Qwest Wholesale Change Management Process Document - 06-18-03


5.1.4
Systems Change Request Origination Process

If a CLEC or Qwest wants Qwest to change, introduce or retire an OSS Interface, the originator will e-mail a Change Request (CR) Form to the Qwest CMP Manager, cmpcr@qwest.com.  No later than two (2) business days after Qwest receives the CR, the Qwest CMP Manager reviews the CR for completeness, and requests additional information from the CR originator, if necessary.  

Once the CR is complete:

· The Qwest CMP Manager will assign a CR Number, and log the CR into the CMP database
· The Qwest CMP Manager sends acknowledgement of receipt to the CR originator and updates the CMP database.   
Within two (2) days after acknowledgement:

· The CMP Manager assigns a Change Request Project Manager (CRPM) and identifies the appropriate Director responsible for the CR.
· The Qwest CMP Manager posts the valid CR to the CMP Web site via Qwest’s interactive report.  The report will contain the CR details, originator identity, assigned CRPM, assigned CR Number and, when practicable, the designated Qwest SME and associated Director. 
· The CRPM obtains from the Director the names of the assigned Subject Matter Expert(s) (SME) 

· The CRPM will provide a copy of the detailed CR report to the CR originator which includes the following information:

· Description of CR

· Originating CLEC

· Assigned CRPM contact information

· Assigned CR number 

· Designated Qwest SMEs and associated director(s)
· Status of the CR (e.g., Submitted)
Within eight (8) business days after receipt of a complete CR, the CRPM coordinates and holds a clarification meeting with the CR originator and Qwest’s SME(s).  If the originator is not available within the above specified time frame, then the clarification meeting will be held at a mutually agreed upon time. Qwest may not provide a response to a CR until a clarification meeting has been held. The CR originator may invite representatives from other companies to participate on the clarification call.  Such participation is not intended to replace the presentation of the CR at the Monthly CMP Meeting.
At the clarification meeting, Qwest and the originator will review the submitted CR, validate the intent of the originator’s CR, clarify all aspects, identify all questions to be answered, and determine deliverables Qwest must produce in order to close the CR.  The originator should provide, in the CR, as much detail as possible.  After the clarification meeting has been held, the CRPM will document and issue meeting minutes within five (5) business days. 

CRs received twenty-one (21) calendar days prior to the next scheduled Monthly CMP Systems Meeting will be presented at that Monthly CMP Systems Meeting for clarification from all CLECs participating in the Monthly CMP Systems Meeting. Prior to the Monthly CMP Systems Meeting the CRPM will post responses to systems CRs to the CMP database.  The response will be made available via the interactive reports and via the distribution package for the Monthly CMP Systems Meeting.  

At the Monthly CMP Systems Meeting, the originator will present the CR and provide any business reasons for the CR.  Items or issues identified during the previously held clarification meeting will be relayed. CLECs participating in the Monthly CMP Systems Meeting will be given the opportunity to comment on the CR and provide additional clarifications. If appropriate, Qwest’s SME(s) will identify options and potential solutions to the CR.  Clarifications and/or modifications related to the CR will be incorporated into the evaluation of the CR. 

CRs that are not submitted twenty-one (21) calendar days prior to the Monthly CMP Systems Meeting may be introduced at that Monthly CMP Systems Meeting as walk-on items.  The Originating CLEC will present the CR and participating CLECs will be allowed to provide comments to the CR.  Qwest will provide a status of the CR.  
All Qwest Draft Responses issued will be presented at the scheduled Monthly CMP Systems Meeting following CR submission, if the CR is submitted twenty-one calendar (21) days in advance of the Monthly CMP Systems Meeting.  Qwest will conduct a walk through of the response and participating CLECs will be provided the opportunity to discuss, clarify and comment on Qwest’s Response. Qwest’s Responses will be either: 

· “Accepted” (Qwest will implement the request) with position stated, or 

· “Denied” (Qwest will not implement the request) with basis for the denial and a detailed explanation, including reference to substantiating material.  OSS Interface Change Request may be denied for one or more of the following reasons:

· Technologically not feasible—a technical solution is not available 

· Regulatory ruling/Legal implications—regulatory or legal reasons prohibit the change as requested, or if the request benefits some CLECs and negatively impact others (parity among CLECs) (Contrary to ICA provisions) 

· Outside the Scope of the Change Management Process—the request is not within the scope of the Change Management Process (as defined in this CMP), seeks adherence to existing procedures, or requests for information 

· Economically not feasible—low demand, cost prohibitive to implement the request, or both 

· The requested change does not result in a reasonably demonstrable business benefit (to Qwest or the requesting CLEC) or customer service improvement 

Qwest will not deny a CR solely on the basis that the CR involves a change to back-end systems.  Qwest will apply these same concepts to CRs that Qwest originates.  The Special Change Request Process (SCRP) (Section 10.4) may be invoked if a CR was denied as economically not feasible.

