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12.0
Production Support

12.1
Notification of Planned Outages

Planned Outages are reserved times for scheduled maintenance to OSS Interfaces.  Qwest sends associated notifications to all CLECs.  Planned Outage Notifications must include:

· Identification of the subject OSS Interface

· Description of the scheduled OSS Interface maintenance activity

· Impact to the CLECs (e.g., geographic area, products affected, system implications, and business implications)

· Scheduled date and scheduled start and stop times

· Work around, if applicable

· Qwest contact for more information on the scheduled OSS Interface maintenance activity

Planned Outage Notifications will be sent to CLECs and appropriate Qwest personnel no later than two (2) calendar days after the scheduling of the OSS Interface maintenance activity.
12.2
Newly Deployed OSS Interface Release

Following the Release Production Date of an OSS Interface change, Qwest will use production support procedures for maintenance of software as outlined below. Problems encountered by the user will be reported, if at all, to theWholesale Systems Help Desk (WSHD). Qwest will monitor, track, and address troubles reported by CLECs or identified by Qwest.  Problems reported will be known as IT Trouble Tickets. 

A week after the deployment of an IMA Release into production, Qwest will host a conference call with the CLECs to review any identified problems and answer any questions pertaining to the newly deployed software. Qwest will follow this CMP for documenting the meeting as described in Section 3.2.  Issues will be addressed with specific CLECs and results/status will be reviewed at the next Monthly CMP Systems Meeting.  

12.3
Request for a Production Support Change

The Wholesale System Help Desk supports CLECs who have questions regarding connectivity, outputs, and system outages.  The WSHD serves as the first point of contact for reporting trouble. If the WSHD is unable to assist the CLEC, it will refer information to the proper Subject Matter Expert, also known as Tier 2 or Tier 3 support, who may call the CLEC directly.  Often, however, a WSHD representative will contact the CLEC to provide information or to confirm resolution of the trouble ticket. 

Qwest will assign each CLEC generated and Qwest generated IT Trouble ticket a Severity Level 1 to 4, as defined in Section 12.5.  Severity 1 and Severity 2 IT trouble tickets will be implemented immediately by means of an emergency Release of process, software or documentation (known as a Patch). If Qwest and CLEC deem implementation is not timely, and a work around exists or can be developed, Qwest will implement the work around in the interim. Severity 3 and Severity 4 IT trouble tickets may be implemented when appropriate taking into consideration upcoming Patches, Major Releases and Point Releases and any synergies that exist with work being done in the upcoming Patches, Major Releases and Point Releases.

Qwest will attempt to make a software patch when the system is not working as defined in the technical specifications and/or the GUI systems documentation (excluding PCAT documentation), and issue an event notification clearly defining the change.  

If Qwest determines that a software patch is not feasible, and/or Qwest or any CLEC identifies a Patch Release of software or related systems documentation changes that may impact CLEC production coding, Qwest will issue an event notification, initiate a Technical Escalation, and request a joint meeting between Qwest and the CLECs in order to discuss the particular Patch Release.  Qwest will notify CLECs of the joint meeting in which Qwest will review the Patch Release, the proposed solution, and the variables which affect the resolution.  In all instances, these joint meetings are exempt from the five (5) business day advance notification requirement described in Section 3.0.  

At this joint meeting, Qwest and the impacted CLECs will discuss how the pending Patch Release will affect their code.  Qwest and the impacted CLECs will discuss any potential resolution options and implementation timeframes.  In the event that agreement cannot be reached between Qwest and the impacted CLECs regarding the type of Patch Release to be implemented, the parties will attempt to negotiate an appropriate workaround.
The first time a trouble is reported by Qwest or CLEC, the WSHD will assign an IT Trouble Ticket tracking number, which will be communicated to the CLEC at the time the CLEC reports the trouble. The affected CLEC(s) and Qwest will attempt to reach agreement on resolution of the problem and closing of the IT Trouble Ticket. If no agreement is reached, any party may use the Technical Escalation Process, http://www.qwest.com/wholesale/systems/productionsupport.html. When the IT Trouble Ticket has been closed, Qwest will notify CLECs with one of the following disposition codes:

· No Trouble Found – to be used when Qwest investigation indicates that no trouble exists in Qwest systems.

