaveraging zone billing. In the interim, CLECs will be billed the deaveraged zone rate for Zone1/Base Rate and where appropriate an incremental charge for end users that are in Zone 2 or above. These two charges, added together, will equal the proper Geographic Deaveraged zone rate.

CLECs may determine zones by:

· Consulting Qwest distributed CLEC notifications that detail Zone information by state, as deployed.

· Validating single addresses to determine zone information in IMA in those states that are Distance Based, i.e Arizona, Colorado, Montana and Wyoming

· Contacting their Qwest Service Manager 

· Referring to http://www.naruc.org/resources/state.html
4. Service Address provided on DUF so can bill IXCs.

The Daily Usage File (DUF) provided by Qwest contains usage detail that may be used by CLECs to determine billing matters between themselves and their end users, and access usage for the IXCs. Qwest does not provide service addresses for any billing arrangements between CLECs or IXCs.
5. Training of DUF.

The Wholesale Product Catalog (PCAT) identifies, defines, and provides methods of delivery for the Daily Usage File and its contents. Please visit www.qwest.com/wholesale/clecs/duf.html
for detailed information.

6. Can you order DSL volume plan through IMA?
The Qwest DSL Volume ISP Plan (VISP) is a program that provides large ISPs the ability to offer high speed Internet access to end user customers using Qwest DSL as the underlying DSL service. The ISP then sells their DSL service to Qwest end user customers using the ISP's branded name. With Qwest DSL VISP, Qwest does NOT sell the DSL service directly to the Qwest end-user customer.  Since the ISP is the “Customer of Record” for the Qwest DSL VISP, Qwest may not resell this service to the CLECs using the Qwest DSL on UNE-P option.

The ISP is responsible for all aspects of customer acquisition (marketing, selling, etc.), and customer management (ordering related to DSL, end-user billing, trouble reporting and repair status). 

The DSL monthly non-recurring charges will NOT appear on the Qwest end-user customer's bill. Instead, the DSL charges (USOCs) are directly billed to the Volume ISP. The directly billed DSL charges are sent to the Volume ISP on a Latis Bill. The ISP will pay Qwest for the DSL service they have sold to their customer. 

The ISP will directly bill the Qwest end-user customer for the DSL service using their invoice and bill systems. 

The Volume Plan ISP will submit all orders to Qwest via an XML Gateway. 

The ISP will be responsible for bulk loop qualifying their customers through an XML Gateway. 

All order statusing will take place via the Gateway. 

VISP is not available on resold telephone lines.

If you are interested in participating in this plan, you will need to first contact your Qwest Sales Executive.
7. On change orders/conversion-as is for UNE-P Pots/Centrex must do DL form (MN) open tickets – open for months.

As discussed in the forum, please provide specific order detail to your Qwest Service Manager so that Qwest can investigate this issue.

Generally, Change Orders (ACT C) and Conversions As-Is (ACT W) require a DL form so that Qwest knows of any requested directory listing changes. Conversions As-Specified (ACT Z) does not require a DL form.
8. UNE-P - Only use USOC once on an order must put in remarks.

As discussed in the forum, please provide specific order detail to your Qwest Service Manager so that Qwest can investigate this issue.
9. UNE-P/Resale -What does the customer have to re-cap on all types of orders, e.g. conversion as is, conversion as specified?  CLEC must “out” the USOC that the customer does not want – conversion as specified.

On "conversion as is" activity it is not necessary to recap features from the existing CSR.  All features are automatically maintained on a "conversion as is".

On  "conversion as specified" activity the CLEC must indicate to Qwest what the finished service should look like.  It is necessary to recap (using conversion Feature Activity (FA), any feature USOC(s) the customer desires to retain after conversion.  Any features the customer desires removed must be entered with disconnect (D) FA, or they should not be entered on the LSR.  Any feature showing disconnect FA or missing from the LSR will be removed from the CSR during the conversion process.
10. For UNE PBX orders – IMA won’t allow vertical features on the Trunk Group Number.

Features available and compatible with UNE-P PBX are detailed in the UNE-P PBX Product Catalog, under Optional Features at www.qwest.com/wholesale/pcat/uneppbx.html

Qwest is working with certain individual CLECs that submitted specific inquiries regarding feature availability with UNE-P PBX to determine why they experienced ordering errors or difficulty. If you experience similar ordering difficulty, please provide account and LSR specific information to your service manager.
11. Porting Numbers could not move an UNE-P from host to remote with same number on a T/F and/or from one CO to another on the F side.  US Link will provide example to their Service Manager.

