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1
Closed
7/01/2004
Eschelon

Date receive:May 3, 2004

Question:Qwest asserts that this CR is in response to requests made by CLECs in Long Term PID Administration (“LTPA”).
 Explain how each change Qwest proposes to how CLECs submit claims is necessary to respond to the CLEC request for Qwest to provide additional detail in Qwest’s responses when it denies a CLEC claim.

Date received: May 12, 2004

(Eschelon requests additional documentation on the level of detail Qwest will provide. For example, the section of the ICA should be down to the paragraphs that Qwest is referencing (2.4.4.2.3 not just section 2.0) and Qwest should tell the CLEC which tariff Qwest is referring to as well as the exact section of that tariff. Qwest should remove SGAT from this section. If a CLEC is operating under the SGAT, that is their ICA.) 

Date received: May 12, 2004

(Eschelon does not track by service order number. Qwest should provide the PON that generated the service order/orders or in the case of M&R charges the Qwest trouble ticket number.)

5/24/04:

requests we discuss Cost Docket Example, specifically Docket NO P-421/C1-01-1375 Rework)


Qwest’s expectation was that CMP would address several aspects of the billing claim process.  Included in that was the additional details in Qwest’s response when it denies a CLEC claim.  The combination of the change request and ensuing CMP discussion go to the heart of that matter.  

Specifically, Qwest’s intent is to expand on the level of detail currently provided on the resolution letters. 

If Qwest denies or grants a claim, our system will be able to generate consistent information back to you driven from the data submitted with the initial claim. This will assist in providing consistent data on your resolution letter.

Qwest response May 12 question:

Qwest will provide the basis on which it denies a claim and will provide the ICA references which are appropriate given the factual situation.  In circumstances where the specific ICA paragraph is the basis for a denial, it will be included in the Final Resolution.  In other circumstances, reference to a section may be appropriate because it forms the overall basis for denying a claim. 

Qwest is including references to the SGAT in this section because there are instances where provisions of the SGAT apply even though a CLEC is operating under their ICA.

The following should  be entered on the Resolution:

· Today’s Date

· Your Contact Name:

· Your Address

· City, State, Zip code

· Identify if Status or Resolution

· Customer Claim #, if available

· Qwest Dispute ID #

· If it forms the basis of the denial, Cost docket, and Docket # will be included

· If it forms the basis of the denial, the Service order or Purchase Order Number (PON) will be included 

· If it forms the basis of the denial, Interconnection Agreement (IA), SGAT or tariff, the section # will be included 

The following applies to Resolution only:

· Claim Resolution (Deny, Grant or Partial Deny or Grant)

· Amount in Dispute

· Spreadsheet or other documentation that details  the resolution for each Dispute Type, including how or why the conclusion was reached 

· Credit Invoice Period: mm/dd/yyyy to mm/dd/yyyy

· Credit should appear on your mm/dd/yyyy bill

7/01/2004: At the meeting held 6/10/2004, a lot of dialog on Cost Docket No P-421/C1-01/1374 Rework. Decided Sue Bowler and Jan (U S Link) will discuss off-line.

 7/01/04: Resolution Section updated “ If it forms the basis of the denial, the Service Order and/or PON will be included, if available

“If it forms the basis of the denial, the Trouble Ticket number will be included, if available”



2
Closed


5/4/04
Eschelon

Date received: May 3, 2004

Question: In LTPA, Qwest “agreed to advocate before the CMP, processes and procedures to provide greater detail when a claim is denied.”
 Why has Qwest failed to document in this CR the detail Qwest will provide when Qwest denies claims such as, citing cost docket orders/compliance filings and/or sections of Interconnection Agreements?
The detail was not in the initial change request because it was a judgment call on the appropriate level of detail to include.  Based on CLEC feedback, that detail has been added.  It was always Qwest’s intent to discuss the level of resolution detail in the CMP process.  Qwest’s intent remains to expand on the level of detail currently provided on the resolution letters.

Qwest will cite a Cost Docket/compliance filing and or sections of Interconnection Agreements in resolution letters

See #1

3
Closed
5/4/04
Eschelon

Date received: May 3, 2004
Question: If a CLEC disputes Qwest’s denial of a claim, Qwest states that the CLEC “will be required to explain why you disagree with the resolution.”
 How can CLECs provide an explanation unless Qwest provides its reason for denying the claim?
As stated in the response to an earlier question, Qwest will provide the level of detail in the resolution for the customer to understand the reason for the denial.  The expectation is that when challenging a denial of a claim, the specific details from the resolution that are in question be provided.



4
Open – Pending Closure
5/24/04
Eschelon

Date received: May 3, 2004
Question:In this CR, Qwest is attempting to require CLECs to cite cost docket/tariff, including section or page number, or Qwest will reject the CLEC’s claim.
 Please explain why Qwest is attempting to avoid its burden to charge appropriate rates. Qwest’s approach to its customers should not be, “prove to me Qwest can’t charge this.” Please also explain if it is Qwest’s intent to begin rejecting disputes that do not contain the proposed “Customer Required Supporting Information.”

