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1.0
Description

The Interconnect Service Center (ISC) Support Review analyzed the assistance and support that the Qwest ISC provides to CLECs. The ISC Support Review focused on the ISC’s role in resolving CLECs’ OSS questions, order escalations, technical problems, and general issues for pre-ordering, ordering, and provisioning of wholesale services. The evaluation data encompassed the basic operations of the ISC, including its escalation processes, and was generated from the P-CLEC’s operational activities.

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 Qwest ISC provides pre-order, order, and provisioning service support in the processing of Local Service Requests (LSRs) and Access Service Requests (ASRs).
 The ISCs responsible for processing LSRs are organized by product, and are directly involved in order processing, inquiries, and escalations for the LSR ordering process and supported products. The ISCs supporting ASR orders are also organized by product, and are responsible for managing delayed orders, order escalations, and expedited orders. Qwest ISCs exist in multiple locations, and are structured by product, assigned role, and area of responsibility. Table 24.8-1.1, below, lists the Qwest ISCs, hours of operation, contact numbers, and primary areas of responsibility.

Table 24.8-1.1: Qwest Customer Service Centers

Center
Hours of Operation
Help Desk Number
Area of Responsibility

Interconnect Service Center (ISC) Sierra Vista Call Center
Monday-Friday 6:00am-8:00pm MST

Saturday
7:00am-5:30pm MST
888-796-9087

or

888-796-9102, Option 1
Order processing, Order status, Firm Order Confirmation (FOC), and Service Order Confirmation (SOC)

Wholesale System Help Desk (WSHD)
Monday-Friday 6:00am-8:00pm MST

Saturday
7:00am-3:00pm MST
(888) 796-9102, Option 3
Single point of contact for system related questions regarding connectivity issues, outputs and system outages.

Access Service Requests 

Des Moines, Iowa


Monday-Friday
7:00am-7:00pm CST
1) (888) 537-0002

2) (800) 261-9838

3) (800) 244-1271
1) LIS

2) Feature Group

3) Analog/Digital, HiCap Services

Access Service Requests 

Salt Lake City, Utah


Monday-Friday 
7:00am-7:00pm MST
1) (888) 537-0002

2) (800) 261-9838

3) (800) 244-1271
1) LIS

2) Feature Group

3) Analog/Digital, HiCap Services

Access Service Requests 

Minneapolis, Minnesota


Monday-Friday 
7:00am-7:00pm CST
(800) 285-8383


Frame Relay

Billing and Collections

Salt Lake City, Utah
Monday-Friday 
7:00am-5:30pm MST
(800) 559-0634
Billing and collection questions.

Billing and Collections

Des Moines, Iowa
Monday-Friday
7:00am-5:30pm CST
(800) 452-9716
Billing and collection questions.

CSR Hotline for Local Service Requests
Monday-Friday 
7:00am-7:00pm CST
(800) 497-7539
Requests for Customer Service Records (CSRs).

Maintenance and Repair

Account Maintenance Support Center (AMSC)
Available 24/7
(800) 223-7881
Design UNE and complex wholesale products and services.

Maintenance and Repair

Repair Call Handling Center (RCHC)
Available 24/7
(888) 405-0083
Non-designed POTS and non-complex wholesale products and services.

Qwest CLEC Coordination Center (QCCC)

Omaha, Nebraska
Monday-Friday 
7:00am-9:00pm CST
(866) 549-3846
Handles all coordinated Unbundled Loop product installations and warranty service throughout Qwest’s 14-state territory

2.1.1
ISC Help Desk Support

The ISC Sierra Vista Call Center Service Delivery Coordinators (SDCs) assist CLECs with questions for IMA GUI, IMA EDI, and manual pre-order, order, and post-order processing. The SDCs also assist with product and service-related issues for Resale, UNE-P/UNE-C, Line Sharing/Shared Loop, and Unbundled Loop products. The Sierra Vista Call Center SDCs serve as Tier 0 support in the escalation and inquiry process, and are the CLEC’s first point of contact to troubleshoot issues and assist with general information regarding order processing. 

CLECs initiate contact with the ISC via one of two telephone contact numbers: (888) 796-9087 or (888) 796-9102, option 1. When dialing (888) 796-9087, the caller is connected directly to the ISC. When dialing (888) 796-9102, the caller is connected to the Qwest Wholesale Help Desk automated Voice Response Unit (VRU), where option 1, for LSR/IMA EDI assistance, routes the call to the ISC Help Desk. 