As discussed in the forum, please provide specific order detail to your Qwest Service Manager so that Qwest can investigate this issue.

12. CLECs need list of line numbers with PIC/LPIC by customer. 

CLECs may determine existing PIC and LPIC selection per account by accessing the Customer Service Record (CSR) in IMA.

13. CLEC wants access to Qwest InfoBuddy

CLECs have access to a redacted version of “Infobuddy” that includes retail methods. Please contact your Qwest Service Manager to begin the digital certification process for access to this system.

Detailed and comprehensive information regarding wholesale products and services may also be found in the Qwest Wholesale Product catalog at www.qwest.com/wholesale
Qwest wholesale methods and procedures (‘InfoBuddy’) provide internal and proprietary information used by the Service Delivery centers to provision services. This proprietary documentation is not available to CLECs. 

14. Is IMA going to have re-cap ability on Centrex?

Qwest is not currently pursuing adding this functionality to IMA due to the length and complexity of Centrex CSRs. 

15. Call reports instead for resale customers.

Call Reports is a non-regulated product provided through a 3rd party vendor, it will not be made available for resale.

16. How do you qualify an IDSL Loop?  Is it available for resale?

IDSL is available for resale.  IDSL lines can not be qualified through the Loop Qual tool.  Resellers must contact the Service Delivery Center and have them see if loop qualifies.

17. Resold End User is contacting Qwest for account information and to open repair tickets instead of contacting their CLEC.  

CLEC needs to provide telephone numbers of end user customer to their Service Manager so Qwest can take appropriate action.

18. What is the option in IMA for partial CSR?  Need BTN?

IMA User Guide, Chapter 1, page 33 has step by step instructions for retrieving a Partial CSR by Working Telephone Number.  IMA User Guide Chapter 1, page 36 has instructions for retrieving a Partial CSR by ECCKT.  The User Guide can be accessed on the Wholesale CLEC Website by selecting ‘Operations Support Systems’, then ‘IMA GUI’, then ‘Documentation’.  Users may enter up to 30 WTNs for Partial CSR Query.   

19. CENTREX - Why does Qwest require BTN/CUS Code for Centrex?  The CSR may belong to a different CLEC and is not available to the questioning CLEC.  One CLEC can not get a partial CSR and/or BTN of another CLEC’s account. 

The CSR Match change request (deployed in the IMA 8.01 Release) requires orders for most products to provide a full AN on the LSR.  For Centrex conversion orders, however, a WTN should be entered for the value where an AN is required.  In the case of a Centrex to Centrex order, the existing BTN and CUS code for the incoming CLEC should be entered for the value where an AN is required.
BREAK OUT SESSION:
LNP

	
	

	1. Is there a charge for NPA NXX migration?

There are no charges associated with the activation of NXX codes within the Qwest Network.


	

	2. On failure to create a subscription, what is the Qwest initiated process for resolution?

Qwest has developed and documented the process for the Service Managers and customers for NPA/NXX - this information is documented in the Access to Telephone Numbers Product Catalog.

	

	3. When will OP17 be available to the CLECs on the PID CLEC Report?

The OP-17 PID performance report is now available to the CLECs.  This report became available on January 16, 2002, the results are from October 2001 – December 2001.


	

	4. What is the purpose of EBD versus Disconnect Date on pushed out orders?  

The EBD is the effective bill date.  This date identifies when the billing will stop for this service.  The Disconnect Date is the date the service will be disconnected within the Qwest network and no longer available to the customer.

Is there a process to ensure the centers understand the purpose of EBD versus Disconnect Date?  CLEC are told different things.

Yes, internal documentation has been distributed to the centers via MCC.  A response was given to this issue in the CMP – the change request is PCCR-090401-4 dated November 6, 2001.

Is there a process that provides service management support in this area?

Yes, Service Managers can access Info-Buddy (internal online Methods and Procedures document) for the same internal process documentation that is available to the Centers.


	

	5. Can the due date intervals for 1FR/1FB local number ports be reduced from three to two days?  Design Service Interval –c (?) LNP

Qwest just recently reduced the service intervals for 1FR/1FB services. At this time, Qwest is not reviewing any additional interval changes.


	

	6. Identify – Timeframe Qwest would reject after FOC.  Jill Martain is changing to Jeopardy (CMP CR in process).  Rejects or Jeops come too late in the customer process.  Will there be a Performance Measure to address this issue?

