WORKBACK EXPANSION PROJECT  PC081403-2

RESALE / UNE-P POTS, including DSL and RESALE / UNE-P CENTREX 21 PRODUCTS

RESTORAL REQUEST (RR)

CLEC PROCESS

12-17-03

Draft Proposal 

For Review and Discussion by the CLEC Community

SUBJECT:
CR # PC081403-2  Workback process/products expanded to include additional products and allow partial workbacks. Qwest will post the process and products included in the Business Procedure section of the web site.

Qwest is working this request as a two part process. 

Part I

The existing Local Number Portability PCAT will be updated through the standard notification process to indicate that a partial workback is allowed and can be requested by the CLEC.

Part II

Workback Expansion Proposal to include additional products. This will be referred to as a “Restoral Request”.

PROCESS DESCRIPTION

“Restoral Request” is requested when a CLEC is unable to complete a conversion or transfer of service request due to unforeseen circumstances and the CLEC was unable to cancel or change the due date on the service order(s) prior to order completion. Restoral Requests will be available for same or different CLEC conversion and T & F service order’s, they will be accepted for both full and partial restorals. 
PRODUCTS TYPES


Resale / UNE-P POTS including DSL


Resale / UNE-P Centrex 21 Products

ORDER TYPE SCENARIO’S

#1. Resale / UNE-P T & F, same CLEC

#2. Resale to UNE-P Conversion as is, same CLEC

#3. Resale to UNE-P Conversion as specified, same CLEC

#4. UNE-P to Resale Conversion as is, same CLEC

#5. UNE-P to Resale Conversion as specified, same CLEC

#6. Resale / UNE-P conversion with move via single LSR process, new CLEC

#7. Resale to UNE-P Conversion as is, new CLEC

#8. Resale to UNE-P Conversion as specified, new CLEC

#9. UNE-P to Resale Conversion as is, new CLEC

#10. UNE-P to Resale Conversion as specified, new CLEC

#11. Qwest Retail to Resale / UNE-P Conversion as is

#12. Qwest Retail to Resale / UNE-P Conversion as specified

#13. Qwest Retail to Resale / UNE-P Conversion with move via single LSR process

BENEFITS

1) Expedited intervals for restoral of service. (See restrictions)

2) Qwest will negate the one month minimum on account if converted again on a subsequent due date within a one month period. CLEC must indicate on future LSR’s due dated within 30 days in remarks field, “Previous RR, negate one month minimum.

3) Uniform documented process for “Restoral Requests”.

RESTRICTIONS

1) CLEC must make every effort to complete service order activity as scheduled prior to requesting a Restoral Request.

2) Expedited “Restoral Requests” available only within 24 hours of LSR due date. “Restoral Requests” received beyond 24 hours of LSR due date will be subject to standard intervals.

3) Qwest will make every effort to reuse facilities, but will not guarantee reuse.

4) All applicable non-recurring charges will apply, based on order completion and physical work that was completed or needs to be completed to restore service.

PROCESS STEPS, SCENARIO’s 1-5.

1) CLEC will open up a Call Center Escalation ticket for a “Restoral Request”.

2.) Ticket status will be based on escalation condition and current Call Center ticket response times.

3) Call Center will warm transfer to appropriate CSIE team 

4) CSIE will advise the CLEC what type of LSR is needed to restore previous service based on current service order completion and escalation condition. The CLEC should not submit the LSR prior to opening up a ticket and talking with the CSIE.

5) If a new LSR is submitted prior to the opening of a Call Center ticket, the LSR will be rejected back with notice, “Please open up a call center escalation ticket before submitting RR request” 

6) CLEC must submit appropriate “RR” LSR while on line with CSIE or within 2-business hours. 

7) If the new “RR” LSR (as CSIE advised) is not submitted while on line, the CSIE will follow up within the 2-business hour time frame to locate and process the new LSR and begin the restoral process.