Date Received: May 12, 2004

Eschelon Comment – Qwest states above that Qwest’s intent is to expand the level of detail it provides on resolution letters. Instead, Qwest has designed the process so the CLEC has the onus to first provide to Qwest the very detail Qwest said it would provide. That being the case, Eschelon asks Qwest to include the detail required to justify charges on the bills it send to the CLEC. For example, the bill should have per ICA section 2.4.3.4 or per next to a USOC, NRC, RC or M&R charge, so the CLEC can verify whether Qwest is appropriately charging the CLEC.)

5/24/04:

Bonnie – Eschelon. If Qwest sends a Resolution saying Qwest grants the claim (rate was wrong), does CLEC need to continue to send in claims each month saying the rate is wrong?

June 10, 2004: Bonnie – Eschelon. Qwest should define the timeline a CLEC is allowed to submit a billing claim and Qwest will not “return” the claim to the CLEC. Need to know up front what claims Qwest will return

7/01/2004: At the July 1, 2004 meeting, Eschelon:

A 90 day timeline is unreasonable. Eschelon will submit an email with examples. 
Eschelon:

Date received July 8, 2004

Another problem with Qwest's proposed 90 day limit is the language "from when the charge first appeared on the bill" is that it does not account for billing errors that legitimately are not discovered until later. For example, Qwest recently asked Eschelon about the status of certain lines being billed. When Eschelon investigated, Eschelon found that Qwest was billing Eschelon for those lines even though Qwest sent loss reports to Eschelon for these lines in 2002 and 2003. Under the current process, Qwest has properly agreed to refund those payments back to 2002 and 2003. Qwest's proposal would lead to unfair results such that Qwest would benefit from its own billing errors and is a significant departure from Qwest's current practice. Pursuant to Qwest's current process, "Questions concerning the application of the CLEC/Qwest ICA are considered compliance issues" that are dealt with outside of CMP (See http://www.qwest.com/wholesale/downloads/2002/020729/QwestServiceCenterManag

erRolesRelationtoCMP06-06-02.doc) <http://www.qwest.com/wholesale/downloads/2002/020729/QwestServiceCenterMana

gerRolesRelationtoCMP06-06-02.doc)> . The documentation containing this statement was developed in CMP redesign. Qwest cannot now unilaterally deal with contact application issues in CMP in violation of its own process and its commitment in CMP redesign. This issue is one of the application of contract/ICAs and not a CMP issue. It is beyond the scope of CMP.


Qwest’s intent is to expand on the level of detail currently provided on the resolution letters.

Qwest is committed to providing accurate bills to you. Providing the cost docket/tariff and contract references in the claim will help Qwest to understand exactly what is being disputed. This should assist in providing a quality resolution letter to you. Yes, it is the intent for Qwest to return disputes that do not contain customer-required information. 

Qwest Response to May 12 question:
The Process properly assigns responsibility to both Qwest and the CLECs; it is not a shift of burden.    It is incumbent on the CLEC to provide the basis on which a charge is disputed.  It is incumbent on Qwest to provide the basis on which a claim is denied.

Providing details on bills as suggested by Eschelon is not economically feasible due to multiple system enhancements.

Qwest Response to 5/24/04 and June 10, 2004 question:

The Resolution Section has been updated.“ 

Additional information has been added to the “Submitting a Claim” and “Acknowledgment ” Section of the supporting document
7/01/2004

Qwest agreed to review email comments. 

In addition, during the 7/01/2004 meeting, it was agreed the Acknowledgment Section “Examples for when a Claim is Returned”(Rejected) will be updated. (See issue #10 on Returns)

July 15, 2004 

Qwest misinterpreted a question in the July 1 meeting. Qwest thought the CLEC were asking for a time limit to be added to the PCAT. 

The Description section has been changed.

5
Closed
5/27/04
Eschelon

Date Received: May 3, 2004
Question:: Please define the terms “claim” and “dispute” as used by Qwest. Qwest’s glossary provides that the two words are interchangeable, but does not define what a claim is.

Date Received: May12, 2004

Eschelon Comment:

(Qwest has provided a “dictionary definition”. Eschelon will clarify the request. Please provide a definition that describes Qwest use of the term in this process. Eschelon asks Qwest to define all terms it uses the first time in this process in some manner.)


Dispute is to “call into question”. Claim is “this matter needs (claims) attention. See revision #5

Qwest Response to May 12 question:

 A dispute or claim is when you question charges billed by Qwest. 



6
 Closed
June 10, 2004 meeting (LTPA issue)
Eschelon

Date received: May 3, 2004
Question::Qwest currently reports BI-5 performance based on however the CLEC submits the dispute. For example, if the CLEC submits one claim for multiple invoices, Qwest acknowledges and responds to that one claim submission. Please explain precisely the intent of the proposed Dispute Detail Section Information Section #11. The description of Section #11 is too vague. The intention of this section appears to greatly expand the number of disputes that CLECs must submit each month. 

