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Note:  In cases of conflict between the changes implemented through this notification and any CLEC Interconnection Agreement (whether based on the Qwest SGAT 
or not), the rates, terms and conditions of such Interconnection Agreement shall prevail as between Qwest and the CLEC party to such Interconnection Agreement. 
 
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.  1 

 
Announcement Date: May 06, 2003 
Effective Date: May 27, 2003 
  
Document Number: PROS.05.06.03.F.01079.Expedite_Escalation 
Notification Category: Process Notification 
Target Audience: CLEC, Resellers 
  
Subject: CMP - Expedites & Escalations Overview V6.0 
  
Level of Change: Level 2 
Associated CR Number or System Release 
Number: 

Not Applicable 

 
Summary of Change: 
On May 6, 2003, Qwest will post planned updates to its Wholesale Product Catalog that include new/revised 
documentation for Expedites & Escalations Overview V6.0.  These will be posted to the Qwest Wholesale 
Document Review Site located at http://www.qwest.com/wholesale/cmp/review.html.  
 
Updates to this document are associated with an existing process not previously documented.  In the 
Expedites section, medical emergency has been added to the list of reasons for Expedites. 
 
Current operational documentation for this product or business procedure is found on the Qwest Wholesale 
Web Site at this URL: http://www.qwest.com/wholesale/clecs/exescover.html. 
 
Comment Cycle: 
CLEC customers are encouraged to review these proposed changes and provide comment at any time 
during the 7-day comment review period.    Qwest will have seven days following the close of the comment 
review to respond to any CLEC comments.  
 
Qwest provides an electronic means for CLEC customers to comment on proposed changes.  The Document 
Review web site provides a list of all documents that are in the review stage, the process for CLECs to use to 
comment on documents, the submit comment link, and links to current documentation and past review 
documents.  The Document Review Web Site is found at http://www.qwest.com/wholesale/cmp/review.html. 
Fill in all required fields and be sure to reference the Notification Number listed above. 
 
Timeline  
 
Planned Updates Posted to Document 
Review Site 

Available May 06, 2003 

CLEC Comment Cycle on Documentation 
Begins 

Beginning May 07, 2003 

CLEC Comment Cycle Ends 5:00 PM, MT May 13, 2003 
Qwest Response to CLEC Comments (if 
applicable) 

Available May 20, 2003 
http://www.qwest.com/wholesale/cmp/review_archive.html 

Proposed Effective Date May 27, 2003 
 
If you have any questions on this subject, please submit comments though the following link: 
http://www.qwest.com/wholesale/cmp/comment.html. 
 
Sincerely,  
 
Qwest  
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BJJ-41 part 2 PCAT_Exp_Escl_V6_1PCAT_Exp_Escl_V6.1Expedites & Escalations Overview V5.1 

Last saved by Patrick Phippsstekave 

Expedites & Escalations Overview – V 5.0V6.0 
History Log (Link blue text to: Replace Existing Download With Attached History Log) 

Introduction 
Qwest quickly responds to your escalation or expedite requests offering you clear and complete 
explanations so you can satisfactorily respond to your end-users.  
• Expedites:  Requests for an improved standard interval, Individual Case Basis (ICB) or 

committed to ICB (Ready for Service (RFS) + Interval) date 
• Escalations: Requests for status or intervention around a missed date 

The following summarizes the processes used within Qwest for all Wholesale Products and 
Services to handle expedite and escalation requests. 
 

Expedites 
While Qwest standard intervals, defined in our Service Interval Guide (SIG) (Link blue text to: 
http://www.qwest.com/wholesale/guides/sig/index.html) identify reasonable intervals, at times a 
valid expedite situation can occur such as:  
• Fire  
• Flood 
• Medical emergency 
• National emergency  
• Conditions where your end-user is completely out of service (primary line) 
• Disconnect in error by Qwest  
• Requested service necessary for your end-user’s grand opening event delayed for facilities or 

equipment reasons with a future RFS date  
• Delayed orders with a future RFS date that meet any of the above described conditions 
 
If an expedite situation occurs, call the assigned Qwest Wholesale Center Representative 
responsible for processing your service requests.  All expedite requests require approval to 
ensure resource availability.  The Qwest Wholesale Center Representative will coordinate with 
you and Qwest internal organizations to resolve.  Expedite charges may apply.  If your expedite 
request is denied, denial reason(s) will be provided. 

 

Escalations 
Escalations are a request for status or intervention around a missed critical date such as:  
• Plant Test Date (PTD)  
• Due Date (DD)  
• Ready For Service (RFS)  
 
Qwest’s Service Centers pro-actively escalate any critical dates in jeopardy and will notify you.  If, 
however, you find it necessary to initiate an escalation, call the assigned Qwest Wholesale 
Center  Representative responsible for processing your orders, for assistance.  Regardless of 
how initiated, by you or internally, Qwest escalation roles and responsibilities can be summarized 
as: 
• Qwest Wholesale Center Representatives 

Local Service Request (LSR) or Access Service Request (ASR) escalations related to 
Rejects/Delayed orders, critical dates and Firm Order Confirmations (FOC). 

• Qwest Service Manager 
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Note:  In cases of conflict between the changes implemented through this notification and any CLEC interconnection agreement (whether based on 
the Qwest SGAT or not), the rates, terms and conditions of such interconnection agreement shall prevail as between Qwest and the CLEC party. 
 
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.
       1 

Qwest Response to Document In Review 
 

Response Date: May 20, 2003 

Document: Product/Process: Expedites & Escalations Overview V6.0 

Original Notification Date: May 6, 2003 

Notification Number: PROS.05.06.03.F.01079.Expedite_Escalation 

Category of Change: Level 2 
 
 
 
Qwest recently posted proposed updates to Expedites & Escalations Overview V6.0.  CLECs were invited to 
provide comments to these proposed changes during a Document Review period from May 7, 2003 through 
May 13, 2003.  The information listed below is Qwest’s Response to CLEC comments provided during the 
review/comment cycle.   
 
Resources: 
Customer Notice Archive http://www.qwest.com/wholesale/cmp/review_archive.html 
Document Review Site http://www.qwest.com/wholesale/cmp/review.html 
 
If you have any questions on this subject or there are further details required, please contact Qwest’s 
Change Management Manager at cmpcomm@qwest.com. 
 
 
 
Qwest Response to Product/Process: Expedites & Escalations Overview V6.0 
Comments 
 
# Page/Section CLEC Comment Qwest Response 
1  Name of CLEC:AT&T 

Date received: 5/6/03 
Comment: Please update the 
ordering rules in the Disclosure 
Documents as well.  AT&T has 
been instructed to place the 
expedite situation (such as 
Medical Expedite) in the 
remarks field and set the 
manual indicator to “Y”. 
As May 6, the LSR EXP field in 
the IMA EDI disclosure states:  
If EXP +”Y”, the MANUAL IND 
should = “N”. 

The current process for Expedites will not change.  
“Medical emergency” is a valid Expedite reason 
that was not previously documented.  The PCAT 
updates were clarifying updates only in order to 
provide an additional valid reason to request an 
expedite. 
 
Placing a “Y” in the EXP field of the Local Service 
(LSR) forces the order to be handled manually.  It 
is not necessary to place a “Y” in the Manual 
Indicator field.  The REMARKS field can be used 
to expand upon and clarify the specific reason for 
the request.   
 
The PCAT is being updated to clarify the actions 
for Expedite situations.  
 
Qwest accepts this comment. 

2  Name of CLEC:AT&T 
Date received: 5/12/03 

Based on the comments received, the PCAT 
updates were clarifying updates only in order to 
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Qwest Response to Product/Process:________ Comments   2 

Comment: AT&T is not 
satisfied with this change to the 
maintenance and repair 
language.  AT&T requested a 
CR to document the medical 
expedite process.  This 
document still does not 
document that process.  If the 
specifics for the ordering 
process should be contained in 
another document, i.e. the EDI 
disclosure document, then 
there should be a direct 
reference and link to that site.  
We have had several meetings 
with Qwest to outline the 
specifics of the medical 
expedite process, and none of 
that information is contained in 
this PCAT, not the disclosure 
document for EDI, not other 
PCATs for ordering and 
provisioning.  It has taken 
AT&T approximately 5 and a 
half months to get the 
information we have been 
requesting, and still it is not 
documented. 

provide additional information. 
 
The current process for Expedites will not change.  
“Medical emergency” is a valid Expedite reason 
that was not previously documented. 
 
The PCAT is being updated to clarify the actions 
for Expedite situations along with a link to the field 
entry requirements in the Local Service Ordering 
Guide (LSOG).  
 
Qwest accepts this comment. 
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Resources Change Management Process (CMP)

 

Open Product/Process CR PC021904-1 Detail
  

Title: Enhancement to existing Expedite Process for Provisioning 

CR Number
Current Status 
Date 

Area 
Impacted Products Impacted 

PC021904-1 Completed 
7/20/2005 

pre order, 
order, 
provisioning 

UNE, Transport (including 
EUDIT), Loop, UNE-P, Line 
share, Line Splitting, loop 
splitting 

Originator: Berard, John 

Originator Company Name: Covad 

Owner: Martain, Jill 

Director: Bliss, Susan 

CR PM: Harlan, Cindy 

Description Of Change
Covad requests that Qwest provide a formal process to expedite an order 
that requires an interval that is shorter than what is currently available for 
the product. 

No expected deliverable listed  

Updated the title as a result of the Clarification call  

Status History
Date Action Description 

2/20/2004 CR Recieved  

2/20/2004 CR Acknowledged  

2/23/2004 
Contacted John Berard - Covad to set up Clarification 
Call  

2/27/2004 Held Clarification call  

3/17/2004 
March CMP meeting notes will be posted to the 
project meeting section  

4/21/2004 
April CMP meeting notes will be posted to the project 
meeting section  

5/12/2004 Emailed response to Covad  

5/19/2004 
May CMP Meeting notes will be posted to the project 
meeting section  

6/15/2004 PROS.06.15.04.F.01792.ExpeditesV11  

6/16/2004 
June CMP Meeting notes will be posted to the project 
meeting section  

7/1/2004 
Scheduled ad hoc meeting for 7/9 to discuss project, 
comments and plan  

7/9/2004 Held ad hoc meeting  

7/21/2004 
July CMP Meeting notes will be posted to the project 
meeting section  

Page 1 of 11Qwest | Wholesale | Resources
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8/16/2004 
August CMP meeting mintues will be posted to the 
database  

9/15/2004 
Notification for ad hoc meeting scheduled for 9-22-
04  

9/15/2004 
September CMP Meeting minutes will be posted to the 
database  

9/22/2004 
CLEC Ad hoc meeting held to review expedite 
reasons / causes  

10/20/2004 
October CMP Meeting minutes will be posted to the 
database  

11/17/2004 
November CMP Meeting minutes will be posted to the 
database  

12/15/2004 
December meeting minutes will be posted to the 
database  

12/16/2004 Scheduled ad hoc meeting for January 6  

1/6/2005 Ad hoc meeting held  

1/19/2005 
Jan CMP meeting minutes will be posted to the 
database  

2/16/2005 
Feb CMP meeting minutes will be posted to the 
database  

3/16/2005 
March CMP Meeting minutes will be posted to the 
database  

4/20/2005 
April CMP Meeting minutes will be psoted to the 
database  

5/18/2005 
May CMP meeting minutes will be posted to the 
database  

6/15/2005 
June CMP meeting minutes will be posted to the 
database  

7/20/2005 
July CMP meeting minutes will be posted to the 
database  

Project Meetings

July CMP Meeting Minutes: Jill Martain – Qwest advised that this went into 
effect on 6/16/05. Jill asked if it was ok to close this CR. Liz Balvin advised 
the CR could be closed. This CR will move to Completed Status. 

