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Announcement Date:
February 25, 2002

Effective Date:
Immediately

Document Number:
SYST.02.25.02.F.02608.Tech_Issue_Escl_Proc

Notification Category:
System

Target Audience:
CLECs, Resellers

Subject:
Escalation of Technical Issues Process Requires Designation of Escalation Management Contacts 

This Notification is to advise you that the new process for Escalation of Technical Issues has been approved at the monthly CMP meeting, February 21. The process requires that Qwest and each CLEC designate teams of Escalation Management Contacts who will function as escalation project managers when issues are escalated to their respective companies.

Please choose three Escalation Management Contacts (Manager, Director, and Vice President) who will handle technical escalations that are directed to your company. Additionally, please designate backups for the Manager and Director levels.

For Escalation Management Contacts and their backups, please e-mail the following to Howard Elliott (helliot@qwest.com) by COB (close of business) Thursday, February 28, 2002.

· Company name

· Name and level (Manager, Director, and Vice President)

· Phone number

· Pager number

· E-mail address

Designated Escalation Management Contacts and their backups should be completely familiar with the Escalation of Technical Issues process and able to effectively perform interconnect-related escalation activities such as:

· Negotiate changes of severity levels

· Negotiate, request, or organize reallocation of resources and/or changes in priority

· Organize technical reviews

· Obtain missing or late status

Escalation Management Contacts should be available during the same times that the IT Wholesale Systems Help Desk is open for business, as shown below (Mountain Standard Time):

· Monday – Friday, 6:00am – 8:00pm

· Saturday, 7:00am – 3:00pm

In addition, the process requires that IT Wholesale Systems Help Desk representatives make contact with Escalation Management Contacts within 15 minutes after receiving escalation requests, so please choose Contacts who are able to meet this timeframe.

The Escalation of Technical Issues process will be posted on the Qwest Wholesale Web site (exact link to be provided later) by March 1, 2002 and e-mailed to each Escalation Management Contact and backup.

Please contact Howard Elliott with any questions.


Howard Elliott, IMA PMO (Qwest)
303-965-2749
helliot@qwest.com

The Qwest Wholesale Web Site provides a comprehensive catalog of detailed information on Qwest products and services including specific descriptions on doing business with Qwest.  All information provided on the site describes current activities and process.

Prior to any modifications to existing activities or processes described on the web site, wholesale customers will receive written notification announcing the upcoming change.
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