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1.0
Description

The P-CLEC Account Management Evaluation addressed all aspects of the Qwest-CLEC account relationship that arose during the P-CLEC’s execution of its planned testing activities. The specific purpose behind the testing and evaluation was to ensure that the Qwest account assistance process provided to its wholesale customers allows CLECs to compete within the Qwest service territory. 

HP provided an initial evaluation of Qwest’s Account Management and CLEC establishment processes in the Interim Report of the Activities of the P-CLEC (Interim Report). The Interim Report covered the P-CLEC’s activities through March 2001. The P-CLEC Account Management 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

The Business Process Description is divided into the following sub-sections:

· Securing and Contacting a Qwest Account Team;

· Account Meetings with Qwest Subject Matter Experts (SMEs);

· Maintaining Account Relationship; and 

· Escalation and Customer Contact.

2.1.1
Securing and Contacting a Qwest Account Team

The Qwest Account Team is the CLEC’s first point of contact when establishing a business relationship with Qwest. Qwest’s wholesale website describes the Qwest Account Team roles and responsibilities.
 The Account team is made up of two segments to assist the CLEC: the Sales Team and the Service Team.

The Sales Executive and a Sales Director comprise Qwest Sales Team. The Sales Executive is the CLEC’s primary contact on the Sales Team. The Sales Director is a senior management-level representative who assists CLECs regarding issues particular to that CLEC. In general, the Sales Team assists the CLEC with the following aspects of the Qwest-CLEC relationship: 

· Answering telecommunications questions pertaining to the CLEC’s account; 

· Providing Qwest product and sales information; 

· Generating sales proposals to meet the CLEC’s needs; 

· Planning and developing network interconnection with Qwest; 

· Handling pricing inquiries for Qwest services; 

· Establishing Interconnection Agreements (IA) and amendments, and Product contracts and amendments; 

· Handling certain special requests regarding ordering; 

· Providing for order escalations and expedites; and, 

· Responding to complaints regarding any of the above topics.
 

The Qwest Service Team includes, in the order of escalation path, a Service Manager, a Senior Service Manager, a Service Director, an Executive Director, and a Vice President. The CLEC primarily interacts with the Service Manager. The Senior Service Manager and Executive Director assist with the resolution of issues when the CLEC’s Service Manager is unavailable or unable to provide sufficient support. The Vice President is available when the CLEC requires further escalation.

The Qwest Service Team assists CLECs in the following areas: 

· Handling order acceptance, delayed orders, or cancelled orders; 

· Answering questions about Interconnection Agreements (IA); 

· Handling escalations, delayed order escalations or expedites; 

· Providing information on major outages; 

· Handling maintenance and repair escalations; 

· Handling maintenance and repair post mortems (root cause analysis); 

· Providing project coordination; 

· Providing testing and performance reporting; and,

· Responding to complaints regarding any of the above topics.
 

Qwest assigns its Sales Executives and Service Managers to CLECs based on a number of factors, including: the size of the CLEC’s account, the types of products and services the CLEC intends to offer its end customers, the location of the CLEC, and the planned operating area in which the CLEC intends to do business.  In some instances, Qwest assigns a single representative to fill the roles of both the Sales Executive and Service Manager for the CLEC.

2.1.2
Account Meetings with Qwest Subject Matter Experts (SMEs)

As part of the account relationship, the Qwest Account Team provides product and service information so the CLEC can conduct business effectively. If the Account Team cannot provide requested information directly, the Service Manager or Sales Executive may arrange for CLEC representatives to communicate directly with Qwest SMEs to discuss specific product or service-related issues. The SME meetings are conducted on an individual case basis, dependent on the severity and specifics of the CLEC’s particular issue. 

2.1.3
Maintaining Account Relationship

After the account is established, the Account Team remains the CLEC’s primary contact for maintaining the account relationship. As described in section 2.1.1 above, the Qwest Account Team assists the CLEC in all areas of the wholesale relationship when the CLEC is unable to resolve issues independently. The Account Team also ensures that the quality of service provided to its CLEC customers is maintained.

Each CLEC can request its own, customized account maintenance based on its individual needs. Consequently, the CLEC may schedule regular meetings with its Account Team, in person or via telephone, or it may initiate contact only when an issue requires escalation to and beyond the Service Manager. Qwest does not define any specific requirements for the frequency or type of interaction between CLECs and their Qwest Account Team representatives.

 2.1.4
Escalation and Customer Contact

In addition to establishing and maintaining the CLEC account relationship, the Qwest Account Team also serves as Tier 3 escalation support for CLEC Help Desk tickets. When an issue or question requires escalation beyond the Interconnect Service Center (ISC) or Customer Service Inquiry and Education (CSIE) Center, a CLEC may contact its Qwest Service Manager. The Qwest Service Manager evaluates the issue and works with those Qwest departments responsible for the actual ordering and delivery of products. Through these contacts, the Qwest Service Manager attempts to resolve the issue in the manner most practical for both the CLEC and Qwest. 