June CMP Meeting Minutes: Jill Martain – Qwest advised that this process is 
effective June 16 and we would like to move this CR to CLEC Test on June 
16th. There was not any objection to change the status to CLEC Test.  

May CMP Meeting Minutes: Jill Martain – Qwest advised that the PCAT 
documentation went out for review on May 9. The comment cycle will close 
on May 24 and become effective June 23, 2005. This CR will remain in 
Development Status.  

April CMP Meeting Minutes: Jill Martain - Qwest advised that we are 
working internally to get the three expedite reasons implemented. Jill 
stated that after meeting internally, we determined that a slight 
modification was needed. Qwest wants the new Expedite reasons directed 
to our Business Services. Jill stated that in our ad hoc calls with the CLECs, 
we did talk about the critical impact to Business customers. Jill recapped 
the criteria for use of the new Expedite reasons: National Security Business 
Services unable to dial 911 due to previous order activity Business Service 
where hunting, call forwarding or voice nail features are not working 
correctly due to previous order activity where the customer business is 
being critically affected. Bonnie Johnson - Eschelon asked if there is a 
definition of business services.  

Jill Martain - Qwest advised it would be for more complex business and 1FB 
type service and this excludes residential and 1FR.  

Page 2 of 11Qwest | Wholesale | Resources
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Bonnie Johnson - Eschelon asked for this to be documented.  

Jill Martain – Qwest confirmed it would be changed to reflect Business 
Classes of Service in the actual updates. Liz Balvin - Covad asked if the 
examples that Qwest looked at were based on Qwest customers.  

Jill Martain – Qwest advised the examples were provided by both CLECs 
and Qwest and discussed in ad hoc meetings.  

Liz Balvin – Covad agreed that we should provide definition of Business 
Services and also asked that the notice reflect that residential would not be 
included. Liz also confirmed that this does not affect the Expedite process 
that requires an amendment.  

Jill Martain – Qwest confirmed that it does not impact that process. Jill 
advised the documentation will be updated and sent out for review. Bonnie 
said thank you for the good results.  

This CR will remain in Development Status.  

March CMP Meeting Minutes: Jill Martain - Qwest advised that we are still 
working internally on this request and are hopeful that within the next 
month the PCAT changes will be available to review with the three 
additional Expedite reasons. This CR will remain in Development Status. 
[Comment received from Eschelon: Jill Martain - Qwest advised that we are 
still working on additional scenarios internally and waiting for internal 
approval on this request and are hopeful that within the next month the 
PCAT changes will be available to review with the three additional Expedite 
reasons.]  

February CMP Meeting Minutes: Jill Martain - Qwest advised we are still 
waiting for final internal approval. Qwest is hoping to have final status next 
month. This CR will remain in Development Status.  

January CMP Meeting Minutes Cindy Harlan/Qwest advised that an ad hoc 
meeting was held on January 6th. Qwest proposed adding the following as 
valid Expedite reasons: if access to 911 is not available, if the order is for 
National Security, and for certain Features in specific situations. The CLECs 
were receptive to these changes. Qwest has started the process to get final 
internal review and approval. Additional status will be provided next 
month. This CR will remain in Development Status.  

CLEC Ad Hoc Meeting PC021904-1 Expedite Process January 6, 2005  

In attendance: Kari Burke – Comcast Jeff Yeager – Accenture Sharon Van 
Meter – ATT Chris Terrell – ATT Linda Minesola – Comcast Amanda Silva – 
VCI Jill Martain – Qwest Wayne Hart – Idaho PUC Kim Isaacs- Eschelon 
Bonnie Johnson – Eschelon Pete Staze – Eschelon Jennifer Arnold – TDS 
Metro Steve Kast – MCI Thomas Soto - SBC  

Cindy Harlan – Qwest took attendance and reviewed the agenda. The 
purpose of this call is to discuss options for additional expedite reasons. 
Cindy explained that Qwest has been reviewing expedites and would like to 
discuss potentially having Features be considered as a valid expedite 
reason under certain circumstances. Qwest would like to discuss what the 
criteria would be and identify Features that cause major impact to the 
CLECs. We also can potentially add a valid expedite reason if you are 
unable to dial 911 service and to expedite for National Security reasons. 
Cindy asked the CLECs to identify what Features create the most impact to 
the CLECs so we can build some criteria. Cindy advised that Qwest is 
unable to open other reasons for expedites as we do not have the 
resources to support that effort.  

Bonnie Johnson – Eschelon stated that she didn’t think additional resources 
would be needed to support this. Bonnie said Eschelon’s Expedite manager 
is on the call and she would like him to share with us the large impacting 
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items. Pete advised that when customers are unable to receive calls this 
impacts them as if they are out of service. For business customers if they 
can’t receive calls it impacts their revenue.  

Jill Martain – Qwest asked if normally there would be an original order to 
install the service and another one to correct it. Bonnie advised yes, or 
something changed on one of their features, such as voice mail service, 
either with their vendor or the equipment, and that causes a need for an 
expedite. The customer may not understand what they have ordered. Jill 
asked if it was a fair request that Qwest ask the CLEC for the order number 
or PON. Bonnie advised that they normally provide this anyway and it is 
fair, but she does not believe it should be a requirement as there are other 
reasons too. Jill asked if we could better define and refine the criteria for 
Hunting so we can go to Retail and Network and discuss further, and 
publish a reason that is allowable. Otherwise we would negate the 
standard interval if we automatically allowed expedites on all Hunting 
requests. Bonnie said it should be an urgent customer situation and their 
service is not working the way it should be. Bonnie advised that Qwest 
needs to trust the CLECs request and hope that the CLECs are not abusing 
the process. Pete Stave – Eschelon advised there are additional steps 
needed to expedite an order and it is not always easy so we do not request 
an expedite unless it is necessary.  

Jill suggested that we set criteria for this to be an ‘urgent customer 
situation where Hunting or Call Forwarding features are not working 
correctly and the customer can explain why and provide a service order 
and/or PON’. The CLECs agreed with this criteria.  

Jill asked if there were other features that need to be discussed. Amanda – 
VCI stated that Features don’t pertain to VCI very much, but what happens 
if a customer is disconnected in error and it is the CLECs error. This 
happens a few times a month usually due to a disconnect for non payment 
in error. Jill advised this would need to be handled as a new LSR with 
standard interval. Another request was made for voice mail set up 
incorrectly. This can be added to a wrong number for example.  

Jill agreed that the items and criteria identified should be workable. Qwest 
needs to review this internally and determine impacts. Status will be 
provided at our CMP meeting and we will plan on reviewing the draft 
process prior to it being published in the PCAT. Another ad hoc meeting will 
be scheduled at that time.  

December CMP Meeting Minutes Cindy Macy – Qwest advised that an ad 
hoc meeting is scheduled for January 6 to review and further define some 
options for expanded Expedite reasons. This CR will remain in 
Development Status.  

11/17/04 November meeting minutes Cindy Macy – Qwest advised that 
Qwest is currently reviewing the expedite process and meeting internally to 
determine if there are any changes that can be made to the process. This 
CR will remain in Development Status.  

10/20/04 October CMP Meeting Minutes Cindy Macy – Qwest advised that 
Qwest held an ad hoc meeting. We are reviewing the expedite reasons 
from the CLECs and the data gathered for potential changes. We hope to 
have additional information next month. Qwest will hold an ad hoc meeting 
to review our findings. This CR will remain in Development Status.  

PC021904-1 Enhance Expedite Process Ad Hoc Meeting September 22, 
2004  

In Attendance: Pete Stave – Eschelon Colleen Forbes - ATT Kim Isaacs – 
Eschelon James Leblanc – McLeod Bonnie Johnson – Eschelon Jean Novak - 
Qwest Communications Lori Nelson – Mid-Continent Terri Lee - SBC Donna 
Osborne Miller – ATT Chris Quinstruck - Qwest Cherron Halpern - Qwest 
Communications Rhonda Velasco – Oregon Telecom Sue Diaz - Qwest 
Communications Mark Sieres – Advanced Telecom LeiLani Hines – MCI 
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Brandon McGovern–Advanced Telecom Valerie Estorga - Qwest 
Communications Roslyn Davis - MCI Christina Valdez - Qwest 
Communications Scott Ellefson – Qwest John Berard – Covad Dave Miller – 
Advanced Telecom Michelle Thacker - Qwest Communications Lydell 
Peterson - Qwest Phil Hunt – McLeod Leti Mudlo - Qwest Robin Jackson – 
Time Warner Diane Solomonson - Qwest Jolene Brown – Time Warner 
Stacy Berg – Time Warner Steve Kast - Qwest Communications Jim 
Christener – McLeod Mark Ashen Brenner – McLeod Chris Voorhees - 
McLeod Jennifer Fischer - Qwest Communications Diane Johnson – Qwest 
Michelle Sprague – McLeod Dawn Tafoya - Qwest Communications Jill 
Martain - Qwest Communications  

Cindy Macy – Qwest Communications introduced the attendees and 
reviewed the agenda. Cindy advised that the purpose of this call is to 
discuss what is causing the need to expedite. Qwest would like to identify 
from a CLEC perspective why they expedite. Jill Martain – Qwest added 
that we would like to identify for non design documentation changes and 
process changes that could help reduce expedites. Cindy advised that 
Qwest would like to hear from each CLEC represented so we can gather 
input and determine what changes could be made to reduce the need for 
expedites.  

Bonnie Johnson – Eschelon advised that Qwest’s appointments for new 
installs and moves in some states were 3 weeks out. This was due to 
resource issues (no technicians available). Eschelon can not give their 
customers a 3 weeks due date. We are expediting from a customer service 
perspective. This was happening in WA/CO/AZ on POTS service.  

Colleen – ATT advised that when they submit their orders they have to use 
appointment scheduler and the date that comes back is what they have to 
put on their order. They will then call and expedite as the date is not 
acceptable for their customers. Donna Osborn Miller – ATT advised that 
they also engage their account teams to help.  

Stacy – Time Warner advised that when the due dates is out 2-3 weeks, 
we have to expedite, and then Qwest wants to charge for the expedite. It 
is wrong for Qwest to charge for an expedite when the due date is way 
past standard interval.  

Colleen – ATT advised many times the customer is disconnected and needs 
their service. The disconnect can be due to the customer moving early, an 
error on Qwest or the CLECs part, the order not getting processes 
correctly, or a jeopardy.  

Bonnie Johnson – Eschelon advised specific to features, our customers 
have urgent needs. If their call forwarding was set up incorrectly (gave 
wrong number, or error in programming), and the calls are going to 
another number it can cause major issues. If a business forwards these 
calls to a residence, or if there is an emergency and the customer is not 
able to receive calls it causes major issues for all parties. Call Forwarding 
generally has a 1-3 day standard interval and a business can not loose 
calls for 3 days, nor can a residence customer receive calls from a business 
in error for 3 days. Colleen – ATT advised other LECs have same day 
turnaround if the order is received before 3p.m.  

