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1.0
Description

The P-CLEC OSS Interface Evaluation analyzed the P-CLEC’s ability to establish interface connectivity with Qwest to carry out various wholesale activities. The evaluation was designed to ensure a CLEC is able to use Qwest’s documentation and materials to develop application-to-application interfaces to communicate with Qwest’s OSS. The P-CLEC OSS Interface Evaluation covered the P-CLEC’s activities for the IMA EDI implementation and release migration processes, Customer Record Information System (CRIS) 811 billing data, and Maintenance and Repair (M&R) implementation processes. This report provides a summary evaluation of these activities, as well as references to HP’s documented Observations and Exceptions.

NOTE: By the date of this report, all HP Test Incident Reports (i.e., all Observations and Exceptions) were “Closed—Resolved.”

In the Interim Report of the Activities of the P-CLEC (Interim Report), HP provided an initial evaluation of the P-CLEC’s experiences with establishing and connecting its OSS interfaces with Qwest’s OSS. The Interim Report covered the P-CLEC’s activities through March 2001. The P-CLEC OSS Interface Evaluation provided herein covers the P-CLEC’s activities and experiences from March 2001 through the end of the P-CLEC’s testing activities. Please refer to the Interim Report for information on the P-CLEC’s experiences prior to March 2001.

2.0
Method

This section summarizes Qwest's published CLEC-impacting system functionality and processes.  The P-CLEC used the published materials as its guidelines when conducting the test execution and analysis.
2.1
Business Process Description

Qwest has an EDI implementation process in place that assists CLECs with developing EDI interfaces. The Qwest IMA EDI Implementation Guidelines describe the implementation and release migration processes.

Qwest provides CLECs with several billing interface options and processes for establishing interfaces. The CRIS 811 Wholesale Invoice section describes processes that a CLEC is required to follow when establishing an interface with Qwest for receiving wholesale billing information. 
Qwest also provides CLECs with several options for submitting M&R trouble tickets. The Maintenance & Repair section reviews the maintenance and repair services that Qwest provides as part of the wholesale relationship. CLECs require expedient and reliable maintenance and/or repair services for their end users—equal to that of Qwest’s retail customers.

2.1.1 EDI Implementation and Release Migration

Electronic Data Interchange (EDI) is a computer-to-computer exchange of business documents in a published, predefined electronic format. Qwest's IMA EDI interface allows CLECs to submit pre-order queries and LSRs electronically, directly from its purchase order environment to the Qwest IMA EDI interface. Qwest responds to these queries in an electronic format, and these responses can be posted directly to the CLEC’s computer systems. 

The sub-sections that follow detail the process for recertification, which occurs whenever Qwest issues a new IMA EDI release (for example, an upgrade from release 5.0 to 6.0). Since Qwest supports multiple EDI releases, CLECs do not need to migrate to new releases immediately.  

2.1.1.1 Recertification Requirements

According to Qwest’s IMA EDI Implementation Guidelines, successful implementation of an EDI interface necessitates a CLEC’s full understanding of all interface requirements. The recertification process differs from the original certification process, and demonstrates a CLEC’s ability to generate correct transactions when migrating to a new release. For each release, Qwest determines those Pre-Order/Post-Order functions or Product Order Activity transactions (e.g., CFAQ, Resale POTS, Unbundled Loop, etc.) that require recertification. The determination is based on the following factors:

· EDI Mapping changes; and,

· Changes to Qwest business rules.

Qwest's IMA Release Certification/Recertification notices provide current IMA EDI production users with available options (i.e., new product certification, or recertification of existing products) for migration to the next IMA EDI release. If there are no changes to the Pre-Order/Post-Order function or Product Order Activity transaction for the release, recertification of that transaction may be tested, but is not required. But, before a CLEC can use transactions that do not require recertification in a production environment, the CLEC must first verify the transport configuration parameters. 

Recertification requires the CLEC to perform one or more tests in the interoperability test environment or the Stand-Alone Test Environment (SATE). The number of tests is based on the complexity of the release changes. Applicable recertification test transactions are those that a CLEC uses in production and is migrating to the new release When migrating to a new release, it is essential that the CLEC assume responsibility for configuring its translator and its transport parameters for all transactions. The Qwest EDI team coordinates test activities with the CLEC and verifies the CLEC is ready to move into production on the new release.

2.1.2 CRIS 811 Wholesale Invoice

Qwest provides CRIS Billing for Resale products, specific Unbundled products, and Number Portability according to industry standard. The bills contain the monthly recurring charges (MRCs), non-recurring charges (NRCs), toll, pay per use, and usage details for a CLEC’s telecommunication services. Qwest delivers one paper bill and, optionally, one electronic file for each product group by BAN and bill cycle date. A CLEC can select only one electronic output format for the CRIS Summary Bill.