Date Received: May 12, 2004

(Eschelon comments – Qwest stated in the response to #1 that “Qwest’s expectation was that CMP would address several aspects of the billing claim process.” In short, Qwest is making changes to the billing dispute process that would not be required to meet the commitment Qwest made to LTPA. The form Qwest has introduced has no bearing on and does not drive the PID. Qwest does not require the form now to report this PID. Qwest stated that information the CLEC would provide on this form is manually loaded into a tracking database. Is the information Eschelon currently sends manually entered into this database? It is Eschelon’s understanding that database is the source of the data for the PID and not this form. The form and its required fields are a significant change to the existing process Eschelon and the Qwest billing team spent almost two years developing. Since Qwest currently reports this PID using the current process, Eschelon recommends that Qwest use this CR, which Qwest told LTPA it needed, to implement a process to provide more detail on the resolution letter. Qwest then can submit a separate CR if it wishes to make additional changes to the billing dispute process that are unrelated to the changes required to fulfil its commitment to LTPA.)


Qwest is asking that claims greater than 60 days from the bill period be submitted on one claim and less than 60 days from the bill period on another claim. Or, if multiple disputes are submitted, we will use the oldest bill date. 

Qwest response to May 12 question:
Through the course of LTPA negotiations regarding the Billing Claims Process, the parties identified items that were to be considered by CMP and Qwest agreed to present them.  They are as follows:

· Update PCAT with more information/substance relating to dispute process. This will include the process flow diagram

· Introduce standard template/form/required information for submitting disputes. This will be a downloadable template (not on-line)

· Define terms (i.e. resolution, status, legal dispute.)

· Standardize “resolution” process. Provide examples of resolution phrases

· Standardize “status” process

· Standardize escalation process for when the CLEC disagrees/wants to challenge resolution.

· Rules for claims where multiple bills are in dispute

7/01/2004: At the June 10, 2004 meeting Dean reported that each topic on the CMP-CR was addressed in LTPA 
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Closed
5/4/04
Eschelon:

Date received: May 3, 2004
Question: Please define the term “Dispute Reason Code” on page 6 of the Documentation. How is this term different from “Dispute Type”?


Dispute Reason Code and Dispute Type mean the same. The document will be changed to reflect this. 



8
Closed
5/4/04
Eschelon:

Date received: May 3, 2004
Question:How will Qwest use Field 16 to link the current dispute to a prior dispute?
This provides a way for the customer to reference the dispute ID # they disagree with. If you disagree with Qwest’s resolution, Qwest will need to know what claim number the customer disagrees with so the Service Delivery Coordinator (SDC) can refer to that claim.

9
Closed Reopen 6/10/04 (Process)
Closed (LTPA)
6/10/04

5/24/04

5/27/04
Eschelon:

Date received: May 3, 2004
Question: In this CR, Qwest states, “If you receive an ‘Out of Office’ message, you may send the claim to the SDC backup. If the claim is not sent to the SDC backup, the receipt of the claim will be the day the SDC is scheduled to return to the office.” Please remove this limitation as it conflicts with Qwest’s PID language. The BI-5 PID defines the date of receipt as follows: “Date of receipt is the date Qwest receives the claim.” 

Date Received: May 12, 2004

(Eschelon agrees this process was discussed at the February 20, LTPA Ad Hoc meeting, however, Eschelon does not agree that CLECs agreed to this process. Qwest has not yet provided the minutes of this meeting for review. John Kern (LTPA facilitator) reported for this meeting  “2/20 - Qwest has withdrawn the “legally disputed claims” exclusion.  Qwest will review the proposed PID to determine  if changes are required as a result of open cost docket proceedings (e.g., no written order is available or rates are retroactive).  Qwest rejected the proposal by Eschelon to extend the claims period from 60 days to 90 days but CLECs agreed to review the use of national OBF guidelines to see if it addresses this issue.  CLECs agreed to develop a proposal to include “timely credits” and a new diagnostic disaggregation to count the % of resolved claims denied by Qwest that CLECs challenge within “x” number of days.  Both proposals are due by Mar. 1 To assist in this effort, Qwest agreed to forward billing claim PIDs used by other ILECs.  This issue will be discussed again on 2/27 at 1:30 MST/2:30 CST.” As you can see, John Kern makes no mention of this change that Qwest said CLECs agreed to. In addition, the updated March 11th draft Qwest sent to LTPA did not reflect this change. A change of this nature impacts CLECs business units and would need to be communicated. Qwest’s confusion on this issue supports the need for joint LTPA/CMP meetings when PID changes a CLECs business operations process.)

6/10/2004: Bonnie – Eschelon-need to state what will occur if the customer does not receive an auto “out of office” message.

7/01/2004: Bonnie requested to add additional information to the SDC Out of Office message. Receipt of a claim will be the date the SDC is scheduled to return unless the claim is sent to the SDC backup
The out of office issue was discussed and agreed upon at the  February 20, 2004 LPTA Ad Hoc meeting 

Qwest Response to May 12 question:

In the February 20, 2004 LTPA meeting, Qwest described the practice of providing out of office messages and how BI-5 would handle them.  Qwest also described how the practice stems from the design of the wholesale billing centers, which assign Service Delivery Coordinators (SDCs) to specific CLECs on a dedicated basis. USLink expressed support for this design and requested that Qwest not change this design; no other CLEC expressed opposition.   