Jim – McLeod advised orders that are placed in jeopardy for no access are 
often done in error. The customer says they were available but the 
technician never came to the door. Then later it is determined that the 
technician couldn’t find the building, or couldn’t gain access. Sometimes 
the customer does give the wrong address and they are now out of 
service.  

Robin Jackson and Stacy Berg – Time Warner advised they have lots of 
trouble with orders being issued incorrectly. They put information on the 
LSR that matches the CSR. Then the order gets rejected for address 
issues. They have to send it in and fix it later, and try to get a new due 
date. Time Warner also reported that when they build a subscription they 
send it in and Qwest has to release it. The ‘create’ needs to be done 3 days 
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ahead and SOA has to concur. Time Warner wants to know if this is the 
official process. They work with the LNP team and this process is not 
working well. Cindy advised she will have the Service Manager contact 
Robin and Stacy. (robin.jackson@twtelecom.com, 
Stacey.berg@twtelecom.com)  

Dave – Advanced Telecom advised they will get an FOC and the due date is 
okay. Then on the due date or the day before they will get a jeopardy 
notice which then needs to be expedited as they have given a due date to 
their customer.  

Bonnie – Eschelon advised when there is an equipment install or vendor 
meet and we have to coordinate three companies it is very difficult and we 
usually have to expedite to get the companies represented and the 
services coordinated and installed.  

Bonnie – Eschelon also advised that hunting causes an out of service 
condition as sometime equipments is needed or there are circular hunting 
issues and the calls go no where.  

Pete – Eschelon advised that coordinated loops installed on LNP are 
complex and all parties have to be available to keep the customer service 
from going down.  

Lori – Mid-Continent advised that if voice mail is not working the customer 
perceive this as their service not working. If the call forwarding number is 
incorrect (wrong area code and the voice messaging needs to be 
corrected) we have to place an order to fix the issue.  

Nicki – Mid-Continent advised sometimes their customers have urgent 
needs related to their job or personal situation. For example, the customer 
could be on active duty and need service right away.  

John Berard – Covad advised if something goes wrong in the process and 
the customer gets disconnected in error, it could be the CLECs error, then 
Covad has to issue another order with a new due date. Sometimes the 
order is issued as a new order and it should have been a move order so 
the due date is different.  

Dave – Advanced Telecom advised that Qwest does not reject orders 
consistently. They can submit 10 orders the same and on the 11th order 
they get a reject. The representative interprets the business rule 
differently and now we are a day behind. We can talk to 4 different 
representatives and we can get 4 different answers.  

Bonnie – Eschelon confirmed that for non design the same process and 
charges will apply to Retail. Jill Martain – Qwest confirmed that would 
occur. Jill – Qwest advised our direction is to not implement a fee for 
expedites on non design. We are trying to understand some reasons and 
causes for expedites and address them from a process and documentation 
perspective. Bonnie advised that is great.  

Nicki – Mid-Continent advised she requested an expedite for medical 
reasons and was asked for a doctors note. Nicki advised this is confidential 
information. Jill advised it is part of the process to request a note. Our 
centers are trying to follow the process and make sure the expedite is 
valid.  

Colleen – ATT advised recently we had a customer that filed a PUC 
complaint and it was on the news so it was a huge issue that needed to be 
resolved. Jill advised if there are extenuating circumstances you can go 
through the Escalations process. This is not the norm but under special 
conditions we do handle escalations.  

Cindy – Qwest advised our next steps are to look at the input that was 
received today and the process. We will determine areas that we can 
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impact to reduce the need to expedite and provide status at the next CMP 
meeting. Additional ad hoc meetings may be held.  

9/15/04 CMP Meeting Minutes Cindy Macy – Qwest advised that there is an 
ad hoc meeting scheduled for Wednesday, September 22 to discuss the 
reasons for expedites. The intent is to look at the cause of expedites to 
determine if there are improvements that can be made to reduce the 
number of expedites. This process focuses on non design services. This CR 
will remain in Development Status.  

8/16/04 CMP Meeting Mintues Jill Martain – Qwest advised that Qwest has 
done additional work on this CR and determined that we won’t be able to 
implement the same process for non design that we implemented for 
design. We are doing root cause analysis on the data and will determine 
reasons why expedites are needed. Qwest will meet with each of the CLECs 
after we have the data and work through the expedite reasons. John 
Berard – Covad asked some questions about the Expedite V14 PCAT. Jill 
recapped the process and advised the CLECs that if they have questions 
they can call her to discuss. John Berard – Covad verified if the error was 
caused by Qwest than there would not be a charge to expedite. Jill advised 
that is correct. Bonnie Johnson – Eschelon advised she tried to expedite a 
feature and the escalation group and Service Manager said they were not 
able to do this. Bonnie submitted a comment on this issue as Eschelon 
believes this is an existing process. Bonnie advised her definition of an 
existing process is if Qwest is performing the process it is an existing 
process. Bonnie and Jill discussed the issue and agreed that the issue was 
the difference between what Eschelon sees as an existing process and 
what Qwest views as an out of compliance. Jill told the center to go ahead 
and continue to handle feature expedites until we are able to resolve this 
issue. Bonnie appreciated this as it takes away the immediate pain to 
Eschelon. Bonnie advised that Eschelon has formed an internal team to 
review documentation against current process and previous CRs. They are 
focusing on DSL initially. Bonnie and Jill agreed that Eschelon should 
submit a CR to determine how to handle the situation when there is 
disagreement between when Qwest is out of compliance versus when 
Qwest is performing an existing process. This CR will remain in 
Development Status.  

July 21, 2004 CMP Meeting Minutes: Cindy Macy – Qwest advised that the 
team held an ad hoc meeting on July 9. During the ad hoc meeting, Jill 
Martain reviewed the PCAT and addressed comments on the process. Cindy 
advised that this process is effective July 31 in most states. The following 
identifies exceptions: AZ 8/5, Northern Idaho and NE 8/2, NE 8/6, WA 
affects only Access Services. The FCC#1 is effective July 31. Qwest will 
continue to work on the non design process. Additional status will be 
provided later. Liz Balvin – MCI advised that the clarification and the 
updates that were discussed helped a lot. Jill advised those updates have 
been made. This CR will remain in Development status.  

PC021904-1 Expedite Process Ad Hoc Meeting July 9, 2004 10:00 – 11:00 
a.m. MT  

In attendance: Eric Yohe – Qwest Liz Balvin – MCI Valerie Estorga – Qwest 
Susan Lorence – Qwest Jackie DeBold – US Link Steve Kast – Qwest 
Teresa Castro – Vartec Stephanie Prull – Eschelon Sue Lamb – 180 Comm 
John Berard – Covad Jill Martain – Qwest Ann Atkinson – ATT Julie Pickar – 
US Link Donna Osborn Miller – ATT Cindy Macy – Qwest  

Cindy Macy – Qwest reviewed the history of the CR. Cindy explained that 
this process was notified on June 15, 2004 and then retracted on June 29, 
2004. Cindy reviewed the agenda and purpose of the meeting.  

Jill Martain – Qwest advised the intent of the PCAT update was to address 
the new expedite process on design products. Currently we are not able to 
include non design products in the process. We will schedule additional ad 
hoc meetings to discuss non design products and CLEC caused error 
expedite situations.  
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Jill advised that July 31 is the tariff effective date. Interstate filings will 
occur next, and there are a couple states that may go a little later, but 
each state is in progress of getting the tariffs approved.  

Liz Balvin – MCI verified V11 only impacts design services. Jill advised the 
list of products that are in the pre-approved section are all design 
products.  

Jill advised there will be two processes. ‘Expedites that Require 
Approval’ (current process) and the new process ‘Approved Expedite 
Request’ for identified design services products. Jill reviewed the PCAT and 
process in more detail.  

Stephanie Prull – Eschelon asked how Qwest will notify the CLEC when 
Qwest can not meet the expedited date. Jill advised that when the CLEC 
calls in Qwest will get the name of the person who requested the change 
and work with them. Stephanie asked what happens if we use the EXP 
field? Jill advised Qwest would send back the FOC with the PIA value. 
Stephanie asked if the Retail customers get charged on the ‘Expedite 
Requiring Approval’ process. Jill advised no, and neither would the CLECs, 
unless they sign up for the new process.  

Liz Balvin – MCI asked for more clarity on the non design process. Jill 
advised that the Expedite Process that requires approval applies to non 
design services or Interconnection Agreements that do not carry the ‘per 
day’ expedite rate. Jill agreed to clarify that all non design service 
expedites or design services expedites if your contract is not amended, will 
not carry a charge. Non design products can only be expedited for the 
conditions listed currently. We are still trying to accommodate some CLEC 
reasons for non design expedites. We will continue working on this and we 
will have additional calls with the CLECs. Retail follows these same 
procedures. Jill advised we will work on this in phases.  

Jill explained that when you amend your contract there are not reasons for 
expedites any longer. Qwest agrees to expedite and there is a charge for 
all expedites.  

John Berard – Covad asked if there is a separate charge on design 
products if there is a fire. Jill advised no, the same charge applies. If Qwest 
causes the error than there is not a charge.  

Stephanie Prull – Eschelon asked when the amendment will be available. 
Jill advised the target date is July 26. Stephanie asked how this new 
process affects resource assignment of network technicians. Jill advised we 
have the resources to cover expedited requests. We have performed 
volume forecasts. An expedited request and a regular request are equally 
weighted.  

Jill summarized the Pre Approved Expedite process. The CLECs must 
amend their ICA, the estimated cost to expedite is 200.00 per day, and 
eligible products are identified in the PCAT.  

Stephanie Prull – Eschelon advised that currently the CLECs have special 
reasons for an expedite that are not included in the list. The CLEC calls the 
center and works with Qwest to address these situations. Jill advised we 
need to follow our process, and we will still handle unique conditions. They 
may need to be escalated.  

Liz Balvin – MCI asked if this will be implemented on the Access side. Jill 
advised the tariff target date is July 31 for Access products. Liz asked Jill to 
include the tariff reference in the response to comments. Jill advised the 
exception is the Washington tariff is not being filed at this time.  

Jill reviewed the comments to make sure she had addressed the CLECs 
concerns in today’s meeting. The CLECs agreed that the comments have 
been addressed during today’s meeting. Jill advised she will make updates 
to the PCAT based on today’s call.  
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June 16, 2004 CMP Meeting notes: Jill Martain – Qwest advised for design 
product the Level 3 notification went out on June 15. For non-design we 
are still investigating if the process is feasible. The CR will remain in 
Development Status.  

May 19, 2004 CMP Meeting notes: Jill Martain – Qwest advised that Qwest 
will accept this CR with the caveat to implement this on a product by 
product basis. There may be some products that this process will not be 
implemented for. For those products, the old process will stay in place. 
There will be a cost to expedite and amendments will need to be done. The 
approximate cost is in the $150.00 - $400.00 price range. A per day 
improvement charge would be assessed. Jill advised that the target list of 
phase 1 products is included in the response. Qwest is targeting July 31 for 
implementation. Bonnie verified that this will apply to Retail also. Jill 
advised yes, and a tariff would be filed. Jill will provide an update next 
month. This CR will move to Development Status.  