Table 12C-1.1, below, summarizes the escalation contacts and levels.  

Table 12C-1.1: LSR Ordering Expedites and Escalations

Tier
Responsibility 
 Functions

0
Sierra Vista Call Center Agent
CLEC initiates call

1
Customer Service Inquiry and Education Center (CSIE)
Service Delivery Coordinator (SDC)
Warm Transfer or Call Center Database Ticket

2
Duty Pager
SDC provides on your request or if you ask to speak with a manager

3
Appropriate Service Manager
Referral takes place if the manager, responding to the duty pager, needs further assistance

2.2 
Scenarios

Scenarios were not applicable to this portion of the test.

2.3
Test Targets & Measures

The goal of the test, or test target, was to evaluate the practical application of Qwest’s Account Management processes. HP, in its role as the P-CLEC, measured Qwest’s Account and Service Management processes to determine how effectively those processes provide a CLEC with the ability to operate and compete in the Qwest service territory.

2.4 Evaluation Methods

HP obtained data for this test by:

· Collecting requests and responses for support from the Qwest Service Management team;

· Reviewing and applying Qwest published support processes;

· Evaluating commitments and responses communicated to the P-CLEC from the Service Management Team; and 

· Assessing the overall support provided by Qwest Service Management to facilitate the P-CLEC in the test activities. 

The sources of the evaluation included Qwest website documentation, telephone conversations, e-mail communication, conference calls, escalations, SME meetings, and meeting minutes.  

2.5 Analysis Methods

HP evaluated Qwest-generated information against P-CLEC expectations to determine whether Qwest support processes and mechanisms allowed the P-CLEC to effectively conduct business within Qwest service areas.  

3.0
Results Summary

This section summarizes the evaluation of the P-CLEC’s experiences with the methods and processes described above.
3.1 Results & Analysis

The Results and Analysis section is divided into the following sub-sections:

· Securing and Contacting a Qwest Account Team;

· Account Meetings with Qwest Subject Matter Experts (SMEs);

· Maintaining Account Relationship; and

· Escalations and Customer Contact.

Summaries of HP Observations and Exceptions referenced in the following sections are located in Appendix HP-A.

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

3.1.1
Securing and Contacting a Qwest Account Team

The Qwest Account Team assisted the P-CLEC with establishing a wholesale relationship. Throughout the test, the P-CLEC found the overall relationship with its Qwest Account Team to be positive.  In general, the Qwest Service Manager assisted the P-CLEC with obtaining the necessary information to complete its start-up process.

During the course of the test, Qwest transitioned the P-CLEC to a third Account Manager.  This Account Manager assumed responsibilities for both Account and Service Management based on process changes Qwest implemented.
   The P-CLEC experienced a smooth transition to its third Account Manager. 

The P-CLEC found deficiencies in Qwest information during the P-CLEC’s start up process.    These were documented in Exception 2001 and described in the Interim Report.   HP subsequently closed Exception 2001.

3.1.2
Account Meetings with Qwest Subject Matter Experts (SMEs)

In the Interim Report, HP documented the P-CLEC’s experience in setting up and conducting meetings with Qwest SMEs. The meetings covered in the Interim Report included the P-CLEC’s Account Manager Kick-off meeting and subsequent SME meetings. 

After the release of the Interim Report, the P-CLEC requested and conducted SME meetings with Qwest to resolve operational and business issues that arose during the P-CLEC’s activities. Meetings were coordinated to discuss Unbundled Dark Fiber, Local Number Portability (LNP), Hi-Cap Pre-qualification, Enhanced Extended Loop (EEL), NC/NCI Codes, Street Address Guide (SAG) data, Special Billing Number (SBN), Service Interval Guide, and Directory Listings. These meetings were arranged after the Qwest Account Team and the P-CLEC agreed that specific issues required expertise to facilitate product and process discussions. While many of the SME meetings resolved the P-CLEC’s issues, in some cases the Qwest experts failed to adequately address the concerns or operational issues. 

HP documented these issues in the following Incident Reports.

Observations: 2040, 2041, 2052, 2067, 2073, 2076, 2080, 2081, 2092.

Exceptions: 2012, 2028, 2048, 2059, 2064, 2069, 2070, 2072, 2078, 2084.

3.1.3 
Maintaining Account Relationship

Following account establishment and assignment of a Qwest Account Team, the P-CLEC worked regularly with the Service Management team to maintain a relationship that facilitated the P-CLEC’s ability to do business with Qwest.
 The P-CLEC used various communications channels to maintain the account relationship, including:

· E-mail;

· Telephone calls (including person-to-person and conference calls);

· Face-to Face meetings; 

· SME meetings (face-to-face or via conference call); 

· Pagers; and,

· Facsimile.