Based on the comments received from the Monthly CMP Systems Meeting, Qwest may revise its response and issue a revised draft response at the next Monthly CMP Systems Meeting.  

If any CLEC does not accept Qwest’s response, any CLEC may elect to escalate or dispute the CR in accordance with the agreed upon CMP Escalation Process or Dispute Resolution Process. (Sections 14.0 and 15.0) If the Originator does not agree with the determination to escalate or pursue dispute resolution, it may withdraw its participation from the CR and any other CLEC may become responsible for pursuing the CR Escalation upon providing written notification to the Qwest CMP Manager, cmpcr@qwest.com. The CR will be assigned an escalation suffix and remain an active CR. Qwest will note in the status history of the interactive reports that the CR has been escalated. However, the CR status will reflect the stage of the CR as it progresses through the CR lifecycle.

If any CLEC does not accept Qwest’s response and does not intend to escalate or dispute at the present time, it may request Qwest to status the CR as ‘Deferred.’  The CR will remain as Deferred and any CLEC may re-activate the CR at a later date.
At the last Monthly CMP Systems Meeting before Prioritization, Qwest will facilitate the presentation of all CRs eligible for Prioritization. At this meeting Qwest will provide a high level estimate of the Level of Effort of each CR and the estimated total capacity of the Release.  This estimate will be an estimate of the number of person hours required to incorporate the CR into the Release. Ranking will proceed, as described in Section 10.0, Prioritization. The results of the ranking will produce an Initial Prioritization List. 

Pursuant to this CMP, Qwest may develop a temporary manual solution to a mechanized change identified in an active systems CR.  In these situations, Qwest will open a second systems CR with the same number as the original CR and a “MN” suffix.  Qwest will process this “MN” CR as a systems CR through its entire life cycle.  During this time the original systems CR will remain open and follow the appropriate systems CR process. The temporary manual solution will remain available at least until closure of the associated systems CR. If possible, all or part of the temporary manual solution can be reintroduced in Production Support if a manual workaround is required. A new CR is not required to revert to the temporary manual solution. 
5.1.4.1 Reactivation Requests

If a CLEC or Qwest wishes to re-activate a completed Systems CR, the originator of the CR must send an e-mail to cmpcr@qwest.com.  The title of the e-mail must include: 

· “REACTIVATION REQUEST”

The body of the e-mail must include: 

· The number and title of the original Change Request;

· The reason for reactivation (i.e. portion of the original description of change that was not implemented) 

· The expected deliverable of the Reactivated CR.  

Once the Reactivation Request is received and the Reactivation Request is complete: , 

· The Qwest CMP Manager will assign the suffix of RA to the CR Number, and log the CR into the CMP database
· The Qwest CMP Manager sends acknowledgement of receipt to the CR originator and updates the CMP database.   
Within two (2) days after acknowledgement:

· The CMP Manager assigns a Change Request Project Manager (CRPM) and identifies the appropriate Director responsible for the CR.
· The Qwest CMP Manager posts the valid CR to the CMP Web site via Qwest’s interactive report.  The report will contain the CR details, originator identity, assigned CRPM, assigned CR Number and, when practicable, the designated Qwest SME and associated Director. 
· The CRPM obtains from the Director the names of the assigned Subject Matter Expert(s) (SME) 

· The CRPM will provide a copy of the detailed CR report to the CR originator which includes the following information:

· Description of CR

· Originating CLEC

· Assigned CRPM contact information

· Assigned CR number 

· Designated Qwest SMEs and associated director(s)
· Status of the CR (e.g., Submitted)
Within eight (8) business days after receipt of a Reactivation Request, the CRPM coordinates and holds a Clarification Meeting with the Reactivation Request originator and Qwest’s SME(s).  If the originator is not available within the above specified time frame, then the Clarification Meeting will be held at a mutually agreed upon time. The Reactivation Request originator may invite representatives from other companies to participate in the Clarification Meeting.