April 21, 2004 CMP Meeting notes: Jill Martain – Qwest reviewed the 
response for this CR. Jill advised that Qwest would like to leave this CR in 
Evaluation Status as we look at individual products for expedites. Jill asked 
the CLEC community if they are willing to pay just and reasonable charges 
to expedite. Bonnie Johnson - Eschelon stated that these charges should 
apply to retail customers as well. Liz Balvin – MCI asked how this would 
work. Are the prices driven by what is on our Interconnection Agreement? 
Jill Martain advised there would be charges in the ICA, and the amendment 
would have to be written. Bonnie said they would have to be commission 
approved rates. Jill advised she is not the expert on this process but she 
believes so. Liz Balvin clarified that if the CLECs are not willing to opt in to 
the contract, then they would follow the process that is effective today. Jill 
advised yes. Bonnie advised we do have situations when we have 
requested an expedite and Qwest denies it. Then the end user customer 
goes directly to Qwest and the expedite occurs. Jill advised we will keep 
this perspective in mind. This CR will move to Evaluation Status.  

March 17, 2004 CMP Meeting John Berard – Covad presented the CR and 
explained that Qwest’s Expedite Process is written based on certain 
situations, such as Medical Emergencies. However if the CLEC makes an 
error, there isn’t a process to expedite for a CLEC error reason and the 
CLEC has to take a regular interval. We want a process to request a faster 
interval, and we are willing to pay for it. Eschelon supports the request and 
would like to understand what type of opportunities are available for our 
Retail customers and if they get charged for an expedite. Bonnie advised 
that they have had trouble getting their customer in service, and if their 
customer contacts our Retail organization themselves, they get service in 
okay. Ervin Rae – ATT advised that he has heard that Qwest leadership is 
in the process of reviewing our Expedite Process. Jill Martain – Qwest 
advised that we can take a look at all of these aspects and also review 
PC081403-1 as this CR is also requesting a ‘Restoral Request Process’. This 
CR will move to Presented Status.  

Clarification Meeting February 27, 2004 1-877-552-8688 7146042# 
PC021904-1 Expedite Process for Provisioning – enhancements to existing 
process  

Attendees John Berard – Covad Bryan Comras – Covad Mark Gonzales – 
Qwest Heidi Moreland – Qwest Jill Martain - Qwest Cindy Macy – Qwest  

Meeting Agenda: 1.0 Introduction of Attendees Attendees introduced  

2.0 Review Requested (Description of) Change John Berard – Covad 
reviewed the change request. John explained that Covad would like the 
title of the CR updated, as this is really a request for an enhancement to 
the existing expedite process. Cindy agreed to update the CR. John advised 
that the expedite process is limited today to certain types of orders and 
processes. For example, medical emergencies. We may find that it is 
Covad’s error that caused the customer to be disconnected. We would like 
to be able to get our customers restored quicker than standard interval, 
when it is our error. We are willing to pay for this service. Other ILECs 
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provide this service. We would like the criteria to be expanded to allow an 
expedite when the CLEC makes an error. Cindy Macy – Qwest asked for an 
example of this happening today. John Berard – Covad and Bryan Comras 
– Covad advised this relates to the Jeopardy process. When Covad fails to 
complete the order, but we complete the work at the DMARC the customer 
has service, but we do not close out the records so Qwest doesn’t think the 
customers service is working. Qwest issued a jeopardy notice and since we 
didn't respond to that notice within 30 days Qwest then cancelled the 
orders and the service gets disconnected. Covad then goes back and 
resends the order, but we have to wait the standard interval and that is 
too long for the end user customer to wait, especially if it is a business 
account. John Berard – Covad advised disconnects can also happen when 
the end user selects migration to a new ISP provider. This isn’t as critical 
as the down time is usually very limited as they are hooked up to the new 
provider. Heidi Moreland – Qwest asked how often this happens? Bryan – 
Covad replied approximately 20 times per month for Qwest, or once a day 
on average. Bryan advised that we get faster turn around time on certain 
products. Heidi confirmed that Shared Loop has a shorter standard 
installation interval than an unbundled xDSL-capable loop. Heidi advised 
that thethat the customer could be disconnected when the sync test fails 
and the notice is not cleared. The DSLAM port is done by the CLEC and the 
customer is in service. If a supplement is not sent by the CLEC, and if 
there is no response in 30 days, then the line gets cancelled and pulled 
down. Covad advised it shouldn’t matter what the history or circumstances 
are, if we are willing to pay for the expedite.  

3.0 Confirm Areas & Products Impacted DSL, Line Share, Designed and 
DSL Products (all products) This applies to any one that was in service and 
has gone out of service and needs to be set back up due to Customer or 
end-user error.  

4.0 Confirm Right Personnel Involved Jill agreed to get with Joan Wells 
regarding the Workback / Restoral Request process  

5.0 Identify/Confirm CLEC’s Expectation Covad would like the ability to pay 
for an Expedited due date (restoral of disconnected end user) Covad would 
like to treat these like trouble reports and get the end user back in service 
in one day. 6.0 Identify any Dependent Systems Change Requests 
PC081403-1 Work Back Restoral Request  

7.0 Establish Action Plan (Resolution Time Frame) Covad will present the 
CR at the March CMP Meeting Qwest will provide our Response at the April 
CMP Meeting  

QWEST Response

For Review by CLEC Community and Discussion at the May 19, 2004 CMP 
Meeting 

May 12, 2004  

Covad Communications John Berard, Director-Operations Support  

SUBJECT: Covad’s Change Request Response – CR #PC021904-1 Enhance 
Expedite Process for Provisioning  

This letter is in response to Covad Communications Change Request (CR) 
PC021904-1. This CR requests that Qwest enhance the expedite process to 
allow for an interval that is shorter than what is currently available for the 
product.  

Qwest will accept PC021904-1 Enhancement to existing Expedite Process, 
with the caveat that it will be looked at and implemented on a product by 
product basis. Qwest will continue to look at all of the individual products 
to determine if we will implement these changes. For those products which 
the expedite criteria/process does not change, Qwest will leave the existing 
expedite criteria and process in place. Additionally, as discussed 
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previously, expedite charges will become applicable for all expedites except 
those that are due to Qwest caused reasons and amendments will be 
required to existing Interconnection agreements to implement those 
charges. If a CLEC chooses not to amend their Interconnection Agreement, 
the current expedite criteria and process will be used.  

The first phase of implementing a change to the expedite process will be 
around those products that are Designed Services. A list of those products 
is shown below. For Designed services, an expedite charge is applicable for 
each day that the due date is improved (unless the expedite is due to a 
Qwest caused reason). We are targeting an implementation date of July 
31, 2004, pending approval of the Interstate FCC#1 tariff, individual state 
tariffs and Interconnection agreements.  

Following are a list of products that will be included in Phase 1: Product 
UBL all except 2w/4w analog Analog PBX DID Private Line (DS0, DS1, DS3 
or above) ISDN PRI T1 ISDN PRI Trunk ISDN BRI Tr unk Frame Relay 
Trunk DESIGNED TRUNKS (Includes designed PBX trunks) Trunk MDS / 
MDSI DPAs (multiple DPAs or FX, FCO) Trunk UBL DID (Unbundled digital 
trunk)  

For Review by the CLEC Community and Discussion at the April 21, 2003 
CMP Meeting  

April 14, 2004  

Covad John Berard Director – Operations/Change Management  

SUBJECT: CR # PC021904-1 Enhance Expedite Process for Provisioning  

This letter is in response to Covad’s Change Request (CR) PC021904-1 
Enhance Expedite Process for Provisioning. This CR requests that Qwest 
enhance the Expedite process to allow for an interval that is shorter than 
what is currently available for the product.  

Qwest would like to leave this CR in evaluation status as it needs to 
continue to look at the individual products and provisioning processes that 
are impacted by this request. Qwest will provide an updated response at 
the May CMP meeting. Qwest will move this CR to Evaluation status.  

Sincerely,  

Jill Martain Qwest Communications  

Information Current as of 2/5/2007   
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Announcement Date: September 12, 2005 
Effective Date: October 27, 2005 
Document Number: PROS.09.12.05.F.03242.Expedites_Escalations_V27 
Notification Category: Process Notification 
Target Audience: CLECs, Resellers 
Subject: CMP - Expedites and Escalations V27 
Level of Change: Level 3 
Associated CR Number or System 
Release Number: 

Not Applicable 

  
Summary of Change: 
On September 12, 2005, Qwest will post planned updates to its Wholesale Product Catalog that 
include new/revised documentation for Expedites and Escalations V27.  These will be posted to 
the Qwest Wholesale Document Review Site located at 
http://www.qwest.com/wholesale/cmp/review.html.   
  
Qwest is changing its Expedite process to include all loop types in order to create consistencies 
across the product line.  2w/4w analog loops are no longer an exception in the Pre-Approved 
Expedite process.  Additionally, Qwest is also including requests for Port In/Port Within that are 
associated with one of applicable designed services that are already included in the Pre-Approved 
Expedite Process.  Customers who currently have an expedite amendment will automatically be 
included in this change. 
  
Current operational documentation for this product or business procedure is found on the Qwest 
Wholesale Web Site at this URL: http://www.qwest.com/wholesale/clecs/exescover.html.   
  
Comment Cycle: 
CLEC customers are encouraged to review these proposed changes and provide comment at any 
time during the 15-day comment review period.  Qwest will have up to 15 days following the close 
of the comment review to respond to any CLEC comments. This response will be included as part 
of the final notification.  Qwest will not implement the change sooner than 15 days following the 
final notification. 
  
Qwest provides an electronic means for CLEC customers to comment on proposed changes.  The 
Document Review Web Site provides a list of all documents that are in the review stage, the 
process for CLECs to use to comment on documents, the submit comment link, and links to current 
documentation and past review documents.  The Document Review Web Site is found at 
http://www.qwest.com/wholesale/cmp/review.html. Fill in all required fields and be sure to reference 
the Notification Number listed above. 
  
Timeline 
Planned Updates Posted to Document 
Review Site 

Available September 12, 2005 

CLEC Comment Cycle on 
Documentation Begins 

Beginning September 13, 2005 

CLEC Comment Cycle Ends 5:00 PM, MT September 27, 2005 
Qwest Response to CLEC Comments Available October 12, 2005 
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(if applicable) http://www.qwest.com/wholesale/cmp/review_archive.html
Proposed Effective Date October 27, 2005 
  
If you have any questions on this subject, please submit comments through the following link: 
http://www.qwest.com/wholesale/cmp/comment.html. 
  

 
Sincerely 
 
 
Qwest Corporation 
 
 
Note: In cases of conflict between the changes implemented through this notification and any CLEC 
interconnection agreement (whether based on the Qwest SGAT or not), the rates, terms and conditions of 
such interconnection agreement shall prevail as between Qwest and the CLEC party to such interconnection 
agreement. 
 
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. 
 
If you would like to unsubscribe to mailouts please go to the ''Subscribe/Unsubscribe'' web site and follow the 
unsubscribe instructions. The site is located at: 
 
http://www.qwest.com/wholesale/notices/cnla/maillist.html 
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Expedites and Escalations Overview – V26.0V27.0 
History Log (Link italicized text to: Replace Existing Download With Attached History Log) 

Introduction 
Qwest quickly responds to your escalation or expedite requests offering you clear and complete 
explanations so you can satisfactorily respond to your end-users.  
 