The P-CLEC maintained its relationship with the Qwest Account Team through weekly conference calls with its Qwest Service Manager. The P-CLEC began its weekly meetings in January 2001. The conference calls created a cooperative environment for the P-CLEC to raise questions regarding Qwest’s CLEC support processes, Qwest products and services, and other issues for which the P-CLEC was not able to obtain solutions elsewhere within Qwest. 

The P-CLEC and its Qwest Account Team developed and worked through an action item log of questions and issues that the P-CLEC encountered. The P-CLEC created the log to track issues, Qwest response times, and any Qwest activities associated with resolution of an issue. The P-CLEC maintained the log, and updated individual entries to reflect progress on open issues. The P-CLEC distributed the log to Qwest on a weekly basis. The log served as a “roadmap” for discussion, resolution, tracking, and documentation of the many issues and questions the P-CLEC presented to Qwest via the Account Team, and, as issues were resolved, the log documented the resolution of the issues. 

HP found that the weekly meetings with Qwest Service Management improved the flow of information between the P-CLEC and Qwest, expedited the resolution of many outstanding operational and process issues, and facilitated the P-CLEC’s business relationship with Qwest. 

HP found that Qwest’s published Account/Service Management guidelines, in conjunction with the approach Qwest takes to address the needs of CLECs, on a case-by-case basis for issues, special requests, escalations and other issues, was sufficient to meet the P-CLEC’s needs. HP also found the communication channels used in this test effectively provided the P-CLEC with the means to manage the account relationship and address the P-CLEC’s ongoing issues. Qwest’s processes for maintaining the account relationship sufficiently supported the P-CLEC’s efforts in obtaining information, resolving issues and escalations, and providing for the general accessibility of the Account Team to the P-CLEC. 

Responses to P-CLEC escalations were generally rapid. For most issues, the P-CLEC received responses to e-mails within one business day, and received callbacks for phone calls and voice mail messages within four hours. Additionally, when the P-CLEC found it necessary to contact its Service Manager via pager, the P-CLEC generally received callbacks within two hours. 

There were, however, a number of instances where internal delays strained the Account Management relationship. The Service Management team occasionally faced difficulty in obtaining answers to CLEC questions, implementing process improvements and posting documentation. Also, in some cases the Service Manager’s responses to the P-CLEC did not provide an answer or solution to the P-CLEC’s issue, giving Qwest the appearance that it did not have sufficient internal support mechanisms for the Service Management team. The P-CLEC also found it necessary to re-open a number of issues in the action item log due to the recurrence of problems related to product information, USOCs, Help Desk issues, and ordering processes. The Account Management action item log documents the P-CLEC’s experiences in working through issues with the Qwest Account Team over the course of the test. 

HP documented these issues in the following Incident Reports.

Observations: 2005, 2042, 2052, 2067, 2073, 2075, 2077, 2080.

Exceptions: 2007, 2053, 2064, 2071, 2072, 2090.

3.1.4 Escalations and Customer Contact

The P-CLEC escalated Help Desk issues to its Qwest Service Manager when the ISC representative with whom the P-CLEC was working was unable to resolve the issue. This occurred when the P-CLEC experienced multiple instances of the same issue, such as USOC Table errors or missing Completion Notices, or when resolution was critical to complete the P-CLEC’s orders in a timely manner. There were also occasions in which Qwest Help Desk representatives instructed the P-CLEC to escalate issues to its Service Manager. The P-CLEC used the same communication channels to address Help Desk escalations that it used to resolve general issues presented to its Qwest Service Manager. If the issue required immediate attention, the P-CLEC explained the need to expedite resolution to its Service Manager. In general, the P-CLEC was successfully able to resolve Help Desk escalations through its Service Manager. However, in some instances, the P-CLEC’s ability to complete its testing activities was delayed due to slow resolution of escalated Help Desk issues. 

HP documented these issues in the following Incident Reports.

Observation 2041.

Exceptions: 2028, 2048, 2059, 2064, 2069, 2070, 2073, 2075, 2082, 2084.

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


� See http://www.qwest.com/wholesale/clecs/accountmanagers.html


� See http://www.qwest.com/wholesale/clecs/accountmanagers.html


�  Qwest Expedites and Escalations V3.0, http://www.qwest.com/wholesale/clecs/exescover.html


� In the P-CLEC’s experience, the same Qwest individual filled both the Account Manager and Service Manager titles.


� During the course of the test, the P-CLEC’s Service Manager, and Service Management team, also filled the role of the Sales team. Because the P-CLEC established its account, and its interconnection agreements, to cover all products and services that the P-CLEC intended to order, there was no additional sales activity required during the P-CLEC’s activities. When the P-CLEC required assistance in the areas identified as the responsibilities of the Sales team, the P-CLEC presented these issues to its Service Manager.
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