2.1.2.1 CRIS 811 Wholesale Invoice

Wholesale summary bills provide a CLEC with one bill and one payment document for multiple accounts (sub-accounts) within the same state. Qwest delivers summary bills to CLECs each month based upon Billing Account Numbers (BANs). Qwest assigns BANs by product category. For example, a CLEC conducting business in the state of Colorado has a different BAN for each of the following product categories:

· Resale Products; 

· Unbundled Loop Products;

· UNE P/C Products;

· Shared Loop/Line Sharing Products; and, 

· Unbundled Switch Products. 

Additionally, in some states, Qwest assigns BANs by Class of Service within product category. For example, a CLEC conducting business in the state of Washington would have a different BAN for each of the following product categories:

· Resale Products - Business

· Resale Products - Residential

Qwest allows CLECs to receive wholesale bills via EDI. For CLECs to receive and process EDI billing transmissions, it must use the 811 Transaction Set. The 811 Transaction set requires that the CLEC have an EDI “translator” to convert the EDI data into a format that the CLEC’s billing systems can process. CRIS 811 files can be obtained via NDM (direct or dial up), File Transfer Protocol (FTP), Value Added Network (VAN), or web access. 

2.1.2.2 CRIS Summary Bills – Documentation

Qwest publishes information pertaining to CRIS Billing on its wholesale website.
 The website covers:

· Product to Billing System Matrix;

· Overview of CRIS Billing;

· Summary Billing;

· Bill Media;

· Billing Disputes;

· Adjustments;

· Bill Re-send Process; and,

· Frequently Asked Questions.

Qwest also makes available to CLECs a web-based training application, “Introduction to Service Requests and Billing for CLECs,” that contains information on CRIS Wholesale Billing. CLECs can access this training application through Qwest’s wholesale training course catalog.

2.1.2.3 CRIS EDI (811) Transaction Documentation

When a CLEC orders EDI billing service from Qwest, Qwest directs the CLEC to the BillMate Billing Electronic Data Interchange (EDI) Customer Guide located on Qwest’s wholesale website.
 The guide conforms to the ANSI/ASC X12 standard for implementation guidelines and Telecommunication Industry Forum (TCIF) 811 Guidelines, authored by the Telephone Bill Work Group (TBWG).
 The guide has two important appendices: the Consolidated Service Invoice/Statement – 811 TS document; and the Functional Acknowledgement – 997 TS document. The appendices provide a great deal of information about the relationship of the Qwest paper bill to the various 811 segments. The BillMate Billing EDI Customer Guide also provides an overview of the 811 transaction set implementation process and the exchange of EDI data with Qwest. 

2.1.3 Maintenance & Repair (M&R)

Qwest provides CLECs with multiple options for mediating M&R activities for CLEC end customers. CLECs can develop an Electronic Bonding for Trouble Administration (EBTA) interface to connect directly to Qwest’s Mediated Access Electronic Bonding for Trouble Administration (MEDIACC-EBTA) interface. CLECs can also use Qwest’s GUI-based Customer Electronic Maintenance and Repair (CEMR) application. Or, CLECs can process M&R transactions manually by calling Qwest’s repair centers.

2.1.3.1 Electronic Bonding for Trouble Administration (EBTA)

As part of its wholesale M&R offerings, Qwest provides CLECs with access to the MEDIACC-EBTA interface. MEDIACC-EBTA is an electronic gateway to the Qwest back-end systems – Work Force Administration/Control (WFA/C) and Loop Maintenance Operating System (LMOS) – used during trouble report processing. Once it has completed the EBTA implementation process with Qwest, a CLEC can access the MEDIACC-EBTA gateway through an X.25 packet switched network. Qwest requires that CLECs establish connectivity to a Qwest Data Center via a dedicated circuit for MEDIACC-EBTA. .

2.1.3.2 Customer Electronic Maintenance & Repair (CEMR)

The CEMR application is an online system that connects CLECs to Qwest internal support systems. CLECs can use CEMR to submit and maintain trouble reports on design and non-design circuits. CEMR is intended to reduce time-consuming calls to Repair Centers by allowing the CLEC to report its troubles directly and electronically into Qwest’s systems. 

2.1.3.2.1 CEMR Connectivity

CEMR is a web-based GUI application, and is accessible to CLECs via an Internet browser. Unlike MEDIACC-EBTA, CEMR does not require CLECs to undertake any special hardware or software development to use the interface. However, CLECs are required to obtain a Qwest Digital Certificate to access the CEMR application. The following items deal specifically with CEMR connectivity.

· Internet Access

CLECs follow specific steps to establish Internet access to the CEMR application. Qwest supports CEMR through the Netscape Internet browser only, and requires that the CLEC use a specific version of the Netscape product. CLECs must install Netscape Navigator, version 4.51, on any workstations used to access CEMR. The CEMR User Guide provides setup and configuration requirements for obtaining access to the CEMR application. Once the Netscape browser is installed, CLECs must adjust various settings within the browser as described in the CEMR User Guide.