• Expedites are requests for an improved standard interval that is shorter than the interval 

defined in our Service Interval Guide (SIG) (Link italicized text to: 
http://www.qwest.com/wholesale/guides/sig/index.html) or your interconnection Agreement 
(ICA), Individual Case Basis (ICB) or committed to ICB (Ready for Service (RFS) + Interval) 
date. 

• Escalations can be initiated for any issue, at anytime, and at any escalation point.  
Escalations can also be for requests for status or intervention around a missed date. 

The following summarizes the processes used within Qwest for all Wholesale Products and 
Services to handle expedite and escalation requests. 
 

Expedites 
Requesting an expedite follows one of two processes, depending on the product being requested 
and the language in your Interconnection Agreement (ICA).  If the request being expedited is for a 
product on the list of products in the “Pre-Approved Expedites” (see below) and your ICA has 
language supporting expedited requests with a “per day” expedite rate, then the requested does 
not need approval.  If the request being expedited is for a product that is not on the defined list, or 
your ICA does not support a “per day” expedite rate, then the expedited request follows the 
process defined in the “Expedites Requiring Approval” section below. 
 
Expedites Requiring Approval 
For products not listed in the Pre-Approved Expedite section below, (non-designed products such 
as POTS, Centrex or DSL service), or if your ICA does not contain, or has not been amended to 
include language for expedites with an associated “per day” expedite rate for those specified 
designed services, the following expedite process applies.  Expedite charges are not applicable 
with the Expedites Requiring Approval process. 
 
Following is a list of conditions where an expedite is granted: 
• Fire  
• Flood 
• Medical emergency 
• National emergency  
• Conditions where your end-user is completely out of service (primary line) 
• Disconnect in error by Qwest  
• Requested service necessary for your end-user’s grand opening event delayed for facilities or 

equipment reasons with a future RFS date  
• Delayed orders with a future RFS date that meet any of the above described conditions 
• National Security 
• Business Classes of Service unable to dial 911 due to previous order activity 
• Business Classes of Service where hunting, call forwarding or voice mail features are not 

working correctly due to previous order activity where the end-users business is being 
critically affected 
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For any of the above conditions, expedited request can be made either prior to, or after, 
submitting your service request. 
 
To request an expedite on a Local Service Request (LSR) you can either: 

• Submit the request with your expedited due date and populate the EXP field.  Also 
include in REMARKS the reason for the expedited request and then call the Qwest Call 
Center. 

• Submit the request with a due date interval from our SIG (Link italicized text to: 
http://www.qwest.com/wholesale/guides/sig/index.html) or your ICA and then call the 
Qwest Call Center. 

 
In both scenarios, a call to the Qwest Call Center is required on 1-888-796-9087 to process 
the expedited request. 

 
To request an expedite on service requests issued via an Access Service Request (ASR), you 
may use either of the options described above for LSRs to submit the ASR.  You should then call 
1 800-244-1271   

 
You may be asked to provide verification of the expedited reason or situation for any of the 
expedite reasons listed above.  In some cases, you may be asked for the service order number 
that caused the expedite condition, such as the service order number that caused the hunting or 
call forwarding expedite. The type of verification required will depend on the specific 
circumstances of the expedite and will be determined on an Individual Case Basis (ICB). 

 
Once your expedite request is received, your Wholesale representative will review the request 
based on the previous list of available expedite scenarios to determine if the request is eligible for 
an expedite.  If approved, the next step is to contact our Network organization to determine 
resource availability.  
 
Depending on the type of service on the account, the following action is taken once the request is 
determined to be eligible for an expedited due date: 
 
Non-Designed/No Dispatch Required 
For requests that do not require a dispatch, the order is issued with the expedited due date. 
 
Non-Designed/Dispatch Required 
For requests that require a dispatch, the Network organization is contacted to determine 
Technician availability.  If appointments are available on the requested due date, your expedite is 
granted.  If no appointments are available, then Qwest will offer an alternative date, if one is 
available, prior to the requested due date.  You can expect to receive a response to your 
expedited request usually within four business hours. 
 
Designed Services 
For Designed Services, the Network organization is contacted to determine resource availability 
for the Central Office and Outside Technicians as well as for the Testers that work with you to 
accept the service.  You can expect to receive a response usually within four business hours. 
 
Approved Expedited Requests 
 
If the expedited request is approved and the original request contained the expedited due date 
and the EXP field was populated, Qwest will return a Firm Order Confirmation (FOC) 
acknowledging the agreed to expedited due date.  If the expedited or agreed to due date is 
different from what was originally submitted on the ASR or LSR, Qwest will contact you and 
request that you supplement your request with the agreed to expedited date.  The EXP field on 
the supplement ASR or LSR must also be populated.  If the supplement is not received within 
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four business hours, Qwest will continue to process the ASR or LSR as if the expedited request 
was not received and will FOC back the standard interval or the original due date provided on the 
ASR or LSR if it was longer than the standard interval. 
 
 
 
Denied Expedited Requests 
 
If denied, then we will provide you reasons that the request was denied or we will offer an 
alternative date that we could install the service.  If the request is denied, and you still want to 
continue to have Qwest provision the service request, Qwest will return a FOC with the standard 
interval or the original due date provided on the FOC if it was longer than the standard interval. 
 
Pre-Approved Expedites 
 
The Pre-Approved expedite process is available in all states except Washington for the products 
listed below when your ICA contains language for expedites with an associated per day expedite 
charge.  An expedite charge applies per ASR or LSR for every day that the due date interval is 
improved, based on the standard interval in the SIG, ICA, or ICB criteria as described above.  It is 
not necessary for you to call into Qwest to have the expedite approved.  To expedite a service 
request on an ASR or  LSR you must populate the EXP field and put the desired expedited due 
date in the DDD field on the ASR or LSR. 
 
NOTE:  If you order Resold Design Products, which are identified below, you do not need to sign 
an amendment.  You are automatically included based on the terms and conditions outlined in the 
ICA and individual state tariffs, catalogs or price lists. 
 
When Qwest receives an ASR or LSR with the EXP populated and the DDD is less than the 
standard interval, Qwest will determine if the request is eligible for an expedite without a call from 
you.  If the request meets the criteria for the Pre-Approved Expedite process, Qwest will process 
the request and return a FOC acknowledging the expedited due date.  The appropriate expedite 
charge will be added to your service order. 
 
If the request does not meet the criteria for the Pre-Approved Expedite process, the ASR or LSR 
will be processed under the guidelines for Expedites Requiring Approval as described above. 
 
Following is a list of the products, which require an amendment and may be expedited that will 
receive the appropriate Expedite Charge: 

• UBL all except 2w/4w analog 
• UBL DID (Unbundled digital trunk) 
• UBL DS1 (Unbundled digital trunk facility) 
• UNE-C PL (EEL) 
• UNE-P ISDN BRI 
• UNE-P DSS Facility 
• UNE-P DSS Trunk 
• UNE-P PRI ISDN Facility 
• UNE-P PRI ISDN Trunk 
• UNE-P PBX Designed Trunks 
• UNE-P PBX DID IN-Only Trunks 
• Port In/Port Within associated with any of the applicable designed products listed above  
• UDIT 
• LIS 
• CCSAC SS7 Trunk or Facility 
• Unbundled Dark Fiber 
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Following is a list of Resold Designed Products, which do not require an amendment, which may 
be expedited and will receive the appropriate expedite charge: 

• Analog PBX DID 
• Private Line (DS0, DS1, DS3 or above) 
• ISDN PRI T1 
• ISDN PRI Trunk  
• ISDN BRI Trunk 
• Frame Relay Trunk 
• DESIGNED TRUNKS (Includes designed PBX trunks) Trunk 
• MDS / MDSI (IIS Only) 
• DPAs (multiple DPAs or FX, FCO) Trunk 
• Port In/Port Within associated with any of the applicable designed products listed above  

 
Note:  Any requests that are expedited due to a Qwest caused reason, do not incur an expedite 
charge.  Additionally, if the due date of an expedited request is missed due to Qwest reasons, 
expedite charges do not apply. 
 
If the order becomes a Delayed Order on the due date, Qwest will cooperatively work with you to 
obtain the best Ready For Service date (RFS) possible and expedite charges do not apply. 
 
If an order becomes delayed for facilities prior to the due date, once Qwest establishes a new 
RFS it is communicated to you via the FOC.  If you do not accept the due date that is 
established and request to expedite the RFS, expedite charges may apply.  Each expedited 
delayed order request will be reviewed on an ICB to determine if expedite charges apply.  If 
the expedited due date request results in Qwest incurring additional costs to improve the date 
that was FOC’d, expedite charges apply.  Qwest will advise you if expedite charges apply prior 
to confirming the expedited request to obtain approval from you, or offer an alternate date 
that Qwest can meet.  The expedite charges will be based on the number of days improved 
from the original RFS date.  
 
Expedites Supporting Non-Qwest caused Restoral Requests 
 
This process includes Restoral Requests on Resale/UNE-P/Retail to Resale or UNE-P 
Conversions and Transfer of Service when the service orders have completed.  This process 
applies to Resale/UNE-P POTS, Resale/UNE-S and Resale UNE-P Centrex 21 products, 
including DSL. 
 
You will follow this documented Expedite process as outlined when you require an expedite to a 
standard interval in order to restore an end-user due to a Non-Qwest caused out of service 
condition.  An expedite restoral request is a result of your inability to complete a conversion or 
outside move service request where you were unable to cancel or change the due date on the 
service order(s) prior to order completion.  Restoral requests may involve you alone, a Qwest 
Retail account and you, or you and a different CLEC on conversion and outside move (T & F) 
type service order’s.  Restoral requests will be accepted for both full and partial restorals. 
 
When an expedite restoral request situation occurs, refer to the following when you prepare your 
service request:  
• Issue the Restoral Request LSR as directed per the Decision Charts and order type 

scenario’s. 
• Populate the RPON field with the PON used on the original LSR if available 
• Populate the EXP field 
• Populate Manual IND = Y 
• The REMARKS field can be populated with the specific reason for the request such as: 
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Qwest Response to Document In Review 
 

Response Date: October 12, 2005 

Document: Process Notification 
Original Notification Date: September 12, 2005 
Notification Number: PROS.09.12.05.F.03242.Expedites_Escalations_V27 
Category of Change: Level 3 
 
Qwest recently posted proposed updates to Expedites and Escalations V27.  CLECs were invited 
to provide comments to these proposed changes during a Document Review period from 
September 13, 2005 through September 27, 2005.  The information listed below is Qwest’s 
Response to CLEC comments provided during the review/comment cycle.   
 
Resources: 
Customer Notice Archive http://www.qwest.com/wholesale/cnla/ 
Document Review Site http://www.qwest.com/wholesale/cmp/review.html 
 
If you have any questions on this subject or there are further details required, please contact 
Qwest’s Change Management Manager at cmpcomm@qwest.com. 
 
 
Qwest Response to Product/Process Expedites and Escalations V27 Comments 
 
# Page/Section CLEC Comment Qwest Response 
1  Eschelon 

September 13, 2005 
Comment: 
PROS.09.12.05.F.03242.Ex
pedites_Escalations_V27, 
indicates that 2/4 Wire 
Analog Loops will be added 
as a valid product to the 
Pre-Approved Expedite 
Process.  What is the rate 
for a 2/4 Wire Analog Loop 
Pre-Approved Expedite?  
Thank you.  