There are no specific time frames in which a error condition could occur after a FOC, but with the new process that goes into effect on February 18, a reject for an error condition would only be issued if the jeopardy notice is not responded to within 30-business days.  However, Qwest's practice is to conduct it's quality reviews the same day or within 24-hours.  There are conditions, which could result in a error condition beyond the 24th hour, but out of the over 32,000 LNP LSRs that were received in December, 38 had an error condition identified after the 24-hour period.  Discussions have taken place at CMP regarding this issue as it relates specifically to LNP.  An agreement was reached that if an error condition was identified beyond the 24th hour on LNP requests, Qwest would place a courtesy call after the jeopardy notice is sent and advise the CLECs of the error condition.  In regards to a performance measure, Qwest does not have or plan to implement a performance measure for this condition.  Our process is to conduct quality reviews to identify error conditions as quickly as possible.  Additionally, root cause is underway to identify the top reasons why error conditions are occurring and will issue CR's through the CMP process to have them prioritized and implemented.

	

	7. Can Qwest change how they manage the order APP Date versus Date Sent in relation to a Qwest System outage that cause a delay in the meeting the Desired Due Date?  For example, IMA is down as a result of a Qwest problem, CLEC inputs the LSR at 1:00 PM with a standard due date interval.  Due to the system problems the LSR isn’t received until 7:30 PM, Qwest will extend the due date by one day as a result of the time received and application of standard due date interval.

If IMA is down as a result of a Qwest problem and the CLEC has input their LSR prior to 7:00 PM (error free), Qwest will honor the APP date of that day when feasible, i.e. system availability.


	

	8. How is Qwest going to fix the problem with LSR rejects in error because the most current records have not posted from CRIS to IMA or in CRIS?

Response is pending internal investigation to resolve.


	

	9. What are the Escalation criteria for LNP on Design versus Non-design?

Our escalation process for LNP non-designed and designed is outlined within the current LNP Product Catalogue.


	

	10. Interval orders available in IMA GUI

· Pending

· Completed

· IT Wholesale Help Desk Internal Communication of Process

Response is pending internal investigation to resolve.
	


	11. What is the timeframe for a NPA NXX Code Migration to CLEC from Qwest?

· If only a few TNs in an NXX remain with Qwest, how is that handled?

When you plan to provide service for all assigned telephone numbers in a particular NPA/NXX, you should request reassignment of the NPA/NXX in the Local Exchange Routing Guide (LERG).  In these situations, NPA/NXX migration supports the network efficiency and is the preferred Industry method.  Qwest will investigate alternatives to this current policy.


	

	12. When the trigger is set too early, it is causing CBX by end user customers within the same switch.  INRA Switch Call/Manually Set Triggers? What is the escalation process to correct a trigger set too early?

This issue requires additional clarification and is being reviewed internally by Qwest to assess the condition and whether or not the timing of the trigger setting is the root cause of the problem.  

Issue Clarification:  

Customers experience "call blocking" when called by other customers in the same donor switch while a port order is pending.  Evaluate the root cause of this condition and if the timing of setting the trigger is determined to be the cause, identify an appropriate escalation process.  

Qwest is conducting an internal review and will act on the result.

	

	13. Qwest needs to re-educate internal teams as to how triggers work, how they are set, etc.

Minnesota Escalations was recently given a class on triggers using the CSIE Escalations – LNP materials.  The CSIE materials mention triggers at a high level and the resulting discussion was centered on the Service Order Process – LNP Wholesale document in InfoBuddy as sited in the on-line resources section of the Facilitator Guide.  We recommend having the Coaches distribute and discuss the process document in a weekly meeting, emphasizing when the process is automatic and when the SDC’s, or Escalations groups will have to do a manual intervention.  Training contact:  Scott Ellefson, Sr. Customer Service Trainer, 602.630.0371.

	

	14. Can a list of Products and Switch Types that are problematic with LNP be listed in the PCAT?

Pending internal investigation – Product will document in the next version of our LNP Product Catalogue.


	

	15. Untimely 911 Database update/unlock after LNP order completion:

· Process Improvement Measures

· Fix process for customer; include error resolution process for different error codes, e.g., 755, 760, in the PCAT.

· When should the CLEC send the migration to INTRADO?

· Due date change impacts to process?