If Qwest determines the requested deliverable is within the scope of the original CR but the functionality was not delivered, then the deficiency shall be handled pursuant to Section 12 of the CMP. The CRPM will add the appropriate suffix to the CR number and change the status of the CR to Reactivated.  The reactivated CR will remain open until such time as the trouble ticket is implemented.

If Qwest determines the requested deliverable is not within the scope of the original CR, then the Reactivated CR will be closed and the originator of the Reactivated CR may open a new CR.
5.3
CLEC Originated Product/Process Change Request Process

If a CLEC wants Qwest to change a product/process, the CLEC e-mails a Change Request (CR) Form to the Qwest CMP Manager, cmpcr@qwest.com.  No later than two (2) business days after Qwest receives the CR: 

· The Qwest CMP Manager reviews the CR for completeness, and requests additional information from the CR originator, if necessary 

· The Qwest CMP Manager assigns a CR Number and logs the CR into the CMP database 

· The Qwest CMP Manager sends acknowledgment of receipt to the CR originator and updates the CMP Database  

Within two (2) business days after acknowledgement:

· The Qwest CMP Manager posts the detailed CR report to the CMP Web site 

· The CMP Manager assigns a Change Request Project Manager (CRPM) and identifies the appropriate Director responsible for the CR 

· The CRPM obtains from the Director the names of the assigned Subject Matter Expert(s) (SME)

· The CRPM will provide a copy of the detailed CR report to the CR originator which includes the following information:

· Description of CR

· Originator (i.e.,CLEC name)

· Assigned CRPM contact information

· Assigned CR number 

· Designated Qwest SMEs and associated director(s)

· Status of the CR (e.g, Submitted)

Within eight (8) business days after receipt of a complete CR, the CRPM coordinates and holds a clarification meeting with the Originating CLEC and Qwest’s SMEs.  If the originating CLEC is not available within the above specified time frame, then the clarification meeting will be held at a mutually agreed upon time.  Qwest will not provide a response to a CR until a clarification meeting has been held.  The CR originator may invite representatives from other companies to participate on the clarification call. Such participation is not intended to replace the presentation of the CR at the Monthly CMP Meeting.

At the clarification meeting, Qwest and the Originating CLEC will review the submitted CR, validate the intent of the Originating CLEC’s CR, clarify all aspects, identify all questions to be answered, and determine deliverables to be produced.  After the clarification meeting has been held, the CRPM will document and issue meeting minutes within five (5) business days. Qwest’s SME will internally identify options and potential solutions to the CR.

CRs received fourteen (14) calendar days prior to the next scheduled Monthly CMP Product/Process Meeting will be presented at that Monthly CMP Product/Process Meeting.  CRs that are not submitted by the above specified cut-off date may be presented at that Monthly CMP Product/Process Meeting as a walk-on item with current status. The Originating CLEC will present the CR and provide any business reasons for the CR.  Items or issues identified during the previously held clarification meeting will be relayed.  Participating CLECs will be given the opportunity to comment on the CR and subsequent clarifications. If appropriate, Qwest’s SME(s) will identify options and potential solutions to the CR.  Clarifications and/or modifications related to the CR will be incorporated into the evaluation of the CR. Subsequently, Qwest will develop a draft response based on the discussion from the Monthly CMP Product/Process Meeting.  Qwest’s response will be: 

· “Accepted” (Qwest will implement the CLEC request) with position stated, or 

· “Denied” (Qwest will not implement the CLEC request) with basis for the denial and a detailed explanation, including reference to substantiating material. CLEC originated Product/Process Change Request may be denied for one or more of the following reasons:

· Technologically not feasible—a technical solution is not available 

· Regulatory ruling/Legal implications—regulatory or legal reasons prohibit the change as requested, or if the request benefits some CLECs and negatively impact others (parity among CLECs) (Contrary to ICA provisions) 

· Outside the Scope of the Change Management Process—the request is not within the scope of the Change Management Process (as defined in this CMP), seeks adherence to existing procedures, or requests for information 

· Economically not feasible—low demand, cost prohibitive to implement the request, or both 

· The requested change does not result in a reasonably demonstrable business benefit (to Qwest or the requesting CLEC) or customer service improvement

Qwest will not deny a CR solely on the basis that the CR involves a change to the back-end systems.  Qwest will apply these same concepts to CRs that Qwest originates. SCRP may be invoked if a CR was denied due to Economically not feasible.