The rate for a 2/4 Wire Analog Loop Pre-
Approved Expedite is outlined in the Expedite 
Agreement rate sheet that can be reviewed in 
the Negotiation Template Agreement at this 
URL:  
http://www.qwest.com/wholesale/clecs/sgats
wireline.html. 
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Escalation 
Company: McLeodUSA 
CR#: PROS.09.12.05.F.03242.Expedites_Escalations_V27 
Status Code: Completed 
 
= = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = =  
Description: 
2w/4w analog loops are no longer an exception in the Pre-Approved 
Expedite process. Thus Qwest will begin charging $200 per circuit per 
day expedite fee instead of following the existing process of approving 
expedites based upon the Expedites Requiring Approval process. 
 
History of Item: 
McLeodUSA was not even aware this issue was on table for discussion. 
 
Reason for Escalation / Dispute: 
McLeodUSA wants 2w/4w loops to remain in the Expedites Requiring 
Approval process and thus incur no charges for an approved expedite. 
 
Business Need and Impact: 
Makes it almost impossible for McLeodUSA to expedite with such a high 
charge for just 2w/4w loop service. 
 
Desired CLEC Resolution: 
McLeodUSA wants 2w/4w loops to remain in the Expedites Requiring 
Approval process and thus incur no charges for an approved expedite. 
 
= = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = =  
 
Lead Submitter: 
Name: James LeBlanc 
Title: Vendor Manager 
Phone Number: 918-419-3496 
E-mail Address: james.leblanc@mcleodusa.com 
 
Joint Submitters: 
  
  
  
  
 
Date/Time Submitted:  Thu Oct 27 2005 13:40:13 GMT-0500 (Central 
Daylight Time) 
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Escalation #39 Regarding PROS.09.12.05.F.03242.Expedites_Escalations_V27 
 
November 4, 2005 
 
James LeBlanc 
McLeodUSA 
 
Subject: McLeodUSA Escalation on 

PROS.09.12.05.F.03242.Expedites_Escalations_V27 
 
This letter is Qwest’s binding response to your October 27, 2005 escalation regarding 
PROS.09.12.05.F.03242.Expedites_Escalations_V27, which changed the expedite 
process to include 2w/4w analog loops. 
 
Qwest has reviewed the formal escalation and maintains its position to include 2w/4w 
analog loops in the expedite process.   
 
We researched McLeod’s comments regarding not being aware that the issue was on the 
table for discussion, Qwest sent notification 
PROS.09.12.05.F.03242.Expedites_Escalations_V27 to the CLEC community on 
September 12, 2005.  With that notification, Qwest also included a summary of the 
changes that were planned to occur and also made available a red-lined copy of the 
updated PCAT.  
 
As part of the notification, Qwest provided the following summary: 
 
Qwest is changing its Expedite process to include all loop types in order to create 
consistencies across the product line.  2w/4w analog loops are no longer an exception in 
the Pre-Approved Expedite process.  Additionally, Qwest is also including requests for 
Port In/Port Within that are associated with one of applicable designed services that are 
already included in the Pre-Approved Expedite Process.  Customers who currently have 
an expedite amendment will automatically be included in this change. 
 
CLEC customers were encouraged to review the proposed changes and provide 
comment at any time during the 15-day comment review period, which ended at 5:00 
PM, MT September 27, 2005.  Qwest only received one comment associated with this 
change, questioning what the rate would be and Qwest responded to those comments 
on October 12, 2005, (Pros.10.12.05.f.03344.final_exp_escl_v27), pointing 
customers to the negotiations template. 
 
In response to McLeod’s concern around the costs associated with an expedited request; 
discussion around rates associated with an Interconnection Agreement are outside the 
scope of the CMP process. 
 
Qwest maintains its position that 2w/4w analog loops be included in the pre-approved 
expedite process to create consistencies across the UBL product line as well as other 
products that follow the designed services flow. 
 
Loretta Huff 
Qwest Wholesale  
Director Program/Project Mgmt 
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Announcement Date: October 19, 2005 
Proposed Effective Date: January 3, 2006 

Document Number: PROS.10.19.05.F.03380.ExpeditesEscalationsV30 
Notification Category: Process Notification 
Target Audience: CLECs, Resellers 
Subject: CMP - Expedites and Escalations V30 
Level of Change: Level 3 
  
Summary of Change: 
On October 19, 2005, Qwest will post planned updates to its Wholesale Product Catalog that 
include new/revised documentation for Expedites and Escalations V30.  These will be posted to 
the Qwest Wholesale Document Review Site located at 
http://www.qwest.com/wholesale/cmp/review.html.  
  
Qwest is changing its Expedite process to require an expedite amendment to be signed for 
expedited requests that involve products that follow the designed services flow in order to bring 
parity across its entire customer base.  Qwest recognizes that time is required for some 
customers to get amendments signed and is therefore extending the implementation of the 
Level 3 process change beyond the allotted 45 day time frame.   
  
Current operational documentation for this product or business procedure is found on the Qwest 
Wholesale Web Site at this URL: http://www.qwest.com/wholesale/clecs/exescover.html.   
  
Comment Cycle: 
CLEC customers are encouraged to review these proposed changes and provide comment at 
any time during the 15-day comment review period.  Qwest will have up to 15 days following the 
close of the comment review to respond to any CLEC comments. This response will be included 
as part of the final notification.  Qwest will not implement the change sooner than 15 days 
following the final notification. 
  
Qwest provides an electronic means for CLEC customers to comment on proposed changes.  
The Document Review Web Site provides a list of all documents that are in the review stage, 
the process for CLECs to use to comment on documents, the submit comment link, and links to 
current documentation and past review documents.  The Document Review Web Site is found 
at http://www.qwest.com/wholesale/cmp/review.html. Fill in all required fields and be sure to 
reference the Notification Number listed above. 
  
Timeline: 
Planned Updates Posted to 
Document Review Site 

Available October 19, 2005 

CLEC Comment Cycle on 
Documentation Begins 

Beginning October 20, 2005 

CLEC Comment Cycle Ends 5:00 PM, MT November 03, 2005 

                      
Page 26



Qwest Response to CLEC 
Comments (if applicable) 

Available November 18, 2005 
http://www.qwest.com/wholesale/cmp/review_archive.html

Proposed Effective Date January 3, 2006 
  
If you have any questions on this subject, please submit comments through the following link: 
http://www.qwest.com/wholesale/cmp/comment.html. 
  

 
Sincerely 
 
 
Qwest Corporation 
 
 
Note: In cases of conflict between the changes implemented through this notification and any CLEC 
interconnection agreement (whether based on the Qwest SGAT or not), the rates, terms and conditions of 
such interconnection agreement shall prevail as between Qwest and the CLEC party to such 
interconnection agreement. 
 
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. 
 
If you would like to unsubscribe to mailouts please go to the ''Subscribe/Unsubscribe'' web site and follow 
the unsubscribe instructions. The site is located at: 
 
http://www.qwest.com/wholesale/notices/cnla/maillist.html 
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Expedites and Escalations Overview – V29.0V30.0 
History Log (Link italicized text to: Replace Existing Download With Attached History Log) 

Introduction 
Qwest quickly responds to your escalation or expedite requests offering you clear and complete 
explanations so you can satisfactorily respond to your end-users.  
 
• Expedites are requests for an improved standard interval that is shorter than the interval 

defined in our Service Interval Guide (SIG) (Link italicized text to: 
http://www.qwest.com/wholesale/guides/sig/index.html) or your interconnection Agreement 
(ICA), Individual Case Basis (ICB) or committed to ICB (Ready for Service (RFS) + Interval) 
date. 

• Escalations can be initiated for any issue, at anytime, and at any escalation point.  
Escalations can also be for requests for status or intervention around a missed date. 

The following summarizes the processes used within Qwest for all Wholesale Products and 
Services to handle expedite and escalation requests. 
 

Expedites 
Requesting an expedite follows one of two processes, depending on the product being requested 
and the language in your Interconnection Agreement (ICA).  If the request being expedited is for a 
product on the list of productscontained in the “Pre-Approved Expedites” section below(see 
below), and your ICA hasmust contain language supporting expedited requests with a “per day” 
expedite rate, then the requested does not need approval.  If the request being expedited is for a 
product that is not on the defined list, or your ICA does not support a “per day” expedite rate, then 
the expedited request follows the process defined in the “Expedites Requiring Approval” section 
below. 
 
Expedites Requiring Approval 
For products not listed in the Pre-Approved Expedite section below, (non-designed products such 
as POTS, Centrex or DSL service), or if your ICA does not contain, or has not been amended to 
include language for expedites with an associated “per day” expedite rate for those specified 
designed services, the following expedite process applies.  Expedite charges are not applicable 
with the Expedites Requiring Approval process. 
 
Following is a list of conditions where an expedite is granted: 
• Fire  
• Flood 
• Medical emergency  
• National emergency  
• Conditions where your end-user is completely out of service (primary line) 
• Disconnect in error by Qwest  
• Requested service necessary for your end-user’s grand opening event delayed for facilities or 

equipment reasons with a future RFS date  
• Delayed orders with a future RFS date that meet any of the above described conditions 
• National Security  
• Business Classes of Service unable to dial 911 due to previous order activity 
• Business Classes of Service where hunting, call forwarding or voice mail features are not 

working correctly due to previous order activity where the end-users business is being 
critically affected 
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For any of the above conditions, expedited request can be made either prior to, or after, 
submitting your service request. 
 
To request an expedite on a Local Service Request (LSR) you can either: 

• Submit the request with your expedited due date and populate the EXP field.  Also 
include in REMARKS the reason for the expedited request and then call the Qwest Call 
Center. 

• Submit the request with a due date interval from our SIG (Link italicized text to: 
http://www.qwest.com/wholesale/guides/sig/index.html) or your ICA and then call the 
Qwest Call Center. 

 
In both scenarios, a call to the Qwest Call Center is required on 1-888-796-9087 to process 
the expedited request. 

 
To request an expedite on service requests issued via an Access Service Request (ASR), you 
may use either of the options described above for LSRs to submit the ASR.  You should then call 
1 800-244-1271   

 
You may be asked to provide verification of the expedited reason or situation for any of the 
expedite reasons listed above.  In some cases, you may be asked for the service order number 
that caused the expedite condition, such as the service order number that caused the hunting or 
call forwarding expedite. The type of verification required will depend on the specific 
circumstances of the expedite and will be determined on an Individual Case Basis (ICB). 

 
Once your expedite request is received, your Wholesale representative will review the request 
based on the previous list of available expedite scenarios to determine if the request is eligible for 
an expedite.  If approved, the next step is to contact our Network organization to determine 
resource availability.  
 
Depending on the type of service on the account, the following action is taken once the request is 
determined to be eligible for an expedited due date: 
 
Non-Designed/No Dispatch Required 
For requests that do not require a dispatch, the order is issued with the expedited due date. 
 
Non-Designed/Dispatch Required 
For requests that require a dispatch, the Network organization is contacted to determine 
Technician availability.  If appointments are available on the requested due date, your expedite is 
granted.  If no appointments are available, then Qwest will offer an alternative date, if one is 
available, prior to the requested due date.  You can expect to receive a response to your 
expedited request usually within four business hours. 
 
Designed Services 
For Designed Services, the Network organization is contacted to determine resource availability 
for the Central Office and Outside Technicians as well as for the Testers that work with you to 
accept the service.  You can expect to receive a response usually within four business hours. 
 