Qwest has clarified the current process for E911 Unlock records, which includes answers to the above questions.  Visit our website and review the E911 Product catalogue.  The PCAT states, once the LNP order activity is completed, and a customer moves from a DONOR Company to a new Recipient Company, the Donor will disconnect (migrate) the existing 911 record via a service order.  Intrado creates an “unlock record” in the E911 database.  The “unlocked record” remains unchanged in the E911 database until the CLEC sends a corresponding (migrate) order to Intrado.  As the owner of the account, the CLEC is then responsible for updating the E911 database record and “locking” the customer record.  The following steps should be followed for processing E911 database updates:

· CLEC should send the migrate order to Intrado with the same due date as the associated “Activate” date in the NPAC.  If a migrate order is send before the port is complete, an 755 error occurs and an error report is sent to the CLEC.

· If the database update is rejected due to a Qwest record that is locked, Intrado will access the NPAC records to verify the activation of the port.  If the CLEC has activated the port subscription in the NPAC, Intrado will then unlock the record and process the migrate order.  If the CLEC has not activated the port subscription in the NPAC, Intrado will continue to send the new service provider an error message during the ten day migrate recycle period until the port subscription is activated in the NPAC.  If, at the end of ten business days ( 755 error will change to 760 error), the NPAC database continues to show ownership with Qwest, the migrate record will be deleted and returned to the CLEC

· If LNP was successfully implemented, and the CLEC continues to experience failed migrate orders that are not resolved with the steps identified above, the CLEC should contact the Qwest E911 Data Maintenance Center at 1-800-357-0911.


	

	16. When there are two NPAs within a Rate Center, i.e., MPLS, can one NPA port to another NPA within the Minneapolis Muni Boundaries?  952/763/612.


	

	17. Qwest CSR information incorrect and associated clean up process, was the info created incorrect?

Pending internal investigation.


	

	18. What are the Number Porting Policy for border towns and multiple NPAs within a Rate Center?

Pending internal investigation.
	


BREAK OUT SESSION: Infrastructure and Loop

	1. Want a one-order process for DSL/UNE-P/Resale (Eschelon), CMP CR has been issued.

As indicated in the CLEC Forum, Eschelon has submitted a Change Request (CR) for this functionality.  Qwest’s UNE-P/Resale Product Management team has received the request and is developing a response that will be made available through the Change Management Process.


	

	2. Wyoming bulk deloading (Contact)

· How far out did Qwest go?  18 kf?

· Any plans for future bulk deloading?

The bulk de-loading project has been completed pursuant to the terms of Qwest’s various merger stipulations and regulatory agreements.  It is possible that a CLEC could encounter a loop in one of the deloaded offices that is shorter than 18kft and that is loaded.  This is true for two reasons:

· The network is dynamic and constantly changing.  A loop that was previously de-loaded as part of the bulk deloading project could have since been subject to a cable throw (or cut over) and now is loaded.

· Not every cable route in the identified central offices was deloaded.  The bulk deloading project was very focused and targeted only specific routes in specific Qwest central offices.

	

	3. Can Qwest assist with the identification of excess CLEC equipment and facilitate availability?

Qwest can identify excess or available CLEC sites, but not CLEC transmission equipment.  CLEC transmission equipment is typically owned by a third party vendor and either is in the process of being reclaimed or sold to the assuming CLEC should a site be requested out of available inventory.


	

	4. FCC Contract Language (to ATT by Monday).

Bob Mohr contacted Mr. Ken Wilson to meet his request.


	

	5. With 9.0 Appointment Scheduler, how can the CLEC preschedule from IMA/EDI UBL perspective?


	

	6. Is it possible to provide a ballpark quote with the feasibility response?

Qwest will handle requests of this nature on an individual case basis understanding that new CLEC’s entering the market are not familiar with our costing structure.  However because Qwest needs to do a site visit and determine such things as cable lengths for power, DS0, DS1, DS3 and fiber terminations be, please be aware that any estimate provided in advance will not be accurate and will differ from the formal Quote.


	

	7. Can Qwest provide a list/document/something that identifies the components necessary to make a product work?

Unfortunately, customer applications dictate components necessary to tie customer applications with the collocation site.  However, our product catalogs do describe different types of collocation and rate elements.

8. Need to improve timeliness of responses to customer questions, for example, it took eight months of meetings with Qwest to figure out how to orders EELs (POPP)>

· Facilitation of response

· Timeliness of response
The Service Management Expectation document in InfoBuddy provides service managers the defined guidelines for handling customer issues and provides suggested intervals for communication with the CLEC.  Following these guidelines will improve timeliness of responses to customer questions.  Service managers in all contact situations should follow this guideline.