As a result, the initial implementation of billing claims processes will retain the practice of providing out of office messages, as described to the CLECs; however, Qwest will continue to review alternatives to the practice. 

7/1/2004:

The Submitting a claim section has been updated.

7/12/04: The Submitting a Claim section has been updated to read: “I will be out of the office from MM-DD-YYYY to MM-DD-YYYY. Any disputes received during that time will be acknowledged and reviewed upon my return.   If your request is of an urgent nature, contact my backup, (Billing SDC name) at (email address) and telephone number. Receipt of a claim will be the date I am scheduled to return unless the claim is sent to my backup
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Open Pending Closure
5/24/04
Eschelon:

Date received: May 3, 2004
Question: Please define the words “returned” and “closed” in Acknowledgment of a claim section on page 7 of the Qwest Documentation 

Date Received: May 12, 2004

Eschelon comments - On page 8 of the revised document, Qwest states that if "required information is missing from the dispute, Qwest will send an acknowledgment response indicating why the dispute is being returned. The dispute will be considered returned (sent back to the customer) and closed (no further action by Qwest & no internal Qwest Dispute ID number assigned)..." 

Eschelon understands the insertion of the parenthetical remarks in the document to be in response to Eschelon's question #10. This response did not address the issue intended by the question. So, Eschelon submits this follow up questions:

On page 5 of Qwest's revised document, Qwest describes two examples of disputes submitted by CLECs that have multiple dispute types. Suppose that the CLEC's dispute was missing necessary information on only the "TAX" portion of each of these forms--i.e., the CLEC had provided all necessary information on the other dispute type(s). Would Qwest process (i.e., investigate fully and resolve) the portions of the dispute with all the necessary information? How would Qwest populate the last three columns of the table ("Exclude from PID (y/n)", "BI5A count", and "BI5B count") for these two scenarios?)
Eschelon

Date received July 8

Regarding the section on "returns of claims" (See page 11 of Qwest's 4th version of its proposed "process"), Qwest's terminology is a euphemism that causes unnecessary confusion. Instead of using "returned," Qwest should simply say "rejected" because that is what Qwest means. Regarding number 5 in Qwest's list of examples of when a claim will be rejected, Qwest needs to delete this "example" from the list. If the parties disagree as to the need for an ICA amendment or the source or application of a rate, Qwest should accept the dispute and take the normal steps to obtain resolution of the dispute. Unlike some of the other examples, a claim rejected based on reason number 5 cannot be "corrected" and resubmitted. A decision is needed regarding the disagreement of the parties.  Therefore, the dispute needs to be recognized and get resolved. As to the remaining examples, Eschelon understands Qwest plans to revise the examples. Eschelon reserves the right to comment on Qwest's proposed language, if Qwest continues to pursue its proposal. 


Return means to send back to the customer. Closed means no further action by Qwest.

Qwest Response to May 12 question:

At the time of the acknowledgment, the claim is considered one claim. The entire claim would be returned if it is missing any required information.

7-15-04: Return was changed to Reject

Example #5 was removed
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Closed
6/10/2004 meeting
Eschelon:

Date received: May 3, 2004
Question: Please explain why a CLEC can only submit a disagreement with Qwest’s response “once”, per Qwest Dispute ID number.

Date received: May 12, 2004

(Eschelon recommends that Qwest state that CLECs should follow the dispute/escalation process to their ICA)
When notified of a disagreement the first time, Qwest will work with the customer to a final disposition. Multiple communications regarding the disagreement are not necessary, and in fact, would take up valued time for both parties. 

Qwest response to May 12, 2004 question:

Qwest continues to research your question.

7/01/2004: Updated the “If You Disagree with Qwest Resolution Section”
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Closed
5/4/04
Eschelon:

Date received: May 3, 2004
Question:: Please explain the mapping between the proposed Customer Billing Dispute Notification Form and the Field Dictionary. There are discrepancies between the two documents (see, for example, Field 14).
Field 14 should read Total # of disputed items and will be corrected in the document
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Closed
5/24/04
Eschelon:

Date received: May 3, 2004

Question:: What is the purpose Field 14 (“Total # of Disputed Items”) on the proposed Customer Billing Dispute Notification Form?

Date received May 12, 2004

(This data is not required for Qwest to report this PID. BI-5a is based on receipt and BI-5b is based on dispute type, bill date, within 60 days, etc. The numbers of items is not a basis for the measure. See # 6 Eschelon response.)


This identifies if you are disputing 10 items or 10000 items (i.e. sub-accounts).

Qwest response to May 12, 2004 question:

This data is a new required field on Qwest Customer Billing Dispute (Claim) Notification Form which supports the timely and efficient resolution of claims. See # 6 response from Qwest.
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Closed
5/24/04
Eschelon:

Date received: May 3, 2004
Question: How will CLECs identify Status Notifications?