Approved Expedited Requests 
 
If the expedited request is approved and the original request contained the expedited due date 
and the EXP field was populated, Qwest will return a Firm Order Confirmation (FOC) 
acknowledging the agreed to expedited due date.  If the expedited or agreed to due date is 
different from what was originally submitted on the ASR or LSR, Qwest will contact you and 
request that you supplement your request with the agreed to expedited date.  The EXP field on 
the supplement ASR or LSR must also be populated.  If the supplement is not received within 
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four business hours, Qwest will continue to process the ASR or LSR as if the expedited request 
was not received and will FOC back the standard interval or the original due date provided on the 
ASR or LSR if it was longer than the standard interval. 
 
 
 
Denied Expedited Requests 
 
If denied, then we will provide you reasons that the request was denied or we will offer an 
alternative date that we could install the service.  If the request is denied, and you still want to 
continue to have Qwest provision the service request, Qwest will return a FOC with the standard 
interval or the original due date provided on the FOC if it was longer than the standard interval. 
 
Pre-Approved Expedites 
 
The Pre-Approved expedite process is available in all states except Washington for the products 
listed below when your ICA contains language for expedites with an associated per day expedite 
charge.   
 
Note:  Resold Designed products are automatically included based on the terms and 
conditions outlined in the ICA and individual state tariffs, catalogs or price lists. 
 
For products other than the Resold Design products identified below, if your contract does 
not contain the appropriate expedite language, you will not be able to expedite the request 
unless the expedite is due to a Qwest caused reason. 
 
The Expedites Requiring Approval section of this procedure does not apply to any of the 
products listed below (unless you are ordering services in the state of WA). 
 
An expedite charge applies per ASR or LSR for every day that the due date interval is improved, 
based on the standard interval in the SIG, ICA, or ICB criteria as described above.  It is not 
necessary for you to call into Qwest to have the expedite approved.  To expedite a service 
request on an ASR or LSR you must populate the EXP field and put the desired expedited due 
date in the DDD field on the ASR or LSR. 
 
NOTE:  If you order Resold Design Products, which are identified below, you do not need to sign 
an amendment.  You are automatically included based on the terms and conditions outlined in the 
ICA and individual state tariffs, catalogs or price lists. 
 
When Qwest receives an ASR or LSR with the EXP populated and the DDD is less than the 
standard interval, Qwest will determine if the request is eligible for an expedite without a call from 
you.  If the request meets the criteria for the Pre-Approved Expedite process, Qwest will process 
the request and return a FOC acknowledging the expedited due date.  The appropriate expedite 
charge will be added to your service order. 
 
If the request does not meet the criteria for the Pre-Approved Expedite process, the ASR or LSR 
will be processed under the guidelines for Expedites Requiring Approval as described aboveusing 
the standard interval that is defined in the Standard Interval Guide for Resale, UNE and 
Interconnection Services (Link italicized text to: 
http://www.qwest.com/wholesale/guides/sig/index.html). 
 
Following is a list of the products, which require an amendmentexpedite language in the ICA and 
may be expedited that will receive the appropriate Expedite Charge: 

• UBL all except 2w/4w analog 
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• UBL DID (Unbundled digital trunk) 
• UBL DS1 (Unbundled digital trunk facility) 
• UNE-C PL (EEL) 
• UNE-P ISDN BRI 
• UNE-P DSS Facility 
• UNE-P DSS Trunk 
• UNE-P PRI ISDN Facility 
• UNE-P PRI ISDN Trunk 
• UNE-P PBX Designed Trunks 
• UNE-P PBX DID IN-Only Trunks 
• UDIT 
• LIS 
• CCSAC SS7 Trunk or Facility 
• Unbundled Dark Fiber 

 
Following is a list of Resold Designed Products, which do not require an amendment, which may 
be expedited and will receive the appropriate expedite charge: 

• Analog PBX DID 
• Private Line (DS0, DS1, DS3 or above) 
• ISDN PRI T1 
• ISDN PRI Trunk  
• ISDN BRI Trunk 
• Frame Relay Trunk 
• DESIGNED TRUNKS (Includes designed PBX trunks) Trunk 
• MDS / MDSI (IIS Only) 
• DPAs (multiple DPAs or FX, FCO) Trunk 

 
Note:  Any requests that are expedited due to a Qwest caused reason, do not incur an expedite 
charge.  Additionally, if the due date of an expedited request is missed due to Qwest reasons, 
expedite charges do not apply. 
 
If the order becomes a Delayed Order on the due date, Qwest will cooperatively work with you to 
obtain the best Ready For Service date (RFS) possible and expedite charges do not apply. 
 
If an order becomes delayed for facilities prior to the due date, once Qwest establishes a new 
RFS it is communicated to you via the FOC.  If you do not accept the due date that is established 
and request to expedite the RFS, expedite charges may apply.  Each expedited delayed order 
request will be reviewed on an ICB to determine if expedite charges apply.  If the expedited due 
date request results in Qwest incurring additional costs to improve the date that was FOC’d, 
expedite charges apply.  Qwest will advise you if expedite charges apply prior to confirming the 
expedited request to obtain approval from you, or offer an alternate date that Qwest can meet.  
The expedite charges will be based on the number of days improved from the original RFS date.  
 
Expedites Supporting Non-Qwest caused Restoral Requests 
 
This process includes Restoral Requests on Resale/UNE-P/Retail to Resale or UNE-P 
Conversions and Transfer of Service when the service orders have completed.  This process 
applies to Resale/UNE-P POTS, Resale/UNE-S and Resale UNE-P Centrex 21 products, 
including DSL. 
 
You will follow this documented Expedite process as outlined when you require an expedite to a 
standard interval in order to restore an end-user due to a Non-Qwest caused out of service 
condition.  An expedite restoral request is a result of your inability to complete a conversion or 
outside move service request where you were unable to cancel or change the due date on the 
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service order(s) prior to order completion.  Restoral requests may involve you alone, a Qwest 
Retail account and you, or you and a different CLEC on conversion and outside move (T & F) 
type service order’s.  Restoral requests will be accepted for both full and partial restorals. 
 
When an expedite restoral request situation occurs, refer to the following when you prepare your 
service request:  
• Issue the Restoral Request LSR as directed per the Decision Charts and order type 

scenario’s. 
• Populate the RPON field with the PON used on the original LSR if available 
• Populate the EXP field 
• Populate Manual IND = Y 
• The REMARKS field can be populated with the specific reason for the request such as: 

� Restoral request Full, Resale to UNE-P conv, restore original service, Or 
� Restoral request, Partial, Resale to UNE-P conv, restore original service, Or 
� Restoral request, Partial, UNE-P to Resale conv, restore original service, Or 
� Restoral request, Full, Resale or UNE-P T&F, restore F location, etc., Or 
� Restoral Request, Restore original full service back to CLEC XXXX, Or 
� Restoral Request, Restore original partial service back to CLEC XXXX, Or 
� Restoral Request, Restore original F Loc service, full/partial back to old CLEC 
� Restoral Request, Disc service, restore original Retail service, full/partial 

• Contact the Wholesale Interconnect Services Center (ISC) at 888 796-9087 
• Open an Escalation ticket. 
• Request a Warm Transfer to the Customer Service Inquiry and Education Center (CSIE) Tier 

1 support group.  
• Request a Restoral Request for Previous Service. 
• Provide LSR ID if appropriate per Decision Chart and order type scenario’s. 
Benefits 
• Expedited intervals for restoral of previous service 
• Uniform documented process for restoral requests 
• Qwest will negate the one month minimum billing on a disconnect or conversion service order 

as applicable. 
 
Restrictions 
• You must issue appropriate LSRs first (if directed to do so per the Decision Chart below) 

followed by opening a Call Center escalation ticket.  Restoral requests received prior to new 
LSR issuance will not be accepted, excludes Qwest Retail restorals. 

• Standard intervals must be used when submitting LSRs, CSIE will expedite due date 
appropriately for restoral 

• Expedited restoral requests must be requested within 24 hours, extending into the next 
business day, following the LSR completion date.  Restoral requests received after 3 PM will 
be considered next business day work activity; this includes restoral requests received after 3 
PM on Saturday based on the SIG (except for DSL).” 

• Service being restored must be the same type of service with same features, same TN’s, etc. 
as was previously provisioned.  Full or partial restorals are acceptable. 

• Qwest will reuse facilities when the facilities are available for the restoral. 
• All applicable recurring and non-recurring charges will apply, based on order completion and 

physical work that was completed or needs to be completed to restore service. Retail 
practices will apply when restoring Qwest Retail accounts. 

• When a restoral involves two CLECs, it is up to you and the old CLEC to coordinate and 
agree upon an expedite, prior to opening up the Call Center Escalation ticket(s). 

• Expedite charges may apply based upon individual interconnection agreements, state tariffs 
or SGATS. 
 

The following Order Type Scenario’s are included in this restoral process: 
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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 Migration to new CLEC with move via single LSR  
7. Resale to UNE-P Conversion as is, to a new CLEC 
8. Resale to UNE-P Conversion as specified, to a new CLEC 
9. UNE-P to Resale Conversion as is, to a new CLEC  
10. UNE-P to Resale Conversion as is, to a 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 
 
Decision Chart, Scenario’s 1-5, Same CLEC 

IF AND THEN 
Conversion, Migration and/or 
Move Service Order has 
completed  

You want full or partial restoral 
of previous service 

• Issue Restoral Request LSR 
as appropriate based on 
order scenario and order 
completion, such as a New 
Connect, Change or 
Conversion with or without 
move, Transfer of Service or 
Disconnect 

• Follow expedite procedures 
 

 
 
Decision Chart, Scenario’s 6-10, To a New CLEC 

IF AND THEN 
Conversion, Migration and/or 
Move Service Order has 
completed  

You want full or partial restoral 
of previous service 

• Either the end-user, or the 
new CLEC and the end-user 
must contact the old CLEC’s 
Customer Contact Center 
and request that the end-
user’s service be re-
established as previously 
provisioned for the old 
CLEC on Resale or UNE-P 
service 

• Old CLEC must follow 
expedite procedures 

• Old CLEC will issue 
Restoral Request LSR as 
appropriate based on order 
scenario and order 
completion, such as a New 
Connect, Change or 
Conversion with or without 
move 

• New CLEC must follow 
expedite procedures 

• New CLEC will issue 
Disconnect LSR if required  
based on order scenario 
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and order completion 
• Old and new CLECs will 

coordinate their order 
activity 

• Contact your Qwest Service 
Manager if you require 
assistance with old CLEC 
contact 

 
Decision Chart, Scenario’s 11-13, Conversion from Qwest Retail to New CLEC 

IF AND THEN 
Conversion, Migration and/or 
Move Service Order has 
Completed  

You want full or partial restoral 
of previous service 

• Contact the Wholesale 
ISC Call Center at 888 
796-9087 

• Open an Escalation ticket 
• Request a warm transfer 

to the CSIE Tier 1 support 
group 

• Place a verbal Restoral 
Request for Previous 
Retail Service, full or 
partial restoral  

• CSIE will advise you if a 
new LSR will need to be 
issued by you 

• If a new LSR is needed 
and is not issued within 2 
business hours, the 
escalation ticket will be 
closed. If this occurs, the 
CLEC must start the 
expedite process again 
once the LSR has been 
issued as directed. 