The information below is taken from this InfoBuddy document.

I.  Handling Customer Issues 

· Product, Process, Billing , Systems, Policy, etc. 

· Assign issues to accountable Qwest SME who will work them to completion 

· Get anticipated completion date 

· Follow up until close 

· Update Issues database through closure of item

· Any issue over 30 days old is too old

II.  Demonstrating Professionalism

Be professional in all aspects of our work:  Letters, Email Voice mail, Conference calls, and face-to-face meetings.

1)  Pager responsibilities 

A.  When in the office 

· Respond within 15 – 30 minutes

· Be available actively to receive pages 24 X 7  

B.  When out of the office 

· Respond within 15 – 30 minutes 

· Be available actively to receive pages 24 X 7

2)  Voicemail responsibilities/phone handling 

A.  When in the office 

· Actively available to respond to voice mail messages 24 X 7

· Respond within four (4) hours to voice mail messages 

· Include pager number in voice mail greetings

B.  When out of office or have limited access to phone 

· Respond within eight (8) hours 

· Include the option for the caller to contact your back-up person as part of your extended voice mail greeting. Greeting should include the name and telephone number of the back-up person. Be certain that you have informed your back up-person that their name and number information is offered to callers in your voice mail greeting.

3)  Written correspondence (email/letters) 

A.  When in the office 

· Scan daily for critical documents

· Respond within 24 hours by phone or email to acknowledge receipt of the email/letter providing a minimum status, "I have your email/letter and will get back with you by XX/XX/XX". 

B.  When out of office or have limited access to email/letter 

· Include your Activate email "out of office" message in email system, your message return date, and provide a back-up person name and telephone number.

· Make arrangements, whenever possible, for another person to review postal/mail letters who knows how to reach you in an urgent situation.

http://www.qwest.com/wholesale/clecs/accountmanagers.html
· Can the “48 Hour Call process” be used as a solution?

· Response is pending internal investigation to resolve.

· Sales verses Service verses Product roles, who does what?
Account Team /Sales Executives & Service Managers 

Your Qwest Sales Team is prepared to assist you with: 

· Answering your telecommunications questions pertaining to your Qwest account 

· Ensuring the CLEC has access to information, documentation, and/or facilitate access to Qwest resources (SMEs) regarding product knowledge and uses, overall questions regarding telecommunications interfaces with Qwest and other billing, ordering or service related issues that may arise.

· Providing Qwest product and sales information 

· Delivering product information via customer notifications, individual customer meetings, and other customer product and sales documents, such as: brochures, sales proposals, Qwest web sites, and product training.

· Generating sales proposals to meet your needs 

· Preparing, delivering and addressing sales needs of our customers for the various products available to Qwest wholesale customers.

· Handling pricing inquiries for Qwest services 

· Answering pricing inquiries on products you may wish to obtain from Qwest.  

This may include simple inquiries to tariff rates (published on various web sites) or more complex pricing for wide-ranging systems.

· Establishing Interconnection Agreements (IA) and amendments, and Product contracts and amendments 

· Directing the customer to the appropriate contract negotiation groups to establish the Interconnection Agreement. 

· Facilitating amendments to signed contracts

Amendments may be required to purchase/order additional products, not originally available when your original IA was negotiated.  For example, products you may obtain from Qwest may require contracts, or amendments by either Qwest or the CLEC.  Your Sales team will facilitate the completion of these documents.

· Handling certain special requests regarding ordering.  

· Requesting a special assembly of products (BFR) to meet special or specific CLEC needs.

· Providing for order escalations and expedites.  

· Determining status of order escalation or expedite

· Directing customers to the appropriate Qwest personnel who can respond with escalations or expedites, as well as understand escalation and expedite intervals.  Generally escalations and expedites will be worked through the customers Service Management team, however, the Sales team will be available to assist.

       Your Qwest Service Team is prepared to assist you with: 

· Handling order acceptance, delayed orders, or cancelled orders.

· Answering CLEC questions surrounding acceptance testing and delivery of an order, investigation, and explanation of the reason an order is delayed or cancelled. 

· Understanding the service delivery process and has access to contacts within other departments who are responsible for the actual ordering and delivery of the products. 