· Digital Certificates

The CEMR application is protected by security protocols to ensure CLEC data confidentiality. Therefore, in addition to installing and configuring the Netscape browser, CLECs must also obtain and install Digital Certificates on any workstation the CLEC intends to use for accessing CEMR. Digital Certificates validate user identities over the Internet and enable the Qwest server to establish a secure connection to the CLEC’s browser. Additionally, the certificate permits Qwest to associate the CLEC’s browser to the appropriate records in the Qwest user database, thus identifying the CLEC to the application. 
To obtain Digital Certificates, a CLEC must provide Qwest with the names and contact information for each user requiring access to CEMR. CLECs must obtain a separate Digital Certificate from Qwest for each user accessing CEMR. Qwest then provides the CLEC with a list of the assigned Digital Certificates identifying the certificate numbers and PIN codes associated to each user. Once the CLEC has the information for its Digital Certificates, it must download, install, and configure the certificates. The CEMR User Guide provides information on the Digital Certificate download and setup process.
 Once a CLEC has set up its Digital Certificates, it can begin to use CEMR to submit trouble reports and obtain trouble status information. 
2.1.3.2.2 CEMR Documentation

Qwest makes several reference documents available to assist CLECs with using CEMR for M&R activities. The following sub-sections identify and describe Qwest’s publicly available CEMR documentation. 
· CEMR User Guide

The CEMR User Guide is the primary document that Qwest publishes to support the CEMR application. The guide contains information pertaining to CEMR access and the functional operation of the CEMR application. The guide is separated into multiple chapters, each detailing a distinct piece CEMR’s overall functionality. Qwest publishes the CEMR User Guide on its wholesale website.
 Additionally, CLECs can access the guide from the CEMR application by selecting the Help icon located on the CEMR toolbar.

· RCE User Guide

The Repair Call Expert (RCE) User Guide is available from the Qwest wholesale website, and supplements the CEMR User Guide. The RCE User Guide provides step-by-step instructions on access and use of the RCE functions within CEMR. RCE is used for non-design trouble reports only. The guide’s objective is to familiarize CLECs with general scripting questions and to provide an overall introduction to the screens presented in RCE. The guide, defines various terms and acronyms applicable to RCE and, more generally, to M&R activities.

· CEMR and RCE Release Notes

The CEMR and RCE Release Notes identify changes and enhancements made in each release implementation. Qwest publishes a separate Release Notes document for each release of CEMR and RCE. Release Notes are organized by date, and are posted on the Qwest wholesale website.
 Additionally, Qwest sends Wholesale Customer Notifications to the CLEC community when it implements new releases of CEMR and RCE. In these notifications, Qwest regularly refers to the availability of the Release Notes on its website.

2.1.3.2.3 CEMR Transaction Processing

CLECs can submit both non-design and design service trouble reports through the CEMR application. Once a CLEC submits a trouble report, CEMR allows the CLEC to perform various activities to track, change, or cancel the ticket. Should the CLEC encounter error messages while using CEMR, Qwest provides a table identifying the error messages and their meanings in the CEMR User Guide.
 The following sub-sections describe the CEMR application’s functionalities.

· Non-Design Services

CLECs identify the line with trouble by telephone number when entering non-design service trouble reports into CEMR. Within the non-design services functionality, a CLEC can create a trouble report, submit a Mechanized Loop Test (MLT), view a Circuit History that provides details of the trouble tickets submitted for a particular account, or view a Line Record Detail that shows a quick version of the trouble ticket history. CLECs can also maintain its trouble reports and view the Transaction History of reports opened on any circuit for which the CLEC has responsibility. 

Within CEMR’s non-design service functionality, RCE assists with diagnosing troubles. RCE is a scripting-type application that advances users through a series of questions to assist in diagnosing problems with a customer’s telephone service. Each answer the user provides assists the system in pinpointing the reported line trouble. Using the information provided by the CLEC user, RCE performs automatic validation steps and interacts with Qwest’s records and repair system to isolate the location of the reported trouble. RCE also provides access to LMOS, a Qwest back-end system. Within RCE, users can perform MLTs to identify troubles on a line. 

· Design Services

A Design Service is any product or service that does not have a telephone number assigned to the account. DSL, T1, Centrex, and PBX accounts, among others, are considered Design Services within CEMR. Unlike non-design services, the design service functionality within CEMR does not contain detailed questioning to pinpoint the source of reported troubles. 