Date Received: May 12, 2004

(Eschelon recommends Qwest add “status” or Resolution” to a defined spot in the response, such as the subject line. This will eliminate any confusion if the content of the information Qwest sends the CLEC includes, for example, the word “status’ in a resolution response or visa versa.)
The word STATUS will be on the notification

Qwest Response to May 12 question:

Qwest accepts your suggestion

15
Closed
June 10, 2004 meeting (LTPA issue)
Eschelon:

Date received: May 3, 2004
Question:: Please respond to the CLEC request for joint LTPA-CMP meetings under Section 2.6 of the CMP Document for this CR.

Date Received: May 12, 2004

(Eschelon adds that Qwest submitted this CR but there was no communication to LTPA that the CR existed or what it requested.)


In the CMP meetings there are Qwest representatives from both CMP and LTPA.  From our perspective, that meets the CLEC request.

Qwest response to May 12 question:

Qwest followed normal process in proposing the billing claim CR to CMP and anticipated that the information in the CR would adequately address all issues that it was intended to address, including the detail in final resolution letters. Use of the CMP notification guidelines was proper.  See #6 response
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Closed
5/4/04
MCI

Date received: May 3, 2004
Question:: Submit claims using the following form. If you have an agreement with the Billing Center, you may also attach a spreadsheet with all required information. If required information is not provided, the claim will be returned and considered closed.  MCI Comment: Spreadsheet must be an option for all Parties.


Spreadsheet is an option. The phrase “if you have an agreement with the Billing Center you may” will be removed from the document.
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Closed
6/10/2004 meeting
MCI

Date received: May 3, 2004
Comment: If multiple bill dates are disputed (i.e. 4th, 7th, 10th), dispute claims must be split out by bill date/year.  Enter claims within 60 days of the bill date on one claim and those greater than 60 days on another claim. If the disputes greater than 60 days from the bill date are not separated from those within 60 days from the bill date, Qwest will group using the oldest bill date.

MCI Comment: MCI currently keeps disputes separated by billing account numbers.  Is it Qwest’s intent that a dispute for each invoice date for each ban must be filed? 
It would be cumbersome to file a “Claim Form” for the same issue month after month.  One claim to identify the issue should be sufficient, using a spreadsheet to outline the activity on a monthly basis. 

Date received: May 13, 2004

MCI Comment: MCI continues to recommend a single claim form (for the same disputed issue) be utilized but the supporting records attached via spreadsheet be required to populate multiple sheets (one for less than 60 days and one for greater than 60 days)


 See #6

Qwest Response dated May 13, 2004:

Are you suggesting:

One supporting spreadsheet 

· Same Main billing account number

· Same bill date?

· Claims greater than 60 days on one tab within the spreadsheet and claims less than 60 days on one tab within the spreadsheet?

7/01/2004: Language was changed to allow for one claim form and one spreadsheet If submit a spreadsheet. Spreadsheet must have 1 tab for >60 days and one tab for <60 days. MCI sent an example
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Closed
5/27/04 (LTPA)
MCI

Date received: May 3, 2004
 If you receive an “Out of Office” message, you may send the claim to the SDC backup. If the claim is not sent to the SDC backup, the receipt of the claim will be the day the SDC is scheduled to return to the office. MCI Question: This is not feasible and places the burden on CLECs to track Qwest personnel schedules.  In addition, CLECs disputes will be delayed based on Qwest personnel schedules. The BI-5 PID defines as “Date of receipt is the date Qwest receives the claim”

Date received: May 13, 2004

MCI Comment: MCI does agree there was some general “discussion” and questions posed by CLECs around this issue yet the PID continues to state the “date of receipt is the date Qest receives the claim”. Qwest’s proposed process will impose additional burnden on CLECs to re-submit to the Qwest SDC backup, and would require additional effort for Qwest to track for purposes of the PID for what has transpired.  MCI would support sending all claims to a general mail box whereby Qwest Billing personnel ensure on a daily basis that incoming claims are noted as received.
See #9 

Qwest Response to May 13 question:

See answer to Section Number 9 above.

Based on our belief of the prior agreement of the parties, Qwest’s understanding was that the language (“date of receipt”) likewise was satisfactory.
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Closed
5/4/04
MCI

Date received: May 3, 2004: The Qwest Billing SDC will investigate and attempt to resolve the claim of dispute within 28 calendar days after acknowledgment of the claim.  If the Qwest Billing SDC is unable to resolve the claim within 28 calendar days after acknowledgment of the claim, a status update will be provided in writing on a status notification. MCI Question: Distinction between final resolution and status notice is not clear. CLECs must be able to differentiate. Need to define what instances would constitute not meeting the 28 calendar day interval (the exceptions to the rule).  In addition, status notification must identify follow-up resolution time frame.
The letter will say either Status or Resolution. The follow-up date for status will be either the next 28-calendar day or the actual resolution.
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Closed
5/27/04
MCI

Date received: May 3, 2004
MCI Question: Qwest must provide sufficient details when a claim is denied.  In LTPA, Qwest agreed to advocate in CMP sufficient details surrounding when a claim is denied. Why has Qwest failed to document in the CR the detail Qwest will provide when Qwest denies claims such as, citing cost docket orders/compliance filings and/or section of the Interconnect Agreements?