· Negotiating the best resolution to the problem, e.g. receipt of necessary equipment delaying installation that is practical for both Qwest and the CLEC and does not disadvantage other customers. The interval for resolution is based on the individual situation. 

· Investigating, resolving, and communicating issues in a timely thorough manner.

· Answering questions related to Interconnection Agreements (IA)

The Qwest service team is prepared to answer questions regarding your signed IA such as:

1. Who can provide information about the progress of an Interconnection Amendment?   

Answer: Sales Executives are responsible for monitoring the implementation & progress of Interconnection Amendments.

2. How can I determine which Sales Executive is assigned to work with me on my Interconnection Agreement?  

Answer: The Customer Contact Data Base (CCDB) maintained by the Sales organization is available at the following URL, http://www.qwest.com/wholesale/ccdb
From this web site, you can enter your Company name and the returned information includes your sales executive information.

In addition to the Service Management team, the Qwest Account Sales Executive and or the Interconnection Process manager can assist the Service Manager with questions or issues regarding Interconnection agreements, depending upon the specific question or issue involved.

· Handling escalations, delayed order escalations or expedites in a timely thorough manner and to be kept informed as negotiated.

Following is the URL discussing the Service Manager’s escalation and expedite process.  The response interval for order escalations is negotiated with the customer based on the customer’s needs and complexity of the reason for the escalation.  There are no established intervals for response due to the fact that the interval for a particular escalation may not be appropriate for the next situation. http://www.uswest.com/wholesale/clecs/exescover.html
The management of the escalation is based on the issue.  Generally, Service Management assists with escalations related to post sales activities, e.g. order provisioning and installation issues and processes; maintenance and repair issues and processes, etc. As with every rule, there are exceptions and Service Management will gladly assist the customer in locating the best Qwest resource to resolve any issue.

The CLEC can expect the Service Manager to handle escalations or expedites in a timely thorough manner and to be kept informed as negotiated.

· Providing information on major outages. 

Following is the URL for Maintenance and Repair.  There is a very detailed discussion of major outages under “Additional Maintenance and Repair Activities,” and the methods Qwest can use to contact the CLEC. We ask that the CLEC allow the established process to work, however, if at any time the CLEC is dissatisfied with the service they are receiving in regard to repair, please contact your Service Manager

http://www.uswest.com/wholesale/clecs/maintenance.html
· Handling maintenance and repair escalations 

Following is the URL for Maintenance and Repair.  There is an extensive matrix stepping through the Qwest Repair Process. We ask that the CLEC allow the established process to work, however, if at any time the CLEC is dissatisfied with the service they are receiving in regard to repair, please contact your Service Manager.

http://www.uswest.com/wholesale/clecs/maintenance.html
· Handling maintenance and repair post mortems (root cause analysis) 

Upon receipt of a specific request from the CLEC for a postmortem on an unusual repair event, e.g. event over 8 hours, the Service Manager will review the logged notes regarding the outage, discuss the circumstances surrounding the event with the Repair Center involved, determine the cause, the process used to restore and repair, and the process(es) put in place to prevent the event from recurring.  The results of the investigation are provided to the CLEC in writing.

The Service Manager in concert with the Repair Center/Network Reliability Operations Center, as appropriate, conducts the Root Cause Analysis (RCA) and provides the completed analysis to the CLEC.

Investigation and preparation of a typical postmortem takes from 2 – 10 business days depending on the complexity of the event.

Qwest’s experience is that each customer has its own process.  Service Management sees it as part of their responsibility to provide postmortems to the CLEC based on a specific request by telephone or email regarding an unusual event, e.g. event over 8 hours.

· Providing project coordination 

Depending upon the project, Project Management/Coordination can be obtained by either the Sales or Service Team.  An example of a situation submitted by sales for project management would be installation of a new OC 48.  An example of a situation submitted by Service Management for project management is, grooming 60 existing DS1s to 4 new DS3 hubs (same city within 30 days) or grooming existing trunks to a new CLEC switch.  The Sales or Service Manager should discuss assignment of a Project Manager/Coordinator on an individual case basis with the CLEC.

· Providing testing and performance reporting 

There are numerous types of testing available for installation, maintenance and repair, etc, both standard and optional testing.  Additional optional testing is available at additional charge. Specific questions on testing should be discussed with your Service Manager.

The following URL explains access to the extensive Performance Reports available to the

http://www.uswest.com/wholesale/systems/performanceresults.html

	


	9.   When will collo classifieds be available?
Collocation classified will be available to industry through CMP notification by

early second quarter 2002.  CLECs will need to agree to amend their contracts to order

available sites or they can negotiate different terms and conditions.