At least one (1) week prior to the next scheduled Monthly CMP Product/Process Meeting, the CRPM will have the response posted to the Web, added to the CMP Database, and will notify all CLECs via e-mail. 

All Qwest Responses will be presented at the next scheduled Monthly CMP Product/Process Meeting. Qwest will conduct a walk through of its Response. Participating CLECs will be provided the opportunity to discuss, clarify and comment on Qwest’s Response. 

Based on the comments received from the Monthly CMP Product/Process Meeting, Qwest may revise its Response and issue a modified Response at the next Monthly CMP Product/Process Meeting. Within ten (10) business days after the Monthly CMP Product/Process Meeting, Qwest will notify the CLECs of Qwest’s intent to modify its Response. 

If the CLECs do not accept Qwest’s Response, any CLEC can elect to escalate or dispute the CR in accordance with the agreed upon CMP Escalation Process or Dispute Resolution Process. (See Sections 14.0 and 15.0) If the originating CLEC does not agree with the determination to escalate or pursue dispute resolution, it may withdraw its participation from the CR and any other CLEC may become responsible for pursuing the CR upon providing written notification to the Qwest CMP Manager, cmpcr@qwest.com. Qwest will note in the status history of the interactive reports that the CR has been escalated. However, the CR status will reflect the stage of the CR as it progresses through the CR lifecycle.

If the CLECs do not accept Qwest’s Response and do not intend to escalate or dispute at the present time, they may request Qwest to status the CR as Deferred.  The CR will remain as Deferred and CLECs may reactivate the CR at a later date. 

The CLECs’ acceptance of Qwest’s Response may result in: 

· The Response answered the CR and no further action is required 

· The Response provided an implementation plan for a product/process to be developed 

· Qwest Denied the CLEC CR and no further action is required by CLEC

5.3.1 Implementation Notification

If the CLECs have accepted Qwest’s response, Qwest will provide notice of planned implementation as follows. 

Prior to implementing a CLEC originated product/process CR Qwest must notify the CLECs of the pending change.  Qwest will issue such notifications at the time it intends to implement a CLEC originated change (in whole or in part). It is possible that more than one such notification will be issued in order to fully address the CLEC requested change. Such notifications may be issued during CLEC Test and may continue to be issued until the CLEC initiated CR is closed. These notifications will adhere to the notification standards for Level 1, Level 2, and Level 3 detailed in Section 5.4 (Qwest Originated Product/Process Changes).  If the change is not specifically captured in the existing Level categories, or if the change is captured in the Level 4 categories, Qwest will follow the Level 3 notification schedule. 

Finally, the CR will be closed when CLECs determine that no further action is required for that CR. 

5.3.2 Reactivation Requests

If a CLEC or Qwest wishes to re-activate a completed Product/Process CR, the originator of the CR must send an e-mail to cmpcr@qwest.com.  The title of the e-mail must include;

· “REACTIVATION REQUEST”

The body of the e-mail must include: 

· The number and title of the original Change Request;

The reason for reactivation (i.e. portion of the original description of change that was not implemented) 

· The expected deliverable of the Reactivated CR.

Once the Reactivation Request is received and the Reactivation Request is complete: , 

· The Qwest CMP Manager will assign the suffix of RA to the CR Number, and log the CR into the CMP database
· The Qwest CMP Manager sends acknowledgement of receipt to the CR originator and updates the CMP database.   
Within two (2) days after acknowledgement:

· The CMP Manager assigns a Change Request Project Manager (CRPM) and identifies the appropriate Director responsible for the CR.
· The Qwest CMP Manager posts the valid CR to the CMP Web site via Qwest’s interactive report.  The report will contain the CR details, originator identity, assigned CRPM, assigned CR Number and, when practicable, the designated Qwest SME and associated Director. 
· The CRPM obtains from the Director the names of the assigned Subject Matter Expert(s) (SME) 

· The CRPM will provide a copy of the detailed CR report to the CR originator which includes the following information:

· Description of CR

· Originating CLEC

· Assigned CRPM contact information

· Assigned CR number 

· Designated Qwest SMEs and associated director(s)

· Status of the CR (e.g., Submitted)

Within eight (8) business days after receipt of a Reactivation Request, the CRPM coordinates and holds a Clarification Meeting with the Reactivation Request originator and Qwest’s SME(s).  If the originator is not available within the above specified time frame, then the Clarification Meeting will be held at a mutually agreed upon time.  The Reactivation Request originator may invite representatives from other companies to participate in the Clarification Meeting.

