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Announcement Date: 
March 8, 2002

Effective Date: 
Immediately

Document Number: 
SYST.03.08.02.F.02626.Diff_Btwn_WSHD_&_ISC

Notification Category: 
Systems

Target Audience:
CLECs, Resellers

Subject:
Differences Between the Wholesale Systems Help Desk and the Interconnect Service Center


This Notification has been created to highlight the differences between the Wholesale Systems Help Desk (WSHD) and the Interconnect Service Center (ISC) and can be used as a quick reference when a call needs to be placed to one of the following help desks.

Interconnect Service Center:

The Interconnect Service Center can be reached by calling 1-888-796-9102 Option 1 or 1-888-796-9087. The hours of operation are 6:00am to 8:00pm M-F & 7:00am to 5:30pm Sat - Mountain Time. Once a call is connected with the Interconnect Service Center you can select from one of five options. Your call is then routed to the Sierra Vista call center. The Sierra Vista call center representative will work with the CLEC to troubleshoot the issue and assist with general information.  If the representative is unable to provide a resolution, they will refer the CLEC either by warm transfer or a Work Queue ticket to the Subject Matter Expert (SME).  A Work Queue ticket is created for every call that comes into the Sierra Vista call center. A Work Queue ticket will be seven digits and will begin with a one (for example, 1987654).

The Interconnect Service Center handles the following issues:

· IMA/EDI Pre Order address validations in addition to address validation for manual LSRs

· IMA/EDI Pre Order CSR

· CSR corrections

· Appointment scheduling

· Telephone number reservations

· IMA functionality – preparing LSRs

· Order status verification

· Inquiries about rejected LSRs

· Due date changes

· Directory Listings assistance

· FOCs – Inquiry and Resend

· CFA validations

· Loop Qualifications

· NC/NCI Codes

· USOCS

· Cancellations of LSRs or Service Orders

· Service Order error correction

· Out of service conditions when service order activity has taken place within the last 72 hours.  Out of service conditions where a local number port has gone bad.

· Loss date and status of an end user conversion.



Wholesale Systems Help Desk:

The Wholesale Systems Help Desk can be reached by calling 1-888-796-9102, Option 3. The Wholesale Systems Help Desk (WSHD) is available from 6:00am to 8:00pm M-F & 7:00am to 3:00pm Sat - Mountain Time. The WSHD is expected to troubleshoot with the CLEC and assist the CLEC with general information.  When the WSHD is unable to provide a resolution, they will create an IT Trouble Ticket, and assign to the appropriate Tier Two or SME (Subject Matter Expert).  IT Trouble Tickets are created for every call that comes in to the Wholesale Systems Help Desk. An IT Trouble Ticket will be seven digits and will begin with a five (for example 5987654).  The WSHD serves as the CLEC's single point of contact for systems-related questions, regarding connectivity, digital certificates, password resets, outputs, and system outages.

The Wholesale Systems Help Desk provides technical support and solutions including, but not limited to: 

· Connectivity: ECOM (Internet), T1s, dial-up (SecurID) and PC configurations 

· Password and PIN resets for: IMA, TELIS, RSS, Digital Certificates, DLIS and SecurID

· Digital certificate download (ECOM) and systems: IMA, CSRS, FLI, FORCAST, HEET, CEMR/RCE, RLD, RPD, SCOP, SDG/DLIS and TAG

· EDI

· User maintenance for RSS and TELIS

· Loss and completion reports

· Daily Usage Files

· USOC/FID Finder (UFF)

· PIC/LPIC Verification

· Web Based Training

· LSMS

· AIN/ISG

· LIDB/LVAS

· Event Notifications

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.