BREAK OUT SESSION: SWITCHED, EEL, DARK FIBER

1. SPOP Routing- how should traffic flow in the event of multiple LRNs within a rate center, 

example is Washington State.   

The following answer applies to all states, including the state of Washington. Qwest depends on the CLEC to identify what network the CLEC wants their LRN traffic to route on.  The routing of LRNs follows the normal routing of the NPA-NXX for that particular originating office unless Single LRN has been implemented at the CLEC’s request.  Therefore, if the NPA-NXX of a LRN returned to an end office is toll to that end office, the call will route on the Qwest toll network to the service provider.  If the NPA-NXX of an LRN is local to the end office, the call will route the same as the local calls route for that NPA-NXX. if the NPA-NXX of a LRN returned to an end office is toll to that end office and the CLEC wishes this Foreign LRN NPA-NXX to route to its local network, the CLEC will need to provide the specific network identification so these calls will route per the CLECs wishes.

If a CLEC has chosen the SPOP option and has no direct end office trunking in a local

calling area, the local LRN call will route to the access tandem and be put on the combine

local/toll SPOP trunk group to the CLEC.  There is no change to the routing in a SPOP 

configuration with Single LRN.  The purpose of Single LRN is to get a toll LRN onto a local trunk group.  That would not apply in a SPOP network unless the CLEC also had direct office trunking in addition to tandem trunks.

2. If there is overflow on the SPOP group what are the alternatives for routing (512 rule)

Under the 512 CCS rule for SPOP, a CLEC can overflow their traffic to an access tandem

by ordering primary high trunk groups to the end office and ordering alternate final trunk 

groups to the access tandem. 

3. What is the rule for “Lisa/Jane” trunks.  Must they be like for like?

Consistent with the Telecommunications Act of ‘96 that anticipates the mutual exchange of traffic, Qwest’s policy is to install one-way trunks from Qwest to CLEC (Jane trunks) to match the same quantity as the Lisa one-way trunks, CLEC to Qwest.   If at some time after the implementation of this matching policy, a CLEC has reasons to anticipate increasing volume of voice traffic from Qwest to its switch on Jane trunks could potentially lead to blocking at the current trunk capacity, Qwest suggests the following: 

If and when CLEC determines that additional one-way trunks are needed to prevent the 

probable occurrence of blocking, CLEC could take the initiative to contact Qwest Service Manager, and submit a formal written request for augmenting these trunks. At a minimum, the request must provide the following information: 

· Identification of trunk group(s) that need to be augmented 

· Customer’s best-effort estimate of the quantity of additional 1-way trunks 

· Trunk group’s routing (A-Z location) 

· Customer’s switch CLLI
Upon receipt of such information, Qwest’s network organization will undergo an evaluation of the request, based on recent performance and usage statistics of the current capacity.  If necessary, Qwest may confer with CLEC to acquire additional information required for completing the evaluation.  Qwest reserves the right to make the final determination on the appropriate quantity of additional trunks. Once the final decision is reached, Qwest Service Manager will relay such decision to CLEC.

The steps described above are not applicable to anticipated blocking by higher-than-expected ISP (“Internet Service Provider”) traffic.  Instead, they are designed as one-time exception to accommodate CLEC’s need for additional trunks for voice traffic.

4. Will there be new distance parameters beyond the mid point on LIS. Currently 50 miles?

LIS Mid Span Meet POI is a negotiated Point of Interface, limited to the interconnection of facilities between a CLEC and Qwest. Negotiation of such an arrangement is based on equal sharing of costs to establish the Mid-Span Meet POI.  A Mid Span Meet POI tends to be approximately halfway between the CLEC switch and a Qwest switch in the LATA.  Each Party is responsible to build to this negotiated, midway point, placement of the terminating equipment in their network, and accept responsibility for the network repair on their side of the POI.  As discussed, the mid-way point is negotiated on the basis of sharing equal costs.  It does not mandate a mileage limit.
5. Would Qwest be interested in a clear channel MF type of service for LIS in small rural markets.  Currently must be MF.

To the extent technically feasible within both Party’s network, the normal operating agreement between a CLEC and Qwest, based on terms and conditions of the Wholesale Interconnection Agreement, are delivery of calls with Common Channel Signaling (CCS/SS7) protocols and appropriate signaling parameters to facilitate full feature interoperability and accurate billing.  If CCS/SS7 signaling is not available at either Party’s switch, Parties will establish trunks using MF signaling.  