Within CEMR’s Design Services menu, CLECs can report troubles on those design service circuits for which they have ownership. Designed circuits are typically assigned an alphanumeric Circuit ID that is dissimilar to a working telephone number. A CLEC typically enters design service circuit troubles in one of four formats: Serial Number Circuit ID, Carrier Telephone Number Circuit ID, Carrier Circuit ID, or Message Trunk Circuit ID. Once a CLEC creates a trouble report, it can use the CEMR application to check the status of its transaction and view the report’s current state of activity: open, closed, deferred, or completed. Additionally, CLECs can perform a number of activities on their open trouble reports within CEMR, including:

· Maintain trouble reports;

· Edit trouble reports;

· Cancel trouble reports;

· Authorize or deny closure of trouble reports;

· View the commitment time for repair of a circuit;

· View events that have occurred on an open trouble report; and,

· View the ticket history of the trouble reports or circuits.             

In the CEMR User Guide, Qwest provides to CLECs detailed information for navigating through the design services functionality of CEMR. 

· Pre-Validation Services 
Pre-validation services enable CLECs to review account information without logging into IMA. Within the CEMR application, pre-validation services are available for both non-design and design services. CLECs do not have to perform pre-validations to submit CEMR trouble reports.

There are three different services available for pre-validation: 

· Search and Verify Carrier Facility Assignment (CFA); 

· View Design Layout Records (DLR); and, 

· Validate Service Address. 

CLECs access pre-validation services from the home page of the CEMR application. Once in the Pre-Validation Main Menu, CLECs can access the three services directly. 

The Search and Verify CFA service allows CLECs to view their “owned” or “leased” channels, and the data that exists within the CFA for those channels. CLECs can view their CFAs at several different levels by entering the Optical Carrier (OCn) Facility. This allows users to view the data for a Synchronous Optical Network (SONET) and each of its associated T3 circuits. The other levels at which CLECs are able to view data are the T3 facility and its 28 associated T1s, the T1 and its 24 associated circuits, and the individual channels on a T1. 

CLECs can view a DLR in CEMR only if the CLEC requested the DLR when it submitted its LSR for the circuit. CLECs can only view DLRs for circuits that they own or lease. CLECs can select DLRs by Serial Number, Telephone Number, Facility, or Message Trunk format. If a CLEC wants a copy of the DLR for its records, it can save the DLR as an HTML file, or print the file while in the Netscape browser.

Service Address Validation is the last pre-validation service available in the CEMR application. Once a CLEC is in the Service Address Validation screen, it must fill out required fields to receive a response from the Qwest. CLECs conduct Service Address Validations to obtain Numbering Plan Area (NPA) and Local Service Office (LSO) information for a particular address. When the CLEC submits the information, the Qwest system returns a response based on the validity of the address information submitted.

2.1.3.2.4 CEMR Help Desk

Qwest provides a CEMR Help Desk to assist CLECs with issues they encounter in the CEMR application. The CEMR Help Desk is a part of the Information Technologies Wholesale Systems Help Desk (IT-WSHD), and can be reached at the same contact numbers as those of the IT-WSHD. Additionally, CLECs can access the Help Desk telephone numbers by selecting the Product Support icon on the CEMR tool bar. 

2.1.3.3 Manual Trouble Report Processing

Qwest provides CLECs with the option of submitting trouble reports via telephone. The “Submitting Trouble Reports” section of the wholesale website describes the process for submitting trouble reports by phone, and outlines how Qwest handles these manually submitted tickets.
 Qwest has two centers that process manually submitted trouble reports:

· The Account Maintenance Support Center (AMSC), in which Design UNE and Complex Wholesale Product and Service repair tickets are received and processed; and, 

· The Repair Call Handling Center (RCHC), in which Non-Design POTS and Non-Complex Wholesale Product and Service repair tickets are processed. 

When calling the AMSC, an automated response system directs CLECs to identify whether the trouble is with a non-design or design service. Based on the option the CLEC selects, the call routes to the appropriate Qwest personnel to handle the trouble ticket. 

When calling the RCHC, an automated response system prompts the CLEC to enter the telephone number of the line experiencing the trouble. Once the CLEC enters the number, the call is transferred to a Qwest employee assigned to the specific area in which the telephone number is located. 

When processing manually submitted trouble reports, Qwest obtains the CLEC’s identity and telephone number, and verifies the CLEC’s ownership of the line for which the trouble is being reported. Additionally, Qwest representatives ask a series of questions to assist in pinpointing the source of the reported trouble. Once Qwest has obtained the necessary information to isolate the trouble, it provides the CLEC with a trouble ticket number and an appointment time for the completion of repairs. 

2.2 
Scenarios

Scenarios were not applicable to this test.

2.3
Test Targets & Measures

The test target was the development and implementation of interfaces to communicate and interact with Qwest’s OSS. HP, in its role as the P-CLEC, evaluated Qwest’s OSS interface development processes against the measure of whether those processes provide a CLEC with the ability to operate and compete in the Qwest service territory.

2.4 Evaluation Methods

The P-CLEC performed certification and migration activities for IMA EDI releases 6.0, 7.0 & 8.0. From March 2001 to April 2002. HP, in its role as the P-CLEC, submitted various ordering (pre-order, order, and post-order) and M&R transactions to compile a data set of transaction responses from Qwest. Additionally, the P-CLEC received CRIS 811 Wholesale Invoices for end user products and services.