· Trouble to be Resolved in Patch – to be used when the IT Trouble Ticket will be resolved in a Patch.  Qwest will provide a date for implementation of the Patch. This is typically applied to Severity 1 and Severity 2 troubles, although Severity 3 and Severity 4 troubles may be resolved in a Patch where synergies exist.

· CLEC Should Submit CMP CR – to be used when Qwest’s investigation indicates that the System is working pursuant to the Technical Specifications (unless the Technical Specifications are incorrect), and that the IT Trouble Ticket is requesting a systems change that should be submitted as a CMP CR.

· Resolved – to be used when the IT Trouble Ticket investigation has resolved the trouble.

If Qwest has identified the source of a problem for a Severity 3 or Severity 4 IT Trouble Ticket but has not scheduled the problem resolution, Qwest may place the trouble ticket into a “Date TBD” status, but will not close the trouble ticket.  Once a trouble ticket is placed in “Date TBD” status, Qwest will no longer issue status notifications for the trouble ticket.  Instead, Qwest will track ”Date TBD” trouble tickets and report status of these trouble tickets on the CMP Web site and in the Monthly CMP Systems Meeting. When a “Date TBD” trouble ticket is scheduled to be resolved in a Patch, Release or otherwise, Qwest will issue a notification announcing that the trouble ticket will be resolved and remove the trouble ticket from the list reported on the CMP Web site and in the Monthly CMP Systems Meeting.

For ”Date TBD” trouble tickets, either Qwest or a CLEC may originate a Change Request to correct the problem.  (See Section 5.0 for CR Origination.)  If the initiating party knows that the CR relates to a trouble ticket, it will identify the trouble ticket number on the CR.
Instances where Qwest or CLECs misinterpret Technical Specifications and/or business rules must be addressed on a case-by-case basis.  All parties will take all reasonable steps to ensure that any disagreements regarding the interpretation of a new or modified OSS Interface are identified and resolved during the change management review of the Change Request. 

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 WSHD 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 WSHD, 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 WSHD recognizes that it is the same problem, a new ticket is not created. The WSHD 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 WSHD 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.

12.4.1
Systems Problem Requiring a Workaround 

If a CLEC is experiencing problems with Qwest because of a system “issue”, the CLEC will report the trouble to the WSHD. The WSHD will create a trouble ticket as outlined above.
The WSHD Tier 1 will refer the ticket to the IT Tier 2 or 3 resolution process. If, during the resolution process, the Tier 2 or 3 resolution team determines that a workaround is required, the WSHD (with IT Tier 2 or 3 on the line, as appropriate) will contact the CLEC to develop an understanding of how the problem is impacting the CLEC. If requested and available, the CLEC will provide information regarding details of the problem, e.g., reject notices, LSRs, TNs or circuit numbers. Upon understanding the problem, the WSHDTier 1 agent, with the CLEC on the line, will contact the ISC Help Desk and open a Call Center Database Ticket.  The IT Tier 2 or 3 resolution team along with the WSD Tier 2 team, and other appropriate SMEs, (Resolution Team) will develop a proposed work around.  The WSD Tier 2 team will work collaboratively with the CLEC(s) reporting the issue to finalize the work around. The WSHD will provide the CLEC and the WSD Tier 2 team with the IT Trouble Ticket number in order to cross-reference it with the Call Center Database Ticket. The WSHD will also record the Call Center Database Ticket number on the IT Trouble Ticket.  The CLEC will provide both teams with primary contact information. If the CLEC and Qwest cannot agree upon the work around solution, the CLEC can use either the Technical Escalation process or escalate to the WSD Tiers, as appropriate. Qwest will use its best efforts to retain the CLEC’s requested due dates, regardless of whether a work around is required.

