
12.0
Production Support

12.4
Reporting Trouble to IT

Qwest will open a trouble ticket at the time the trouble is first reported by CLEC or detected by Qwest. The ITWSHD Tier 1 will communicate the ticket number to the CLEC at the time the trouble is reported.  Once a trouble ticket is opened at the ITWSHD, a CLEC or Qwest may request that the Event Notification process begin on the ticket as described in section 12.6.
If a ticket has been opened, and subsequent to the ticket creation, CLECs call in on the same problem, and the ITWSHD recognizes that it is the same problem, a new ticket is not created. The ITWSHD documents each subsequent call in the primary IT trouble ticket. 

If one or more CLECs call in on the same problem, but it is not recognized as the same problem, one or more tickets may be created. When the problem is recognized as the same, one of the tickets becomes the primary ticket, and the other tickets are linked to the primary ticket. The ITWSHD provides the primary ticket number to other reporting CLECs. A CLEC can request its ticket be linked to an already existing open IT ticket belonging to another CLEC. When the problem is closed, the primary and all related tickets will be closed.

12.5
Severity Levels

Severity level is a means of assessing and documenting the impact of the loss of functionality to CLEC(s) and impact to the CLEC’s business.  The severity level gives restoration or repair priority to problems causing the greatest impact to CLEC(s) or its business.  

Guidelines for determining severity levels are listed below.  Severity level may be determined by one or more of the listed bullet items under each Severity Level (the list is not exhaustive). Examples of some trouble ticket situations follow.  Please keep in mind these are guidelines, and each situation is unique.  The IT Help Desk representative, based on discussion with the CLEC, will make the determination of the severity level and will communicate the severity level to the CLEC at the time the CLEC reports the trouble. If the CLEC disagrees with the severity level assigned by the IT Help Desk personnel, either on the initial call or at any time while the ticket is open, a CLEC may request the ITWSHD to change the severity level, identifying the reason for the change in severity.  If Qwest questions the validity of the change in severity, Qwest will contact the CLEC Severity Escalation Contact who raised the severity for clarification. 
Severity 1: Critical Impact

· Critical.

· High visibility.

· A large number of orders or  CLECs are affected.

· A single CLEC cannot submit its business transactions.

· Affects online commitment.

· Production or cycle stopped – priority batch commitment missed.

· Major impact on revenue.

· Major component not available for use.

· Many and/or major files lost.

· Major loss of functionality.

· Problem can not be bypassed.

· No viable or productive work around available.

Examples:

· Major network backbone outage without redundancy.

· Environmental problems causing multiple system failures.

· Large number of service or other work order commitments missed.

· A Software Defect in an edit which prevents any orders from being submitted.

Severity 2: Serious Impact

· Serious

· Moderate visibility

· Moderate to large number of CLECs, or orders affected

· Potentially affects online commitment

· Serious slow response times

· Serious loss of functionality

· Potentially affects production – potential miss of priority batch commitment

· Moderate impact on revenue

· Limited use of product or component

· Component continues to fail.  Intermittently down for short periods, but repetitive

· Few or small files lost

· Problems may have a possible bypass; the bypass must be acceptable to CLECs

· Major access down, but a partial backup exists

Examples:

· A single company, large number of orders impacted

· Frequent intermittent logoffs

· Service and/or other work order commitments delayed or missed

Severity 3: Moderate Impact

· Low to medium visibility

· Low CLEC, or low order impact

· Low impact on revenue

· Limited use of product or component

· Single CLEC device affected

· Minimal loss of functionality

· Problem may be bypassed; redundancy in place.  Bypass must be acceptable to CLECs

· Automated workaround in place and known.  Workaround must be acceptable to CLECs

Example:

· Hardware errors, no impact yet

Severity 4: Minimal Impact

· Low or no visibility

· No direct impact on CLEC

· Few functions impaired

· Problem can be bypassed; bypass must be acceptable to CLECs

· System resource low; no impact yet

· Preventative maintenance request

Examples:

· Misleading, unclear system messages causing confusion for users

· Device or software regularly has to be reset, but continues to work
















































































































































































































































































































































































































































