Date Received: May 13, 2004

MCI Comment: The term “resolved” is subject to interpretation. MCI would like to discuss this matter further.

MCI Comment: As previously stated, the term “resolution” is subject to interpretation. In reality, the below (definition of resolution) describes when Qwest believes the claim has been “resolved”.


See #1 and #2

Qwest Response to May 13 question(s):

Qwest is agreeable to discussing the term “resolved” further.

Qwest Response May 27 (Joint Meeting)

Resolution will be changed to “Qwest Resolution”
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Closed
5/24/04
MCI:

Date received: May 3, 2004
MCI Comment: Bullet that includes follow-up resolution time frame 

Date received: May 13, 2004:

MCI Comment: MCI recommends the follow-up date (for status) be no later than 10 calendar days or the actual resolution date.


Bullet added:

The letter will say either Status or Resolution. The follow-up date for status will be either the next 28-calendar day or the actual resolution.

Qwest response to May 13 question:

Qwest considered 10 days, but believes it’s not something Qwest can agree to because the majority of time the status would not change
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Open-Pending Closure
6/10/2004 meeting
MCI

Date received: May 3, 2004
 Definition of Legal Dispute:

· Referrals to the Qwest attorney that contemplate a need for litigation, arbitration or other dispute resolution pursuant to an Interconnection Agreement, or where the customer’s attorney has actively joined the resolution of the claim.”  If a claim is determined to be a legally disputed claim, the claim will be resolved and resolution letter sent. This includes bankruptcies. 

MCI Question: The escalation process must be clearly defined in this section, including but not limited to timeframes and dollar levels of authority.  

Date received: May 13, 2004

MCI Comment: Need more clarification on this question. Within this document, Qwest needs to define what the escalation procedures would be prior to determining a “legally dispute” claim.  Escalation procedures would include, but not be limited to roles and responsibilities with claim levels of authority when responses from Qwest are provided.

Eschelon:

Date received July 8, 2004

With respect to Qwest's proposed form and related process (See page 13 of Qwest's 4th version of its proposed "process"), it is overly complicated, insufficiently flexible, and contrary to Qwest's current escalation process (which allows CLEC to go to any level at anytime and go to a higher level of Manager than identified in Qwest's proposal). Qwest's proposal places form over substance. Even if a CLEC provides Qwest with every piece of information Qwest needs to address a billing dispute completely, Qwest's proposed process would allow Qwest to reject a legitimate dispute based on alleged non compliance with a rigid form.  Resubmission of the form is extra work and causes delay.  Qwest's proposal introduces unnecessary resource burdens and delays. 
Need more clarification on this question.

Qwest response to May 13 question:

Qwest will continue to research this question

7/01/2004: The “if you disagree with claim” section has been updated.

July 15, 2004

If you disagree with Qwest’s resolution, you have 2 options:

1. Refer to the Billng Dispute or Dsipute Resoltuion Section of your contract and submit the claim to the address in the “notice” section of your contract

2. Submit disagreement of Qwest resolution on the required form to the Billing SDC.
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Closed
6/10/2004 meeting
MCI

Date received: May7, 2004
If you do not agree with the resolution letter, you may send in a new dispute within 90 business days from receipt of the resolution letter using the Customer Billing Dispute (Claim) Notification Form. You will not be required to submit the “type of dispute” again, but you will be required to explain why you disagree with the resolution. If the issue can not be resolved between you and the SDC, the SDC will escalate to the SDC supervisor. The supervisor will negotiate with you to reach a conclusion satisfactory to Qwest and you as per the terms of your Interconnection Agreement. You can only submit a disagreement claim once, per Qwest Dispute ID number. 

MCI Question: It is unacceptable that “a new dispute” form must be submitted for the identical claim that Qwest has denied.  The ability to revisit any claim must be an option and not limited to once “per Qwest Dispute ID number.”  As stated above, an escalation process must be fully defined.  As well, dispute resolution is always an option, thus language needs to be added to the affect.   

Date received: May 13, 2004
MCI Comment: MCI continues to object to the restrictions, that “only submit a disagreement claim once, per Qwest Dispute ID number”. MCI recommends the claim form be updated to simply “explain why you disagree with the resolution”. 


  See #33

 Qwest response to May 13 question:
When notified of a disagreement the first time, Qwest will work with the customer to a final disposition. Multiple communications regarding the disagreement are not necessary, and in fact, would take up valued time for both parties.
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Closed
5/4/04
Cbeyond

Date received: May 4, 2004
Question:: Qwest specifies in detail how CLECs must submit claims to Qwest, but Qwest fails to specify how it will submit acknowledgements to CLECs. Cbeyond would like this to be included in the documentation. Cbeyond would also like to hold Qwest to the same options that Qwest gives CLECs. 