Once the caller has reached the ISC, an automated VRU prompts the caller to select from one of five menu options based upon the type of issue for which the caller requires assistance. The menu options during the center’s hours of operation are:

1) Resale POTS, UNE-P POTS or POTS Administrative Lines, 

2) Number Portability, 

3) Number Portability with Unbundled Loop or Unbundled Loop alone, 

4) Public Access Line, and 

5) Centrex or Complex Resale. 

After the caller selects an option, the call routes to the appropriate SDC in the Sierra Vista Call Center, where a Work Queue ticket is created to record the issue. The ISC Work Queue ticket has a seven-digit identification number that begins with a one (e.g., 1789362), and is used to track any issues that cannot be resolved at the time the initial call is placed. Specifically, the Call Center is responsible for answering order-processing questions involving:

· Address validations;

· Appointment scheduling;

· Customer Service Record (CSR) corrections;

· Carrier Facility Assignment (CFA) validations;

· Directory Listing (DL) assistance;

· Firm Order Confirmation (FOC) and Service Order Completion (SOC) inquiries and resends;

· Inquiries for order status verification, cancellations, due date changes, out of service conditions, Service Order (SO) error corrections and rejected LSRs; 

· Loop Qualifications;

· Loss date and status of an end user conversion;

· LSR and related SO preparation;

· Network Channel Code/Network Channel Interface (NC/NCI) Codes;

· Telephone number (TN) reservations; and,

· Universal Service Order Codes (USOCs).

If the SDC cannot assist a caller, the SDC refers the caller, via a "warm transfer,” to a Tier 1 representative in the Customer Service Inquiry and Education (CSIE) Center.  A warm transfer occurs when the Sierra Vista Service Center SDC, Tier 0, initiates contact with a Tier 1 representative at the CSIE Center who can speak directly with the caller. 

CLECs can open multiple tickets during a single call to the ISC. When a CLEC presents multiple issues, the first inquiry is warm transferred to the CSIE. Up to five additional inquiries are manually sent through the work queue, each with a unique Work Queue Ticket number. Qwest assigns each ticket a response interval according to the severity of the issue. Once Qwest assigns the response interval, it advises the CLEC of the time at which the CLEC can expect a callback from the SDC.  The SDC provides status updates to the CLEC every two hours until the issue is resolved. 

Upon request, a CLEC can escalate its issue to Tier 2 by asking to speak with a manager. If the CLEC requests this escalation, the Qwest representative will provide the CLEC with the “duty pager” number to contact the manager on duty. CLECs can request escalation to Tier 2 from either an SDC or CSIE representative.

If a CLEC calls the ISC outside its hours of operation, the VRU informs the caller that the ISC is currently closed and informs the caller of the ISCs business hours. The VRU then prompts the caller to select from one of three menu options based upon the type of issue for which the caller requires assistance. The menu options for after-hours calls are as follows:

· If you are experiencing a system outage or connectivity issue, (option 1, and sub-option 1), the call is automatically routed to the ISC at (888) 796-9102. The VRU prompts the CLEC to leave a message consisting of the full name of the caller, company name, callback number and a brief description of the problem. An on-call Help Desk representative will call the CLEC back within 30 minutes.

· If you have an out of service condition for POTS Resale products, (option 1, and sub-option 2), the call is automatically routed to the RCHC at (888) 405-0083, which is open 24 hours a day, 7 days a week. 

· If you have an out of service condition for all other products including Complex Resale, the call is automatically routed to the AMSC at (800) 223-7881, which is open 24 hours a day, 7 days a week.

2.1.2
Service Manager Escalations

Qwest Service Managers, Tier 3 support, are part of the Qwest Account Team.  Qwest assigns Service Managers to CLECs based on headquartered location, area of intended operation, scale and scope of account, and types of services offered. The Qwest Service Managers have knowledge of Qwest service delivery processes and assist CLECs when normal processes fail to resolve an issue. The Qwest Service Managers address CLEC questions regarding orders, signed Interconnection Agreements, major outages, maintenance and repair escalations, including root cause analysis, and project coordination. 