To assist with its testing activities, the P-CLEC used documentation publicly available on Qwest’s wholesale website,
 or resources provided to the P-CLEC by its Qwest Account Team. The P-CLEC did not receive or use any materials in its testing activities that Qwest does not make available to all CLECs.

2.5
Analysis Methods

For each IMA Release, the P-CLEC developed and maintained, per Qwest’s EDI Certification process a Certification Testing Log and Summary Worksheet showing the scenario number, a description, and an ongoing “conversation” between the P-CLEC and Qwest regarding Certification Testing issues. During the EDI certification and release migration activities, the P-CLEC recorded and tracked each transaction submitted through Qwest’s EDI gateway, and logged subsequent responses, including functional acknowledgements, FOCs, errors and rejects, jeopardy notices, and SOCs. The P-CLEC compared each response it received to its expectations. The P-CLEC based its expectations on its understanding of Qwest IMA EDI Disclosure documentation, recertification requirements, published process flows, and business rules. 

Whenever the P-CLEC received an unexpected response from Qwest for an EDI certification transaction, it reviewed the transaction details to ascertain whether the error was the result of inaccurate test bed data, transaction entry error, or a Qwest system or processing issue. If the source of the error was test bed data, HP worked with the Qwest Test Bed Coordinator to correct the test bed data so the transaction could be resubmitted. For transaction entry errors, HP reviewed the transactions, corrected any fields that contained incorrect information or formatting, and resubmitted the test transactions. If the error was determined to have been caused by a Qwest system or processing issue, HP presented the issue in the EDI question and documentation logs. Where Qwest processes failed to resolve an issue, HP identified the issue in a formal Observation or Exception report.

During 2001 and 2002, the P-CLEC received CRIS 811 Wholesale Invoices via EDI. The P-CLEC compared the Qwest-generated data with the published EDI mapping specifications to determine if any inconsistencies existed that could cause EDI translation failures.

For the M&R component, HP used the experiences gathered from the P-CLEC’s submission of MTP Test 16 and 18 test transactions to determine if essential elements of Qwest's M&R processes were present, and whether Qwest followed its published processes. 

3.0
Results Summary

This section provides a summary evaluation of the P-CLEC’s experiences in executing the methods and processes described above.
3.1
Results & Analysis

The following subsections provide a summary of the P-CLEC’s experiences during its interface development and connection to Qwest’s OSS. Each subsection includes a description of any issues the P-CLEC encountered during its interface development efforts. Summaries of HP Observations and Exceptions noted in the following sections are located in Appendix HP-A.

3.1.1 EDI Implementation and Release Migration

The P-CLEC used Qwest’s IMA EDI Implementation Guidelines and Qwest's IMA Release Certification/Recertification notices to conduct its recertification activities for each IMA EDI Release. Qwest and the P-CLEC conducted weekly EDI team meetings during the recertification process. During this process, the P-CLEC exchanged the following materials with Qwest:

· Project plans;

· Scenario summaries;

· Scenario templates;

· Question logs;

· Documentation logs; and,

· Testing result summaries. 

The P-CLEC migration to IMA EDI Release 6.0 in February 2001 was documented in the Interim Report. The P-CLEC conducted migration activities for IMA EDI Release 7.0 from September 4, 2001 to October 8, 2001. 

The Volume P-CLEC conducted certification activities for IMA EDI Release 7.0 from March 20, 2001 to May 4, 2001, and conducted migration activities for IMA EDI Release 8.0 from August 21, 2001 to September 17, 2001.

The following table depicts the Pre-Order, Order and Post-Order functionality that was certified by the P-CLECs for each IMA EDI Release:

