Qwest Wholesale Change Management Process (CMP) Meeting Minutes


Meeting Minutes

Adhoc Meeting

October 8, 2003

Meeting Start Time: 12:00 p.m. – 1:00 p.m. MT

Attendees: Liz Balvin – MCI, Lori Mendoza – Allegiance, Bonnie Johnson – Eschelon, Julie Pickar – U S Link, Lori Mendoza - Allegiance, Stephanie Prull – McLeod, Jackie Dibold – U S Link, Kim Isaacs - Eschelon, Phyllis Burt, Carla Pardee – AT&T, Connie Winston – Qwest, Lynn Notarianni – Qwest, Beth Foster – Qwest, Randy Owen – Qwest, Sue Mcna – Qwest, Lynn Stecklein - Qwest
MEETING MINUTES

The meeting began with Qwest making introductions and welcoming all attendees. Lynn Stecklein/Qwest reviewed the purpose of the meeting. She stated that in the September CMP Systems Meeting a request was made, by the CLEC community, that this meeting be held to jointly prepare the agenda for the meeting that is scheduled on Tuesday, October 14, 2003 to discuss documentation issues. Lynn opened the meeting for discussion. 

Connie Winston/Qwest stated that Qwest looked at the input everyone provided at the brainstorming session that was held on September 12, 2003. Connie stated that from that session, we identified the following categories that will be discussed:

· CR Initiation

· Documentation

· Trouble Tickets

· UAT

· Event Notifications

Connie said that we mapped these categories to the business problems and potential solutions that were discussed in the brainstorming session 

Connie Winston/Qwest stated that Qwest will provide a draft agenda by Friday, October 10, 2003

Bonnie Johnson/Eschelon stated that Liz  Balvin/MCI and Carla Pardee/AT&T have sent out or will be sending out recommendations that they would like included in the agenda.

Liz Balvin/MCI stated that MCI has identified categories similar to what Qwest has identified:

· CR Initiation

· Release and Non-Release Documentation

· Testing UAT

· Event Notifications

Liz Balvin/MCI asked if Qwest could review a month of all tickets issued and walk thru and validate the accuracy of the severity levels assigned to each ticket.

Bonnie Johnson/Eschelon said that reviewing the severity level assigned would be valuable to ensure what they are expecting is happening and noted that the CLECs may have a different view.

Connie Winston/Qwest stated that Qwest had gone back internally and done just such a review after the last meeting to see if there were any gaps that Qwest could identify and was planning to discuss that with the CLECs at the meeting next week.

Liz Balvin/MCI said that it would be very helpful to look at the tickets to determine if we are on the same page with the intepretation of the severity. Liz also stated that she understood that some of the tickets were proprietary to Qwest.

Connie Winston/Qwest said that is true.

Liz Balvin/MCI stated we need to get to the crux of the matter and review the re-design rules to make sure we are on the same page. Liz stated that she understood that Qwest looked at 1300 tickets and found that there were only 30 event notifications sent. Liz brought the example of when MCI submitted the ticket on the ‘address’ stating that she felt all CLECs were impacted, not just MCI.

Carla Pardee/AT&T brought up SCR022703-09 requesting a log of all EDI issues and said that the request was denied. Carla stated that she was told that the event notification met that requirement.

Liz Balvin/MCI stated that the CLECs do not have the means to track the severity levels and that they need visibility to track everything.

Connie Winston/Qwest stated that the CLECs have the opportunity to question the severity assignment and if the CLEC disagrees they need to let us know.

Liz Balvin/MCI said that the CLECs may not know the criteria for the severity levels and that Qwest is referring to the help desk and MCI is referring to the Service Rep. fixing the problem. Liz said that the CLECs need Qwest’s expertise in understanding the assignment and that it does not change the severity level, only determines if an event notification will be sent.

Stephanie Prull/McLeod stated that the help desk appears to be confused as well.

Connie Winston/Qwest stated that we could take a look and evaluate improvements, beginning with the help desk.

Bonnie Johnson/Eschelon said that Eschelon agrees that there is a gap in the help desk understanding the severity process.

Liz Balvin/MCI stated that MCI has a problem with Qwest defaulting to a severity 3 and that Qwest should not place the burden on the CLECs to make that determination. This was also discussed in re-design.

Connie Winston/Qwest stated that she disagreed that Qwest is placing the burden on the CLECs. The CLECs have the opportunity to question the severity level.

Phyllis Burt/AT&T stated that AT&T has the same problem with the help desk and asked if the subject of severities could be added to the agenda.

Connie Winston/Qwest said that the severity process is in place but that we can review at the meeting. Connie also said that we have had some discussion about possibly implementing a ‘check box’ on the ticket to allow the CLEC to request an event notification.

Stephanie Prull/McLeod brought up ticket #352384 saying that she felt is should have been assigned a severity 2. She said that the problem was in a Qwest backend system and because McLeod was the only CLEC impacted an event notification was not sent. Stephanie stated she questions the severity 3 assignment and that she will be escalating the ticket.

Connie Winston/Qwest stated that we will include severity levels and common understanding of event notifications on the agenda.

Bonnie Johnson/Eschelon said that they would like the opportunity to look at the tickets but that it sounded like Qwest was reluctant to do so. Bonnie asked if Qwest would share any type of analysis of what we have found.

Connie Winston/Qwest stated that we will include that analysis in the meeting.

Bonnie Johnson/Eschelon asked if that would meet MCI’s concerns.

Liz Balvin/MCI stated that she did not want to go round and round and did not want to look at 1300 examples. Liz stated that Qwest has a way to track and that she did not want it to end up being the CLEC view vs the Qwest view.

Connie Winston/Qwest said that her goal is not to block the CLECs view. Connie stated that we are focused at looking at how to address their concerns while causing the least amount of pain to the CLECs.

Liz Balvin/Qwest asked that an agenda item be added to discuss how Qwest looks at the criteria for severities and what does high visibility mean to Qwest and then what it means to the CLECs.

Connie Winston/Qwest stated that we may have options that might work. She also stated that the existing severity process could be found the Section 12.5 of the Change Management Process document.

Liz Balvin/MCI stated that she has a concern on how the Center Reps are trained and brought up an example of the rep not following the procedure on recap features and the TN/SANO.

Connie Winston/Qwest said that she would talk to the training team.

Phyllis Burt/AT&T said that the appropriate SME’s need to be involved in clarification and walk thru meetings.

Connie Winston/Qwest said that we have been looking at when is the appropriate time to do walk-thru’s and reviews and said that we would like to get one consistent timeframe.

Liz Balvin/MCI said that she would like to understand how Qwest is synching up the PCAT/business rules back to disclosure documents, etc.

Carla Pardee/AT&T would like to talk about the CR defect report, high level walk thru with the SMEs and revisit level changes.

Liz Balvin/MCI would also like to discuss and revisit level changes.

Connie Winston/Qwest said that level changes are handled by the Product/Process CMP Team. She said that we could dedicate some time in the October 14 meeting or she could attend the Product/Process Team meeting on Wednesday. Everyone agreed to discuss this issue in the Wednesday meeting.

Phyllis Burt/AT&T said that AT&T would like to revisit the rules on the Disclosure Document: Appendix F (Summary).

Connie Winston/Qwest said that we would add that as an agenda item. Connie asked if there were any other questions or comments.

Bonnie Johnson/Eschelon said that these agenda items provide a good start.

Meeting was adjourned.
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