12.7
Notification Intervals

Qwest will distribute notifications during the IT Help Desk normal hours of operation (Monday-Friday 6:00 a.m. - 8:00 p.m. (MT) and Saturday 7:00 a.m. - 3:00 p.m. MT). Qwest will continue to work severity 1 problems outside of Help Desk hours of operation, and will communicate with the CLEC(s) as needed. A severity 2 problem may be worked outside the IT Help Desk normal hours of operation on a case-by-case basis. 

Notification Intervals are based on the severity level of the ticket, the ticket’s Disposition code (e.g., Initial, Update, Closure, etc.), and status changes.  “Notification Interval for Any Change in Status” means that a notification will be sent out within the time specified from the time a change in status occurs. “Notification Interval for No Change in Status” means that a notification will be sent out on a recurring basis within the time specified from the last notification when no change in status has occurred, until resolution. “Notification Interval upon Resolution” means that a notification will be sent out within the time specified from the resolution of the problem.

Notification will be provided during the IT Help Desk normal hours of operation. Qwest will continue to work severity 1 problems outside of Help Desk hours of operation which are Monday-Friday 6:00 a.m. - 8:00 p.m. (MT) and Saturday 7:00 a.m. - 3:00 p.m. (MT), and will communicate with the CLEC(s) as needed. A severity 2 problem may be worked outside the IT Help Desk normal hours of operation on a case-by-case basis. 

The chart below indicates the response intervals a CLEC can expect to receive after reporting a trouble ticket to the IT Help Desk. Beginning with the issue’s immediate acceptance as multi-CLEC impacting issue, Qwest will create and distribute the Initial notification. 

Severity Level of Ticket
Response Interval for Status Changes
Response Interval for No Status Changes
Notification Interval upon Resolution

1
Within 1 hour
1 hour
Within 1 hour

2
Within 1 hour
1 hour
Within 1 hour

3
Within 4 hours
Workaround Provided
None. Only status changes will be communicated when a workaround is provided. 
Within 4 hours



No Workaround Provided
4 hours


4
Within 24 hours
Workaround Provided
None. Only status changes will be communicated when a workaround is provided.
Within 4 hours



No Workaround Provided
Every 48 hours.


“Notification Interval for Any Change in Status” means that a notification will be sent out within the time specified from the time a change in status occurs. “Notification Interval for No Change in Status” means that a notification will be sent out on a recurring basis within the time specified from the last notification when no change in status has occurred, until resolution.   Qwest will provide updates to those notifications that do not have a workaround until a workaround is established to inform the CLEC that a the issue is still under investigation. Qwest will not issue Updates when Qwest has provided a Workaround, but no change in status has occurred. “Notification Interval upon Resolution” means that a notification will be sent out within the time specified from the resolution of the problem.