Table 12B-1.1: P-CLEC IMA EDI Certified Functionality

Product Type
6.0
7.0
8.0

Pre-Order




Address Validation
X
X
X

Appointment Availability 
X
X


Appointment Selection 
X
X


Cancellation 
X
X


Connecting Facility Assignment 
X
X
X

Customer Service Record 
X
X
X

Design Layout Record 
X
X


Facility Availability 
X
X
X

Meet Point 
X
X


Raw Loop Data 
X
X
X

Service Availability 
X
X
X

Telephone Number Availability 
X
X


Telephone Number Selection 
X
X


Order




Centrex 21 
X
X


Centrex Plus 
X
X


DID In Only Trunks 
X
X


ISDN-PRI Resale Facility 
X
X


ISDN-PRI Resale Trunk 
X
X


Listing Only 
X
X


Local Number Portability 
X
X


PBX 
X
X


Resale POTS 
X
X
X

Private Line 
X
X


Shared Loop 
X
X


Unbundled Distribution Loop 
X
X


Unbundled Loop 
X
X
X

Unbundled Loop w/Number Portability 
X
X
X

UNE-C Private Line 
X
X


UNE-P POTS 
X
X
X

Post-Order




Completion
X
X


Jeopardy (includes Non-Fatal, Fatal)
X
X
X

LSR Status Query / Response
X
X


Order FOC and Supplemental
X
X
X

Status Change Inquiry- Auto Push
X
X


3.1.2 CRIS 811 Wholesale Invoice

The P-CLEC implemented EDI and NDM connectivity to receive CRIS Wholesale invoices. Generating and transmitting data that does not comply with the published EDI mapping specifications will cause EDI translation failures on the CLEC side. These failures prevent CLECs from processing consolidated wholesale billing invoices. Thus, the CLEC cannot deliver the invoice data to its downstream systems in a timely manner. In 2001, the P-CLEC received 59 CRIS files. From January 1, 2002 through April 1, 2002, the P-CLEC received 21 CRIS files.

On four separate occasions, the P-CLEC identified inconsistencies between the EDI mapping specifications for the EDI 811 and the actual EDI 811 data it received from Qwest. HP identified these issues in Observations 2011 and 2028; two instances are documented in Exception 2090.

Following the fourth occurrence, Qwest implemented the following steps to prevent this situation from occurring in the future:

· Responsibility for notification of CLEC-impacting changes has been moved to Qwest IT.

· The Qwest IT Estimating Tool used by system architects to define system impacts has been enhanced to include updates or changes to the electronic bill as a work activity. This means that if Qwest makes any updates to the electronic bill, this tool will identify if any updates to the Qwest 811 TS document are needed.

· All Notifications will be published under the agreed upon CMP process guidelines. 

3.1.3 Maintenance & Repair

The sections that follow describe the P-CLEC’s experiences with Qwest’s M&R offerings defined in section 2.1.3, above.

3.1.3.1 Electronic Bonding for Trouble Administration (EBTA)

In the Interim Report, HP notes that the P-CLEC followed Qwest’s EBTA implementation process only through finalization of the Joint Implementation Agreement (JIA). Due to the test design, the P-CLEC did not establish a physical MEDIACC-EBTA interface with Qwest. HP provided an evaluation of the P-CLEC’s experience negotiating and developing the JIA in the Interim Report and the Review of Qwest Documentation and Assistance to Establish an EBTA Interface.
 

HP takes this opportunity to provide a follow-up evaluation of Qwest’s EBTA Implementation Process. In summary, the P-CLEC raised various questions in the M&R Question Log pertaining to Qwest documentation, general process issues, and the JIA itself during the course of its negotiations with Qwest. These questions often required the input of Qwest SMEs to provide sufficient information for the P-CLEC to continue in the JIA negotiations. In general, the P-CLEC was able to obtain the necessary information from Qwest SMEs. However, on several occasions the P-CLEC was unable to obtain timely responses from Qwest SMEs for questions recorded on the M&R Question Log.

Following its release of the Interim Report and the Review of Qwest Documentation and Assistance to Establish an EBTA Interface, HP documented the P-CLEC’s experiences with untimely responses in Observation 2031.

3.1.3.2 Customer Electronic Maintenance & Repair (CEMR) 

Section 2.1.3.2 defined and summarized the functionality of the CEMR application. The following sections summarize the P-CLEC’s experience using the CEMR components, including connectivity, supporting documentation, and functionality.

3.1.3.2.1CEMR Connectivity

In general, the P-CLEC found Qwest’s process for establishing connectivity to CEMR to be easily followed. Additionally, when the P-CLEC had questions regarding setup, Qwest’s E-Commerce Help Desk was able to walk the P-CLEC through the connection process. 

The P-CLEC did, however, experience problems maintaining its connectivity to the CEMR interface once it was established. HP documented the P-CLEC’s findings in Exception 2020.

· Internet Access

The P-CLEC was successfully able to download, install, and configure the appropriate version of Netscape Communicator. The P-CLEC downloaded Netscape Navigator, version 4.51, from the Netscape website’s product archive,
 installed, and configured the browser to meet Qwest’s requirements without any significant issues.

· Digital Certificates

The P-CLEC obtained Digital Certificates for the CEMR application through its Qwest Account Manager. The P-CLEC’s Account Manager informed the P-CLEC of the web page that contained instructions for downloading Digital Certificates.

The P-CLEC successfully set up each of its assigned Digital Certificates. When assistance was required, such as resetting PIN codes, the P-CLEC contacted the Qwest Help Desk. The P-CLEC did not experience any problems following the instructions and downloading its initial CEMR Digital Certificates. 
3.1.3.2.2 CEMR Documentation

This section provides an evaluation of the supporting documentation the P-CLEC used in its CEMR testing activities.