When a CLEC has an issue or question that requires escalation beyond the ISC or CSIE centers, a CLEC contacts its Qwest Service Manager. The Qwest Service Manager evaluates the issue and works with the appropriate Qwest departments responsible for the actual ordering and delivery of products. Through those contacts, the Qwest Service Manager attempts to provide a resolution to the issue that is mutually acceptable to both the CLEC and Qwest based upon the individual situation. Qwest summarizes the processes used to handle expedite and escalation requests for all Wholesale Products and Services on its wholesale website.
 

Beyond the Tier 3 level, Qwest makes available a Tier 4 Senior Service Manager, Tier 5 Executive Director, and Tier 6 Vice President to the CLEC for escalations. The Qwest wholesale website provides a description of the roles and responsibilities of its Account Team and Service Managers.

2.2 
Scenarios

Scenarios were not applicable to this test.

2.3
Test Targets & Measures

The test target was the ISC Help Desk’s assistance with processing and resolving CLEC issues, and included the Qwest Service Management escalation process and procedures. Table 24.8-1.2: Test Target Cross-References, below, summarizes the processes, sub-processes, and evaluation measures. The last column “Test Cross-Reference,” indicates where the particular measures are addressed in section 3.1 "Results & Analysis.”

Table 24.8 -1.2: Test Target Cross-References

Process
Sub-Process
Evaluation Measure
Test Cross-Reference

Respond to ISC Call
Answer Call
Timeliness of Answer
24.8-1-1


Interface with User
Availability of User Interface
24.8-1-2


Response to Call
Completeness and Accuracy of Response
24.8-1-3

2.4 Evaluation Methods

The practical experiences of the P-CLEC generated the data for the ISC Support Review. The P-CLEC initiated calls to the ISC for various reasons. The P-CLEC placed calls in relation to:

· Late or missing FOCs or SOCs; 

· Reject and error notices (ISC generated - valid or invalid);

· CSR corrections;

· Open ticket status inquiries that resulted from the P-CLEC’s failure to receive a call back within a specified timeframe;

· Special Billing Number (SBN) clarifications;

· Central Office Address information; and, 

· General documentation issues.

The following table, Table 24.8-1.3, identifies the number of contacts the P-CLEC made to the ISC. The table also identifies the P-CLEC issues that required multiple contacts.

Table 24.8-1.3: P-CLEC Contacts to the ISC Help Desk

Number of Contacts Required for Resolution
Number of Issues

Resolved in Single Contact with ISC
550

Resolved in Two Contacts with ISC
291

Resolved in Greater than Two Contacts with ISC
142

Total number of Issues Requiring ISC Assistance
983

In situations where it determined that the ISC was unsuccessful in resolving an issue, the P-CLEC escalated the issue to its Qwest Service Manager. Typically, escalations occurred when the P-CLEC experienced multiple instances of the same issue, such as USOC Table errors or missing LSR Completion Notices, or when the P-CLEC required critical information to resolve time-sensitive issues. Additionally, the P-CLEC escalated issues to Qwest Service Management when it was specifically instructed to do so by ISC representatives. The P-CLEC further escalated issues beyond the Service Manager when necessary for timely resolution.

2.5
Analysis Methods

HP logged and tracked the P-CLEC’s interactions with the ISC and its Qwest Service Management team. The P-CLEC recorded the essential elements of each contact with the ISC and Qwest Service Manager. This data consisted of information the P-CLEC provided to Qwest, including a description of the issue and any PONs associated to the P-CLEC’s experience. The recorded data also included the date on which the issue was first presented to the ISC or Qwest Service Manager, the dates on which the P-CLEC received responses to its queries, the names of appropriate contacts, the resolution of the issue, and other information relevant to each issue for which the P-CLEC sought assistance. 

The P-CLEC used the information provided by ISC representatives in its daily activities. Based on the success of these activities, the P-CLEC determined if the information provided was complete and accurate. When the P-CLEC contacted the ISC Help Desk for assistance locating information within Qwest documentation, the P-CLEC verified the information it was seeking was in the location the ISC representative identified. 

HP determined if essential elements of Qwest processes were present, and whether Qwest followed its published processes for ISC activities. Data items were analyzed according to the evaluation criteria listed in Section 3.1, below, to assess Qwest’s ISC support.