If Qwest determines the requested deliverable is within the scope of the original CR but the functionality was not delivered, then the deficiency shall be handled following the process outlined in Section 5.3. The CRPM will add the appropriate suffix to the CR number and change the status of the CR to Reactivated.

If Qwest determines the requested deliverable is not within the scope of the original CR, then the Reactivated CR will be closed and the originator of the Reactivated Request may open a new CR.

5.8
Change Request Status Codes

The following status codes will be applied to Change Requests of all types (i.e., Regulatory, Industry Guideline, Qwest Originated, CLEC Originated). The status of the CR will be included in the interactive reports. CR status codes will not necessarily be assigned in the order set forth below, and not every status code will apply to every CR.

· Submitted - A CR is updated to Submitted status when Qwest’s CMP Manager has formally acknowledged the CR.  The CR remains in Submitted status until Qwest has conducted a clarification meeting with the originator.

· Clarification – A CR is updated to Clarification status once the clarification meeting has been held with the originator.

· Evaluation – A CR is updated to Evaluation status if the CR requires further investigation by Qwest.

· Presented – A CR is updated to Presented status after the originator has presented it at the Monthly CMP Meeting.   

· Pending Prioritization – The Pending Prioritization status is only applicable to CRs for which the impacted OSS Interface requires prioritization (e.g. IMA). A CR is updated to Pending Prioritization status after it has been presented and is waiting for Prioritization.

· Prioritized - The Prioritized status is only applicable to CRs for which the impacted interface is an OSS Interface that requires prioritization (e.g., IMA).  A CR is updated to Prioritized status once it has been presented for prioritization and the Prioritization Process (Section 10.2) has been completed.

· Packaged -- A CR is updated to Packaged status from Prioritized status if it is included in the packaging option chosen for the release.  Design work is continued on change requests that have been packaged.  CRs not updated to Packaged status (from Prioritized status) will revert to Pending Prioritization status.

· Development – A product/process CR is updated to a Development status when Qwest’s response requires development of a new or revised process. A systems CR is updated to Development status when development begins for the next OSS Interface Release. 

· CLEC Test – A CR is updated to the CLEC Test status upon agreement by the participants in the Monthly CMP Meeting. CLECs have the ability to evaluate the effectiveness of Qwest’s change and its implementation, provide feedback, and indicate whether further action is required. Through interaction between Qwest and the interested CLECs, a product/process Change as initially implemented may undergo modification. Depending on the magnitude of such modifications, it may be appropriate to return the CR to Development status. Problems found with newly deployed Systems changes will be handled in accordance with Production Support process as described in Section 12.0. Certain processes in Section 12.0 are also applicable to product/process changes.  If no further action is required for a consecutive 60 day period, the status is updated to Completed, unless the parties agree otherwise.  

· Completed – A CR is updated to Completed status when the CLECs and Qwest agree that no further action is required to fulfill the requirements of the CR.

· Denied – A CR is updated to Denied status when Qwest denies the CR.

· Deferred - A CR is updated to Deferred status if the originator does not intend to escalate or dispute the CR at the present time, but wants the ability to activate or close the CR at a later date.

· Pending Withdrawal – A CR is updated to a status of Pending Withdrawal when the originator requests that a CR be withdrawn from the CMP process. Change Requests with a status of Pending Withdrawal are reviewed at the appropriate Monthly CMP Meeting to determine if another party wishes to sponsor the CR.

· Withdrawn - The CR receives a Withdrawn status when the CR originator requests that the CR be withdrawn from the CMP and the CR is not sponsored by another party.

· Re-activate - The CR receives a Re-Activated status when a previously completed CR has been requested to be re-activated.
5.9
Change Request Designations 

In certain circumstances CR numbers will require special suffix designations to identify certain characteristics.  Suffixes include:

· “CM” - Changes to the CMP framework

· “DR” - Dispute Resolution Process invoked on a CR

· “ES” - Escalation Process invoked on a CR

· “EX” - Change being implemented utilizing the Exception process

· “IG” - Industry Guideline CR

· “MN” – CR for a manual workaround related to an OSS Interface Change Request

· “RG” - Regulatory CR

· “SC” - Change being implemented as an SCRP request

· “X” - Crossover CR

· “RA” – Re-activated CR
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