· CEMR User Guide

The P-CLEC found the CEMR User Guide to be well organized and beneficial for using and understanding the CEMR application. The P-CLEC encountered no issues with the guide, including the CEMR High Level Overview and RCE for CEMR High Level Overview that were previously published as separate documents.

During the course of the P-CLEC’s use of CEMR, Qwest made multiple enhancements to the CEMR application. In many cases, these system enhancements required Qwest to publish updates to the CEMR User Guide. The P-CLEC found, in most circumstances, that Qwest provided timely notifications to the CLEC community when it published such documentation updates. However, HP issued Observation 2055 to document an instance in which Qwest distributed notification to the CLEC community of updates to the CEMR User Guide, but had not made the updates to the guide itself.

· RCE User Guide

The P-CLEC found the RCE User Guide to be informative, but in need of improvement. While using RCE, the P-CLEC identified several paths within the application that were not defined in the RCE User Guide. The lack of examples in the guide made it difficult for the P-CLEC to understand the full representation of RCE functionality, and the guide did not provide sufficient information as to which path the P-CLEC should select for certain activities. Additionally, it provided only brief descriptions of the screens within the RCE application.
HP issued Observation 2039 to document Qwest’s initial failure to provide complete information regarding RCE functionality in the RCE User Guide.

On November 8, 2001, Qwest issued a Wholesale Customer Notification, stating,

The CEMR User's Guide and the RCE User's Guide have been combined in Chapter 10 (Non-Design Services) of the CEMR User's Guide. This information was combined because the CEMR non-design functionality flows into the RCE functionality. It's a comprehensive flow from one functionality to the other.
 

The P-CLEC found the combined guide provided a much-needed comprehensive picture of how non-design functionality flows into RCE. It explains the procedures and provides screen examples for CLECs to follow while inputting trouble reports. 

· CEMR and RCE Release Notes

Since Qwest publishes the CEMR and RCE Release Notes to its wholesale website and notifies the CLEC community, the P-CLEC was able to keep track of CEMR and RCE modifications, and adjust its processes accordingly. However, there were instances in which the P-CLEC found that Qwest failed to make documentation updates it stated would be made by a specific date. HP documented these instances in Observations 2037, 2038, and Exception 2025. 
3.1.3.2.3 CEMR Transaction Processing

This section provides an evaluation of the P-CLEC’s experiences processing M&R transactions via CEMR.

· Non-Design Services

During the course of its testing activities, the P-CLEC performed each of the functions for non-design trouble reports. While carrying out these activities, the P-CLEC encountered various problems with the CEMR application. The specific issues encountered by the P-CLEC are summarized below.

1.
Due to the nature of the test, the P-CLEC performed certain tasks that did not replicate the actions of a real CLEC. Test bed accounts did not correlate to real service locations; consequently, the test required the P-CLEC to perform various out-of-process activities for trouble reports to circumvent the utilization of Qwest resources serving other wholesale and retail customers. The test plan necessitated developing three work-arounds to prevent unnecessary dispatches on non-design trouble reports. The Test Administrator determined which work-around would be employed for each trouble report that the P-CLEC submitted.

2.
The P-CLEC encountered several deficiencies while creating non-design trouble reports within CEMR. The errors experienced by the P-CLEC forced it to resubmit numerous trouble reports, requiring the expenditure of additional time and resources to complete its activities. HP documented these issues in Observations 2036 and 2037.

3.
The P-CLEC experienced various problems during its attempts to maintain trouble reports that it had created. These problems included the need to complete screens of which the P-CLEC was unaware, the inability to perform testing on accounts for which it had opened trouble reports, and the inability to enter data into CEMR to update and revise open trouble reports. HP documented the P-CLEC’s experiences maintaining trouble reports in Observation 2039.

4.
The P-CLEC canceled trouble reports that it had created via the CEMR application. During its attempts to cancel these trouble reports, the P-CLEC encountered some problems within CEMR. HP documented these experiences in Observation 2038, Exceptions 2023, and 2061.

5.
The P-CLEC regularly tracked the status of the trouble reports that it created. Over the course of the test, the P-CLEC experienced several problems when checking the status of its trouble reports. HP documented these issues in Exception 2025.

6.
Throughout its use of CEMR’s non-design service functionality, the P-CLEC used the RCE application. The P-CLEC found that the RCE tool functioned relatively well, although the supporting documentation within the RCE User Guide lacked screen examples that would have assisted in navigation within RCE. These issues are discussed in “Section 3.1.3.2.2: CEMR Documentation.” 

7.
In addition the RCE documentation issues, HP published Exception 2062 to report an unexpected outage in RCE.

· Design Services

During the course of its testing activities, the P-CLEC performed each of the functions for design service trouble reports. While carrying out these activities, the P-CLEC encountered various problems with the CEMR application. The specific issues encountered by the P-CLEC are summarized below.