Qwest can acknowledge via FAX, Email or USPS. We do have the same options. The document has been updated.  For example, if Qwest receives the claim via FAX, the acknowledgement and resolution will be returned via FAX.
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Closed
5/4/04
Cbeyond

Date received: May 4, 2004
Question: Qwest specifies in detail the fields that CLECs are required to populate on its claim forms submitted to Qwest. Cbeyond would like to see the same level of detail applied to required fields in Qwest’s acknowledgement back to CLECs. For example, if Qwest rejects a claim for lack of detail or missing information, what details will Qwest provide to the CLEC as to the reason for the load rejection? 

Received Date: May 13, 2004
In this document, Qwest is specifying what is required of CLECs in order to submit a claim under the section titled “Customer Billing Dispute (Claime) Notification Form”. Likewise, Cbeyond would like to see a similar form/list of fields under the section “Resolution of a Claim” which specifically outlines the fields Qwest is required to populate in its response to the CLEC. Since this is already part of Qwest’s process as noted above Cbeyond doesn’t see why Qwest would have a problem with this.  Unless, of course, Qwest is not currently providing adequate details in it responses to CLECs today.

Qwest’s current process is to provide the reason for the returned claim. Qwest will indicate what required information is missing.

Qwest Response to May 13 question:

See #1
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Closed
5/24/04
Cbeyond

Date received: May 4, 2004
Question: If a claim is rejected based on the definition offered below, why does Qwest close out the dispute? Loading rejects should be handled differently than claim resolutions in Qwest’s favor. For loading rejects, Cbeyond proposes that Qwest hold these disputes in the system in a “reject” status much like service orders are clarified on the provisioning side. This will then enable the CLEC to resubmit the claim once it has made the appropriate corrections to the claim form as outlined by Qwest. This will also enable the CLEC to maintain it’s original claim nuber. Cbeyond has grave concerns about allowing Qwest to simply close out a dispute that it never reviewed for merit. Cbeyond will have already withheld the money and wants assurance that Qwest can appropriately track Cbeyond’s dispute submission even if the submission file contained errors that caused Qwest to respond with a load reject. Just like with LSRs, Qwest can apply a window for the CLEC to resubmit a corrected file. 

Received Date: May 13, 2004

Qwest didn’t respond to the question about dispute status. Does Qwest track load rejects separately from dispute denials? Yes or No? If Yes, how? If No, why not? Cbeyond believes that there should be a differentiation between a load reject and a denied claim.


You can reuse your claim number. If all required fields are populated on the claim when it is submitted then the claim will be accepted. 

Qwest Response to May 13 question:

Yes, Qwest tracks load rejects (returns) separately from dispute denials. Returns are counted in BI5A and Denials in BI5B
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Closed
5/24/04
Cbeyond

Date received: May 4, 2004
Question:: It’s unclear between today’s call and this document which fields are required and which fields are optional. Could you please highlight this in the documentation? 


Yes – the document has been updated

28
Closed
5/27/04 (LTPA)
Cbeyond

Date receive: May 4, 2004
Question Cbeyond doesn’t agree with Qwest’s process for assignment of claim receipt date. If a Qwest SDC is out of the office, the onus should be on Qwest (not the CLEC) to forward it to the appropriate party. Qwest’s internal personnel issues are of no concern to CLECs and should not become an additional burden on the CLEC to manage on Qwest’s behalf – they are after all Qwest employees. An alternative proposal is to have Qwest automatically forward dispute emails to the SDC backup when the SDC is out of the office. Another option is to setup a dispute mailbox that acts as the system of record for claim receipts so as to separate claim receipt date from Qwest personnel issues. 

Date Received: May 13, 2004
Cbeyond was not present at the meeting referenced above.  Cbeyond believes it is not alone in its disagreement with this process. Given the number of CLECs that have commented in this document regarding the same matter, this issue should be readdressed.


The out of office issue was discussed and agreed upon at the  February 20, 2004 LPTA Ad Hoc meeting

Qwest Response to May 13 question:

See answer to Section Number 9 above.
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Closed
5/24/04
Cbeyond

Date received: May 4, 2004
Question: Can you clarify what is meant by the requirement to supply the list of subaccounts if the main billing account number provided is a CRIS summary billing account? Can you explain why Qwest has this requirement? If my dispute relates to a circuit or is the same issue for a group of circuits, why won’t the circuit id or the list of circuit ids suffice? 

Date Received: May 13, 2004

Qwest is the party that assigns the subaccount to the circuit id, not the CLEC. If Qwest creates the relationship between the circuit id and the subaccount, why can’t Qwest provide this information to the SDC? Qwest should be able to identify subaccounts if the CLEC provides the circuit id from the invoice.


Our SDC’s access your account information by sub-account.  

Qwest Response to May 13 question:

By providing both pieces of information Qwest can make sure we are investigating the correct circuit/sub account
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Closed
5/24/04
Cbeyond

Date received: May 4, 2004
Question: On Late Payment Charges, Qwest does not specify on its invoices (at least in CRIS generated bills) the date Qwest shows a check was received, nor does it delineate the number of days that LPCs are being assessed, nor does it specify the outstanding balance to which LPCs are applied. Why, then, must CLECs provide details that Qwest itself doesn’t provide related to the charges it is billing? 