8.) If the new LSR (as CSIE advised) is not received within 2-business hours, the call center ticket will be closed without further follow-up or notification. 

9.) The CLEC must open up a new call center ticket to begin the restoral process again, if they do not respond within the 2-business hour timeframe.


New LSR requirements (Service order has completed.)


(a) Manual IND = Y

(b) Remarks

“RR, Full, Resale to UNE-P conversion, restore original service” 

Or

“RR, Partial, Resale to UNE-P conversion, restore original service” 

Or

“RR, Full, UNE-P to Resale conversion, restore original service.

Or

“RR, Partial, UNE-P to Resale conversion, restore original service.”

Or

“RR, Full, Resale or UNE-P T&F, restore F location. Etc.

(c) Add a "RR" to the end of the original LSR Purchase Order Number and enter in PON field unless prohibited by system limitations, and submit the new LSR. If unable to add "RR" to the PON field, due to system limitations, submit a new LSR with a new PON.

(d) Populate RPON field with the PON used on the original LSR

10) Qwest will begin the restoration process for the end-user's service upon receipt of the supplement or new LSR.

11) CSIE closes ticket per existing process 

PROCESS STEP, SCENARIO’s 6-10.

1) Either the End-User, or the CLEC and the End-User must contact the old CLEC’s Customer Contact Center and request that the End-User’s service be reestablished.

2.) The new CLEC should provide the old CLEC with the Purchase Order Number (PON) used on the original conversion order.

3.) The old CLEC must open up a Call Center Escalation ticket for a “Restoral Request”.

4.) Ticket status will be based on escalation condition and current Call Center ticket response times.

5) Call Center will warm transfer to appropriate CSIE team 

6) CSIE will advise the CLEC what type of LSR (as appropriate per table matrix) is needed to restore previous service based on current service order completion and escalation condition. The CLEC should not submit the LSR prior to opening up a ticket and talking with the CSIE.

7) If a new LSR is submitted prior to the opening of a Call Center ticket, the LSR should be rejected back with notice, “Please open up a call center escalation ticket before submitting RR request” 

8) Old CLEC must submit appropriate “RR” LSR while on line with CSIE or within 2-business hours. 

9) If the new “RR” LSR (as CSIE advised) is not submitted while on line, the CSIE will follow up within the 2-business hour time frame to locate and process the new LSR and begin the restoral process.

10.) If the new LSR (as CSIE advised) is not received within 2-business hours, the ticket will be closed and without further follow-up or notification. Note the ticket, “No RR LSR received, Closing ticket, your name, & time”.

11.) The CLEC must open up a new call center ticket to begin the restoral process again, if they do not respond within the 2-business hour timeframe.


New LSR requirements (Service order has completed.)


(a) Manual IND = Y

(b) Remarks

“RR, Full, Resale to UNE-P conversion, restore original service to old CLEC” 

Or

“RR, Partial, Resale to UNE-P conversion, restore original service to old CLEC” 

Or

“RR, Full, UNE-P to Resale conversion, restore original service to old CLEC.

Or

“RR, Partial, UNE-P to Resale conversion, restore original service to old CLEC.”

Or

“RR, Full, Resale or UNE-P conversion w T&F, restore F location service to old CLEC, Etc.

(c) Add a "RR" to the end of the LSR Purchase Order Number and enter in PON field unless prohibited by system limitations, and submit the new LSR. If unable to add "RR" to the PON field, due to system limitations, submit with a standard PON.

(d) Populate RPON field with the PON used on the original LSR.

12) Qwest will begin the restoration process for the end-user's service upon receipt of the supplement or new LSR.

13) CSIE closes ticket per existing process 

PROCESS STEP, SCENARIO’s 11-13.

1) Either the End-User, or the CLEC and the End-User must contact Qwest Communication’s Retail Customer Contact Center during normal business hours and request that Qwest reestablish service as a Winback. Standard Retail Winback Processes will apply.