1.
Due to the nature of the test, the P-CLEC performed certain tasks that did not replicate the actions of a real CLEC. Test bed accounts did not correlate to real service locations; consequently, the test required the P-CLEC to perform various out-of-process activities for trouble reports to circumvent the utilization of Qwest resources serving other wholesale and retail customers. The test plan necessitated developing two work-arounds to prevent unnecessary dispatches on design trouble reports. The Test Administrator determined which work-around would be employed for each trouble report that the P-CLEC submitted.

2.
The P-CLEC created, maintained, and canceled design service trouble reports, and tracked its open reports. HP documented the errors the P-CLEC encountered in the following Incident Reports:

Observations 2034, 2036, 2038, and 2066.

Exception 2025.

· Pre-Validation Services

During its use of the CEMR application, the P-CLEC executed multiple pre-validations. The P-CLEC found the overall functionality within each pre-validation process met its expectations. 

3.1.3.2.4 CEMR Help Desk

During its use of the CEMR application, the P-CLEC contacted the CEMR Help Desk on several occasions. In general, the Help Desk was able to assist the P-CLEC. However, the P-CLEC identified a deficiency for the length of time it took the CEMR Help Desk to respond to a reported problem.
 

3.1.3.3 Manual Trouble Report Processing

The P-CLEC’s experience submitting trouble reports to the AMSC and RCHC call centers was favorable. Qwest employees at both centers were thorough in asking the necessary questions to isolate the sources of reported troubles. The P-CLEC also received follow-up calls when Qwest required additional information to complete repairs. When the P-CLEC sought status of a trouble report created in the CEMR application, the P-CLEC was able to obtain information from Qwest personnel. 

� http://www.qwest.com/wholesale/clecs/cris.html


� http://www.qwest.com/wholesale/training/coursecatalog.html


� http://www.qwest.com/pcat/large_business/product/1,1354,540_4_8-6,00.html


� TCIF documentation can be accessed on the Internet at: http://www.atis.org/atis/tcif/edi/tbwg/5tc54hom.htm


� See CEMR User Guide, v.1.03.04, last updated December 13, 2001, “Chapter 2: Software Setup.” Available at � HYPERLINK "http://www.qwest.com/wholesale/training/cemrguide.html" ��http://www.qwest.com/wholesale/training/cemrguide.html�


� See CEMR User Guide, v.1.03.04, last updated December 13, 2001, “Chapter 2: Software Setup.” Available at � HYPERLINK "http://www.qwest.com/wholesale/training/cemrguide.html" ��http://www.qwest.com/wholesale/training/cemrguide.html�


� � HYPERLINK "http://www.qwest.com/wholesale/training/cemrguide.html" ��http://www.qwest.com/wholesale/training/cemrguide.html� (no revision date provided on page)


� During the course of the test, two other documents, the CEMR High Level Overview and the RCE for CEMR High Level Overview, were incorporated into the CEMR User Guide. Qwest no longer publishes these documents separately.


� � HYPERLINK "http://www.qwest.com/wholesale/systems/cemrandrce.html" ��http://www.qwest.com/wholesale/systems/cemrandrce.html� (last accessed on December 5, 2001)


� See CEMR User Guide, version 1.03.04, Appendix C: Design and Non-Design System Messages. Available at � HYPERLINK http://www.qwest.com/wholesale/training/cemrguide.html ��http://www.qwest.com/wholesale/training/cemrguide.html�. 


� � HYPERLINK "http://www.qwest.com/wholesale/clecs/maintenance.html" ��http://www.qwest.com/wholesale/clecs/maintenance.html� (last updated January 25, 2002).


� � HYPERLINK "http://www.qwest.com/wholesale" ��http://www.qwest.com/wholesale�.


� See Interim Report of the Activities of the P-CLEC, v.2.0, dated March 30, 2001, pp. 103-104. See also Review of Qwest Documentation and Assistance to Establish an EB-TA Interface, v.2.0, dated April 18, 2001.


� Prior to the start of the formal CEMR functionality testing, the P-CLEC executed scouting transactions to pre-validate the functionality of CEMR. During this scouting period, the P-CLEC was responsible for generating any Observations and Exceptions. Once the scouting exercise was complete, and the test officially started, the Test Administrator took responsibility for generating Observations and Exceptions. When the P-CLEC encountered an issue, it would provide all relevant background information to the Test Administrator, and the Test Administrator would then issue the Observation or Exception as appropriate.


� � HYPERLINK "http://home.netscape.com/download/archive/client_archive45x.html" ��http://home.netscape.com/download/archive/client_archive45x.html� 


� � HYPERLINK http://ecom.qwest.com ��http://ecom.qwest.com� (no revision date provided on page)


� Qwest Wholesale Customer Notification, “Updated CEMR/RCE User’s Guide 11-08-01,” received via e-mail on November 8, 2001.


� Because this issue occurred following the completion of the P-CLEC’s scouting activities, HP provided information pertaining to the P-CLEC’s experience to the Test Administrator.
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