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 WSHD 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 WSHD, either on the initial call or at any time while the ticket is open, a CLEC may request the WSHD 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

12.6
Status Notification for IT Trouble Tickets

There are two types of status notifications for IT Trouble Tickets:

· Target Notifications: for tickets that relate to only one reporting CLEC – Target Notifications may be communicated by direct phone calls

· Event Notifications: for tickets that relate to more than one CLEC or for reported troubles that Qwest believes will impact more than on e CLEC

· Event Notifications are sent by Qwest to all CLECs who subscribe to the WSHD Event Notifications will include ticket status (e.g., open, no change, resolved) and as much of the following information as is known to Qwest at the time the notification is sent: 
· Description of the problem 

· Impact to the CLECs (e.g., geographic area, products affected, business implications, other pertinent information available)

· Estimated resolution date and time if known

· Resolution if known

· Severity level

· Trouble ticket number(s), date and time

· Work around if defined, including the Call Center Database Reference Ticket number

· Qwest contact for more information on the problem

· System affected

· Escalation information as available 

Both types of notifications will be sent to the CLECs and appropriate Qwest personnel within the time frame set forth in the table below and will include all related system trouble ticket number(s).

12.7 Notification Intervals

Qwest will distribute notifications during the WSHDnormal 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 the WSHD hours of operation, and will communicate with the CLEC(s) as needed. A severity 2 problem may be worked outside the WSHD 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.  

The chart below indicates the response intervals a CLEC can expect to receive after reporting a trouble ticket to the WSHD. 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.  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.

12.8
Process Production Support

Process troubles encountered by CLECs will be reported, if at all, to the Customer Service Inquiry and Education Center (CSIE) (Tier 1). In some cases the Qwest Service Manager (Tier 2) may report the CLEC trouble to the CSIE. Tier 1 (CSIE) will open a call center database ticket for all reported troubles.  

12.8.1
Reporting Trouble to the ISC

The CSIE (Tier 1) serves as the first point of contact for reporting troubles that appear process related. Qwest has five Tiers in Wholesale Service Delivery (WSD) for process Production Support. References to escalation of process Production Support issues means escalation to one of these five Tiers. Contact information is available through the Service Manager (Tier 2). The Tiers in WSD are as follows:

· Tier 1 – Customer Service Inquiry and Education (CSIE), CSIE Center Coaches and Team Leaders, Process Specialist
· Tier 2 - Service Manager

· Tier 3 – Senior Service Manager

· Tier 4 – Service Center Director

· Tier 5 – Service Center Senior Director

A CLEC may, at any point, escalate to any of the five Tiers.

If a CLEC is experiencing troubles with Qwest because of a process issue, the CLEC will report the trouble to Tier 1. Tier 1 will have the responsibility to resolve the trouble including determining whether the trouble is a process or systems issue. To facilitate this determination, upon request, the CLEC will provide, by facsimile or e-mail, documentation regarding details of the trouble, e.g., reject notices, LSRs, TNs or circuit numbers if available. Tier 1 will create a call center database ticket with a two (2) hour response commitment (“out in 2 hour” status), and provide the ticket number to the CLEC. If the trouble is a process issue, Tier 1 will notify the process specialist. The process specialist will notify all appropriate centers of the reported trouble and current status. If Tier 1 determines that the trouble is a systems issue, they will follow the process described in Section 12.8.4.   Tier 1 will be responsible to work with all appropriate Qwest personnel to resolve the ticket to closure.  

The reporting CLEC(s) and Qwest will attempt to reach agreement on resolution of the trouble.  This resolution includes identification of processes to handle affected orders reported by the CLEC and orders affected but not reported.  If Qwest and the CLEC determine that the trouble can be resolved in a timely manner, Qwest will status the CLEC every 2 hours by telephone, unless otherwise agreed, until the trouble is resolved to the CLEC’s satisfaction. If, at any point, the parties conclude that they are unable to resolve the trouble in a timely manner, the CLEC and Qwest will proceed to develop a work around, as described below.  At any point, the reporting CLEC may elect to escalate the issue to a higher Tier. 

Except in a work around situation, see Section 12.8.3, once the trouble is resolved and all affected orders have been identified and processed, Qwest will seek CLEC agreement to close the ticket(s). If agreement is not reached, Qwest will leave the ticket open, so the CLEC may escalate as needed.  When the CLEC escalates the issue, Qwest will promptly update the ticket indicating the ticket has been escalated. If the CLEC does not escalate within 24 hours, Qwest may close the ticket.
After ticket closure, if the CLEC indicates that the issue is not resolved, the CLEC contacts Tier 2 and refers to the applicable ticket number.  Tier 2 reviews the closed ticket and will work with Tier 1 to open a new ticket, and cross-reference the closed ticket. The CLEC may also contact Tier 1 directly to open a new ticket and escalate as needed.  