3.0
Results Summary

This section identifies the discrete evaluation criteria and test results.
3.1
Results & Analysis

Table 24.8-1.4, below, Evaluation Criteria and Results, below, presents the results of this test. Definitions of evaluation criteria, possible results, and exceptions are provided in Section II. Summaries of HP Observations and Exceptions referenced in the comments 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.”

Table 24.8 -1.4: Evaluation Criteria and Results

Test Cross- Reference
Evaluation Criteria
Result
Comments

24.8-1-1
The P-CLEC’s calls to the ISC Help Desk were answered in a timely manner.
Not Applicable
A VRU automatically answers calls to the ISC Help Desk contact numbers, and directs the caller to select options from a menu list. The duration of a caller’s wait prior to speaking to an ISC representative is contingent upon the caller’s selection of options from the menu.

In the P-CLEC’s experience, the ISC Help Desk’s VRU promptly answered P-CLEC calls and presented P-CLEC callers with the menu of options to direct the call. Qwest’s ISC answered the P-CLEC’s call following its selection of the appropriate menu option.

24.8-1-2
The P-CLEC was able to reach the ISC Help Desk when it required assistance with transaction processing or interpretation of information.
Satisfied
Overall, the P-CLEC reached the ISC Help Desk when it required assistance, and, in most cases, the P-CLEC received responses to Help Desk contacts within the timeframes identified by ISC personnel. 

The P-CLEC did encounter instances, however, in which ISC representatives were unable to provide timely responses to issues reported by the P-CLEC. HP documented these issues in the following Incident Reports.

Observations: 2016, 2053.  

Exceptions: 2045. 2073.

24.8-1-3
ISC Help Desk responses to P-CLEC questions provided complete and accurate information necessary to resolve P-CLEC transaction processing issues.
Satisfied
During the course of the test, the P-CLEC made numerous calls to the ISC Help Desk to resolve pre-order, order and post-order processing issues. Generally, the Help Desk responded, and provided the P-CLEC with sufficient information to resolve the issues. However, in some cases, the Help Desk was unable to answer the P-CLEC’s questions.

HP documented the issues the P-CLEC encountered with the ISC in the following Incident Reports.

Observations: 2042, 2044, 2049, 2060, 2061, 2072, 2074, 2080, 2083. 

Exceptions: 2004, 2006, 2028, 2048, 2051, 2055, 2060, 2065, 2069, 2070, 2073, 2075, 2076, 2077, 2078, 2079, 2080, 2082, 2084, 2085, 2086.

When it was necessary to do so, the P-CLEC escalated issues to its Service Manager for resolution. These issues were worked through with the P-CLEC’s Service Manager following the processes that had been established for those interactions. 

In general, the P-CLEC received timely resolution on issues presented to its Service Manager. However, for some issues, the P-CLEC’s Service Manager was unable to provide timely assistance to the P-CLEC with its attempts to obtain information or resolve order-processing issues. HP documented these deficiencies in Exception 2064. 

� The P-CLEC’s activities in this test did not involve the submission of ASR orders to Qwest. Therefore, the P-CLEC’s ISC Help Desk interaction did not include ASR processing support.


� The information in this table is publicly available on the Qwest wholesale website at � HYPERLINK http://www.qwest.com/wholesale/clecs/escalations.html#top ��http://www.qwest.com/wholesale/clecs/escalations.html#top� (last update March 4, 2002). Additional information specific to the Qwest ISC and WSHD was issued via a Qwest Wholesale Customer Notification - Subject: Differences Between the Wholesale Systems Help Desk and the Interconnect Service Center, file named SYST.03.08.02.F02626_Diff_Btwn_WSHD_ISC.doc, dated March 8, 2002. The hours of operation for the ISC and WSHD included in this table are taken from the Qwest Wholesale Customer Notification.                                                                                                                                                                    


� Qwest Expedites & Escalations Overview - V3.0, � HYPERLINK http://www.qwest.com/wholesale/clecs/exescover.html ��http://www.qwest.com/wholesale/clecs/exescover.html� 


� Account Team/Sales Executives & Service Managers - V3.0 � HYPERLINK http://www.qwest.com/wholesale/clecs/accountmanagers.html ��http://www.qwest.com/wholesale/clecs/accountmanagers.html� 
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