Since CCS/SS7 is the normal operating procedure agreed to by both Parties, Qwest does not offer 64 Clear Channel on LIS MF trunks.  However, a CLEC does have the option to order B8ZS on its LIS DS3 or LIS DS1 facility.  If for technical reasons, LIS MF trunks were necessary, they can ride a LIS facility that has the B8ZS option.  

6. Where can we find traffic routing rules and options.

Within the Wholesale website, http://www.qwest.com/iconn there is information concerning Qwest tandem switches, NXX Assignments, Qwest central office switches and features by USOC, and other valuable network information.  Within the NXX Assignment site, there is also website for Telcordia( , http://www.trainfo.com/products_services/tra/index.html  

Telcordia( supports an intercompany information exchange process for the industry concerning numbering, routing, and rating.  Their website also has downloadable documents available.
UNE Combinations

1. Is an EEL amendment to the interconnection agreement always needed? What is the language in the contract that I need to look for?

The Interconnection Agreement must have UNE combination language and rates (both recurring and nonrecurring) for each of the elements the CLEC wishes to combine (i.e. loop, transport, and multiplexing); or must contain the combination specific language and rates for the UNE combination product, i.e EEL or LMC.   If neither of these is present in the agreement, an amendment would be required.

2. Where do I find information about co-mingling? What are the rules for mixing services with EEL? 

EELs Service cannot be co-mingled with tariffed services as outlined in the FCC Supplemental Order Clarification Adopted May 19, 2000, Released June 2, 2000, CC Docket No. 96-98, FCC 00-183.  Co-mingling is also addressed in the EEL PCAT located on our wholesale website (http://www.uswest.com/wholesale/pcat/eel.html). 

3. Where do I find the qualifying options?

The eligibility options outlined by the FCC are found in the document referenced in number 2.  They also are included in the EEL PCAT located on our wholesale website

 (http://www.uswest.com/wholesale/pcat/eel.html)

UNBUNDLED DARK FIBER

1. What are the mutually accepted points of interconnection? 

The mutually acceptable points of interconnection are collocation, CEVs, RT, utility holes or other outside plant structures.

2. When will web based ASR issuance be available, similar to IMA GUI. 

Qwest is planning to offer ASR ordering for UDF by the second quarter of 2002.
BREAK OUT SESSION: Listings, Operator Services, DA

1. Update latest schedule for branding
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2. UNE-P premium listings:   Are customers being charged i.e. CLT

This was a company specific issue (U S Link).  I contacted the CLEC, however, they have not provided me a sample of the problem.  This may have been a one time occurrence and really isn’t a system or process issue.
3. LVAS- access LIDB facility based

The Qwest LIDB contains approximately 28 million records.  Each year approximately 25 million update transactions are made to the LIDB database and over 9 billion queries are made against the data that is stored there.  The Qwest customer data that is stored in the LIDB is managed as a part of the Service Order Provisioning Process that supports all Qwest Products.  Service Orders are distributed to a service order analyzer application (SOPI).  This application analyzes service orders and makes decisions to transmit update transactions for LIDB to the Line Validation Administration System (LVAS).  LVAS is the Qwest LIDB Administrative System.  LVAS is responsible for transmitting transactions to the two Qwest LIDB databases.

R-orders for listed name-rec type HB-ISC


Mark Early will issue an MCC reminding the ISCs about Listing Only orders for Resale and Unbundled/Network CLECs.  The ISC will be trained to ask the CLEC to be clear on what kind of order they are attempting to order.  This should help reduce the confusion and mis-communication between the CLEC and ISC.

5 How we identify/trigger to bill for non-pub?


Per Mark Early,  “Listing Only requests drop out for manual handling.  Typist are told to follow tariff guidelines as to when to apply billable and non-billable non-pub listings to an account. Qwest will try and follow the tariff when billing or not billing for non-pub listings.”

6. Do Listings change automatically to update 911-method to verify

       Resale, facility based, UNE-P (also new facility – porting

       Numbers)


      9-1-1 is updated by Qwest for retail and resale customers by the Qwest service order process, not by  

      the listings database.  Updates of customers of Facility based CLECs, including LNP, UNE, etc., are

      made directly by the CLEC service provider to the 9-1-1 database.
	

	 
	


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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