Qwest will use its best efforts to retain the CLEC’s requested due dates.

12.8.2
Multiple Tickets

If one or more CLECs call in multiple tickets, but neither the CLECs nor Qwest recognize that the tickets stem from the same trouble, one or more tickets may be created. 

Qwest will attempt to determine if multiple tickets are the result of the same process trouble.  Also, after reporting a trouble to Tier 1, a CLEC may determine that the same problem exists for multiple orders and report the association to Tier 1. In either case, when the association is identified, Tier 1 will designate one ticket per CLEC as a primary ticket, cross-reference that CLEC’s other tickets to its primary ticket and provide the primary ticket number to that CLEC. Tier 1 will advise the appropriate  centers, other appropriate Tier 1 representatives and  applicable Service Managers (Tier 2) of the issue.

Once a primary ticket is designated for a CLEC, the CLEC need not open additional trouble tickets for the same type of trouble. Any additional trouble of the same type encountered by the CLEC may be reported directly to Tier 2 with reference to the primary ticket number. 

Qwest will also analyze the issue to determine if other CLECs are impacted by the trouble. If other CLECs are impacted by the trouble, within 3 business hours after this determination,  Tier 1 will advise the call handling center,and Service Managers (Tier 2) of the issue and the ticket number for the initial trouble ticket (Reference Ticket). At the same time, Qwest will also communicate information about the trouble, including the Reference Ticket number, to the impacted CLECs through the Event Notification process, as described in Section 12.6. If other CLECs experience a trouble that appears related to the Reference Ticket, the CLECs will open a trouble ticket with Tier 1 and provide the Reference Ticket number to assist in resolving the trouble.

12.8.3
Work Arounds

The reporting CLEC(s) and Qwest will attempt to reach agreement on whether a workaround is required and, if so, the nature of the work around.  For example, a work around will provide a means to process affected orders reported by the CLEC, orders affected but not reported, and any new orders that will be impacted by the trouble.  If no agreement is reached, the CLEC may escalate through the remaining Tiers.

If a work around is developed, Tier 1 will advise the CLEC(s),  the call handling center and the Service Manager (Tier 2) of the work around and the Reference Ticket number. Tier 1 will communicate with the CLEC(s) during this affected order processing period in the manner and according to the notification timelines established in Section 12.8.1. After the work around has been implemented, Tier 1 will contact the CLECs who have open tickets to notify them that the work around has been implemented and seek concurrence with the CLECs that the call center database tickets can be closed. The closed Reference Ticket will describe the work around process. The work around will remain in place until the trouble is resolved and all affected orders have been identified and processed. 

Once the work around has been implemented, the associated tickets are closed. After ticket closure, CLEC may continue to use the work around. If issues arise, CLEC may contact Tier 1 , identifying the Reference Ticket number. If a different CLEC experiences a trouble that appears to require the same work around, that CLEC will open a call center database ticket with Tier 1 and provide the Reference Ticket number for the work around.

12.8.4
Transfer Issue from WSD to WSHD

CLECs may report issues to the CSIE (Tier 1) that are later determined to be systems issues. Once Tier 1 determines that the issue is the result of a system error, Tier 1 will contact the CLEC and ask if the CLEC would like Tier 1 to contact the WSHD to report the system trouble. If the CLEC so requests, the Tier 1 representative will contact the WSHD, report the trouble and communicate the call center database ticket to the WSHD representative with the CLEC on the line. The WSHD representative will provide the CLEC and the WSD representative with the IT Trouble Ticket number. The IT Trouble Ticket will be processed in accordance with the Systems Production Support provisions of Section 12.0.

12.9
Communications

When IT Trouble Tickets are open regarding the same trouble, the IT and WSD organizations will communicate as follows. The WSD Tier 1 will be informed of the status of IT Trouble Tickets through WSHD system Event Notifications.  Additionally, WSD Tier 1 has direct contact with the WSHD as a participant on the Resolution Team, as necessary.   System trouble and information pertinent to ongoing resolution of the trouble will be made available via the external Event notification website found at URL:  http://www.qwest.com/wholesale/systems/eventnotifications/. 














































































































































































































































































































































































































































