Date received: May 13, 2004:

That’s wonderful. Could you demonstrate that Qwest actually provides such details on its CRIS bills in EDI format?
In the event Qwest assesses late payment charges on a bill, the detailed information would be provided.  If you are disputing the late payment charges, this information would be required. 

Qwest Response to May 13 question:
Currently Qwest does not assess LPC on CRIS accounts. If we were to we would supply these details.
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Closed
5/24/04
Cbeyond

Date received: May 4, 2004
Question:: Qwest requires a great deal of specific information to support claims such as ICA, docket, or tariff references. However, there are no guidelines specified that require Qwest to provide like details in its responses back to CLECs. Can you explain why such details are missing from this document? What is being done by Qwest to remedy this gap in the documentation? 


See # 1
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Closed
5/24/04
Cbeyond

Date received: May 4, 2004
Question:: What if Qwest bills a CLEC for something which is not documented in an ICA, SGAT, PCAT, etc.? For example, applicable USOCs for DS1 EELS were not defined in a Qwest document until February 2004. That’s at least 3 years after Qwest had been billing for these services. Is Qwest suggesting these items are not disputable? I would think to the contrary that these items are disputable until Qwest provides the appropriate documentation to support the charges. 


Yes, they are disputable. 
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Closed
5/24/04
Cbeyond

Date received: May 4, 2004
Question: The escalation process defined in the last section seems to contradict the process outlined in Cbeyond’s interconnection agreement, specifically sections 5.4 Payment & 5.18 Dispute Resolution, which specify vice presidential level negotiations. I can recall several disputes that have required director level escalations to get the correct resolution to a dispute with Qwest. Please explain why Qwest would establish a process that is in breach of its contractual obligations for dispute resolution? Cbeyond has had claims erroneously denied by Qwest due to training issues that went as high as the management level. How does Qwest justify setting a limit to disagreements to just one per claim especially given its history of erroneous resolutions? The proper treatment of this is to escalate one level of management for each instance of disagreement among the parties arises over the same claim. 

Date Received: May 13, 2004

Cbeyond does not find this additional wording to go far enough. Qwest needs to modify the wording that specifically limits resolution to the supervisor level, rather the dispute should follow a normal escalation process like it does with every other ILEC. We’re in agreement with limiting the number of rejections at one level, but the wording should reflect the CLECs right to then escalate the dispute to the next level of management. The dispute should not move to a closed status until mutual agreement has been reached or vice presidential level escalation process has been exhausted. Qwest should never unilaterally close a dispute, rather closure should occur only after CLEC concurrence with Qwest’s response has been given or the concurrence window has expired with no further comment by the CLEC.
Qwest still needs the disagreement in writing and will require the customer to submit on the form. The supervisor will negotiate with the customer to reach a conclusion satisfactory to both Qwest and the customer as per the terms of their Interconnection Agreement. The following was added to the document

"Subject to any contrary procedures in applicable interconnection agreements, ..."

Qwest Response to May 13 question:

Closed – See the section on “If Customer Disagrees”
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Closed
5/27/04 (LTPA)
Covad

Date received: May 6, 2004

If you receive an “Out of Office” message, you may send the claim to the SDC backup. If the claim is not sent to the SDC backup, the receipt of the claim will be the day the SDC is scheduled to return to the office. 

Question: Covad does not agree.  The "receipt of claim" date should be the date CLEC initially submits the claim, not the date the SDC backup is contacted.  Qwest needs to maintain appropriate coverage for this process.  MZ
See #9

35
Closed
5/24/04
Covad

Date received: May 6, 2004

Covad believes an additional "Dispute Type" needs to be identified to specifically address Facility "type" and "quantity" disputes. MZ
Would it work for you if we add this under Service Order issues on the Dispute Notification Form?

36
Closed
5/24/04
Covad

Date received: May 6, 2004

Covad believes the Definition of the Resolution must include all "facts" related to the resolution as well as any PUC order which Qwest relies upon for the Resolution.  MZ


See #1

37
Closed
5/24/04
Covad

Date received: May 6, 2004

Covad needs clarification that Qwest does not intend to preclude CLEC going to "dispute resolution" should CLEC not agree with the Qwest Resolution. MZ
Does #33 answer this question?

38
Closed
5/24/04
MCI

Date received: May 13, 2004

MCI Comment: MCI assumes the proposed dispute process is only applicable to local billing disputes, please confirm
We are currently addressing the local billing disputes but will eventually implement the claim process for all services.

39
Closed
5/24/04
MCI

Date received: May 13, 2004

MCI Comment: Define “per Qwest official time zone”. 
The time zone of the Qwest Billing Service Delivery Center (i.e. Salt Lake City is on Mountain time).







� Qwest April 26, 2004 Documentation at 3.


� See LTPA Final Issues Matrix, March 25, 2004 at 6.


� Qwest April 26, 2004 Documentation at 7.


� Qwest April 26, 2004 Documentation at 5.


� Qwest April 26, 2004 Documentation at 8.





07/28/04

1 of 1
07/28/04
31 of 1

 