 

 

Escalations 
Escalations are a request for status or intervention around a missed critical date such as:  
• Plant Test Date (PTD)  
• Due Date (DD)  
• Ready For Service (RFS)  
 
Qwest’s Service Centers pro-actively escalate any critical dates in jeopardy and will notify you.  If, 
however, you find it necessary to initiate an escalation, call the assigned Qwest Wholesale 
Center Representative at one of the numbers listed in the Expedites section for assistance.  
Regardless of how initiated, by you or internally, Qwest escalation roles and responsibilities can 
be summarized as: 
• Qwest Wholesale Center Representatives 

Local Service Request (LSR) or Access Service Request (ASR) escalations related to 
Rejects/Delayed orders, critical dates and Firm Order Confirmations (FOC). 

• Qwest Service Manager 
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Involved only after normal processes fail to resolve the escalation to your satisfaction. 
Evaluates the situation based on commitments managing associated resolution activities.  

• Qwest Senior Service Manager/Director 
Involved only when the Service Manager’s efforts are unsuccessful.  Provides direction to 
those working the issue, partnering with Center Coaches and Team leaders.  

• Qwest Senior Service Director/Vice President 
Contacted for direction and/or assistance for those working the escalation, providing timely 
status updates back to the prior level and you directly. 

Escalations – Maintenance and Repair 
At your discretion, you may initiate an escalation of your trouble report through our electronic 
interface Customer Electronic Maintenance and Repair (CEMR) or by calling either the Account 
Maintenance Support Center (AMSC) for Unbundled Network Elements (UNEs) and Complex 
services or the Repair Call Handling Center (RCHC) for Plain Old Telephone Service (POTS) and 
Non-Complex services.  Refer to our Maintenance and Repair Overview (Link italicized text to: 
http://www.qwest.com/wholesale/clecs/maintenance.html) for additional information.  You will be 
referred to Held, Escalated & Expedited Tool (HEET) (Link italicized text to: 
http://www.qwest.com/wholesale/systems/heet.html) for ongoing status if your service was 
requested on an ASR.  
 
Escalations – Technical Escalation Process 
Additional information about the Technical Escalation Process can be obtained from Qwest’s 
Operations Support Systems General Information.  (Link italicized text to: 
http://www.qwest.com/wholesale/systems/generalinfo.html)   
Note: Occasionally, your end-user may find their way to the Qwest Wholesale Center or Qwest 
Service Manager and our Wholesale Center Representatives will explain that you are our 
customer and direct them to you for assistance. 
 
Should you have questions, or need additional information related to the expedite or escalation 
processes defined above, contact your Qwest Service Manager (Link italicized text to: 
http://www.qwest.com/wholesale/clecs/accountmanagers.html) for assistance. 

 

Training 
Qwest 101 "Doing Business With Qwest"  
This introductory instructor-led training course is designed to teach the CLEC and Reseller how to 
do business with Qwest. It will provide a general overview of products and services, Qwest billing 
and support systems, processes for submitting service requests, reports, and web resource 
access information. Click here (Link italicized text to: 
http://www.qwest.com/wholesale/training/ilt_desc_qwest_101.html) for course detail and 
registration information. 
 

 

Contacts 
Qwest contact information is located in Wholesale Customer Contacts. (List italicized text to: 
http://www.qwest.com/wholesale/clecs/escalations.html)  
Expedites and Escalations  
• Local Service Requests (LSRs)  
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Wholesale Center 
Tier Responsibility Activity Contacts  
Tier 0 Interconnect Service Center (ISC) First point of contact 

for CLECs 
Ticket opened 

888-796-9087 
 

Tier 1 Customer Service Inquiry and 
Education Center (CSIE) 

Respond to issues not 
resolved at Tier 0 

888-796-9087 

Tier 2 Subject Matter Expert (SME), Team 
Leaders, Team Coaches 

Respond to issues not 
resolved at Tier 1 

 800-366-9974 
 

Tier 3 Appropriate Qwest Service 
Manager 

Respond to issues not 
resolved at Tier 2 

Service Manager 
(Link italicized text to: 
http://www.qwest.com
/wholesale/clecs/acco
untmanagers.html) 

 
NOTE: The Interconnect Service Center (ISC) will not be available for transfers after 8:00 PM 
Mountain Time Monday through Friday and transfers will not be available on Saturday.  Qwest’s 
Service center is available to assist with your needs and, if additional assistance is required you 
will be transferred to the customer Service Inquiry and Education (CSIE) Center until 8:00 PM 
MTN Time Monday – Friday.  If additional assistance is required after 8:00 PM or on Saturday, 
Qwest will coordinate a call back or provide additional assistance as needed. 
 
A call center ticket is opened on every call into the ISC or the CSIE Center.  Upon resolution of 
the ticket a close code is assigned to the ticket.  Upon request the close code is provided to you.  
Should you disagree with the codes used to close the ticket you will use the escalation process. 
For a list of the close codes used at the CSIE level see the Call Center Database Ticket Reports 
section of the Ordering Overview PCAT (Link italicized text to: 
http://www.qwest.com/wholesale/clecs/ordering.html). 
 
• Access Service Requests (ASRs)  

 Products & Services Contacts Fax 

 All  800-244-1271  800-335-5680 
 

 
 

 

 

Frequently Asked Questions 
This section is currently being compiled based on your feedback. 

 
Last Update:  October 18, 2005January 3, 2006 
 
META Tags: Expedites; Escalations 
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Qwest Response to Document In Review 
 

Response Date: November 18, 2005 

Document: Process: Expedites and Escalations V30  
Original Notification Date: October 19, 2005 
Notification Number: PROS.10.19.05.F.03380.ExpeditesEscalationsV30 
Category of Change: Level 3 
 
Qwest recently posted proposed updates to Expedites and Escalations V30   CLECs were invited 
to provide comments to these proposed changes during a Document Review period from October 
20, 2005 through November 3, 2005.  The information listed below is Qwest’s Response to CLEC 
comments provided during the review/comment cycle.   
 
Resources: 
Customer Notice Archive http://www.qwest.com/wholesale/cnla/ 
Document Review Site http://www.qwest.com/wholesale/cmp/review.html 
 
If you have any questions on this subject or there are further details required, please contact 
Qwest’s Change Management Manager at cmpcomm@qwest.com. 
 
 
Qwest Response to Product/Process Expedites and Escalations V30   Comments 
 
As a course of doing documentation updates, it is not unusual for multiple changes to be in 
process at any given time.  These changes may or may not ultimately be implemented.  Therefore, 
CMP standard practice is to base the proposed changes on the current production Version, not a 
Version that is in process.  It appears that this practice led to the submittal of comments by the 
CLECs during the V30 comment cycle that actually addressed changes made in V27 of this 
document.   
 
The picture below provides a timeline of the changes that have been made to this document.  
Version 27 of the document included the change to make 2w/4w analog loops eligible for expedite 
payments.  That change was not commented on (other than a clarifying question on the rate) 
during the comment cycle and became effective on 10/27/05.  Because Version 28 had already 
become effective, Version 31 was issued -- and merged the Version 27 changes with the Version 
28 changes.   
 
Meanwhile Version 30, which added language requiring an amendment to address expedites, had 
been created.  Because Version 30 was created before Version 27 had taken effect, it did not 
include the Version 27 language per CMP practice.  The Version 30 changes will be incorporated 
into the version that is in production on 1/3/06.  
 
Several of the comments received on the Version 30 document actually address changes that 
were made in Version 27.  Qwest will not respond to the comments which address Version 27 
changes but will respond to comments related to the Version 30 amendment language. 
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7/25

7/18/2005 1/6/2006
8/1 8/8 8/15 8/22 8/29 9/5 9/12 9/19 9/26 10/3 10/10 10/17 10/24 10/31 11/7 11/14 11/21 11/28 12/5 12/12 12/19 12/26 1/2

V26 in Effect

V27

V28

V28 (based on
production V26)

Posted for Review
09/23/05

Effective 10/14/05

V28
Eff 10/14

V29

V29 (based on
prod V28)

Noticed 10/17
Retracted 10/18

V30 (based on Production V28

V27 (based on prod V26)
Identifies 2w/4w analog loops as

eligible for expedite charges
Posted for Review 09/12/05,

Comments Recv’d,
Effective 10/27/05

V30 (based on Production V28)
Included requirement for contract

amendment
Posted for Review 10/19/2005

Effective 01/03/06

V31 Eff. 10/27
(Merged v27 & v28 changes) I

If no add’l changes filed, v31 remains
 in effect until v30's effective date.

 
 
# Page/Section CLEC Comment Qwest Response 
1  McCloud 

10/26/05 
Comment:  
Qwest announced it will 
begin charging expedite fee 
for 2w/4w loops on Oct. 
27th. Qwest just posted a 
Expedites and Escalations 
V30 which still has the 
2w/4w analog loop 
exception included. I looked 
at the previous version 
(V29) and the exception was 
also present in that version. 
Qwest has given until 
November 3rd to comment 
on the V30 so I don’t see 
how (1) Qwest can begin 
charging tomorrow (Oct. 
27th) when the review isn’t 
complete and (2) Qwest can 
even claim that 2w/4w 
analog loops are no longer 
an exception in the Pre-
Approved Expedite process 
when it doesn’t appear that 
Qwest has addressed this 
issue in prior reviews 

The change referenced in this comment was 
included in Version 27 which is already in 
effect. 
 
  

2  McCloud 
11/1/05 
Comment: 

There is no condition being removed in the 
Version 30 change.  The change referenced 
in this comment was included in Version 27 

Qwest Response to Product/Process:________ Comments   2                       
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Can you please clarify which 
condition is being removed 
where an expedite is 
granted?  Also, I see under 
the "Pre-Approved 
Expedites" section that the 
first product listed is "UBL all 
except 2W/4W analog".   
 
Does this mean that we are 
going to have this as an 
exception starting with V30 
going forward?  I don't see 
this listed in the history log 
as something that is being 
added back into the 
document as an exception.  
Please advise.  Thank you.  

which is already in effect. 
 
V30 is changing the process to require 
expedite language in the customers 
Interconnection Agreement (ICA) when an 
expedite is requested for products that follow 
the designed services flow.  Products that 
follow the designed services flow will not be 
part of the Expedite Requiring Approval 
process except in the state of Washington. 
 
 
  

3  Eschelon 
11-3-05 
Comment: 
In Qwest’s response to 
Covad’s CR PC021904-1, 
Qwest said: “If a CLEC 
chooses not to amend their 
Interconnection Agreement, 
the current expedite criteria 
and process will be used.” 
The current “expedite 
requiring approval process” 
allows a CLEC to request an 
expedite, at no charge, 
when the customer’s needs 
met certain criteria.  
Eschelon relied upon 
Qwest’s response and 
based its decision to 
comment, or not comment, 
on that response.  Qwest is 
now failing to keep the 
commitments it made to 
CLECs in CMP, and in its 
response to Covad, by now 
changing its position on 
expedites and unilaterally 
imposing charges via a 
process change in CMP. 
Qwest’s proposed change to 
remove the existing 
approval required expedite 
process for designed 
products will negatively 
impact Eschelon and its 

In regards to Eschelon’s comments regarding 
Qwest’s commitments with PC021904-1, 
discrimination allegations and timing of 
process notifications, Qwest submits the 
following response: 
 
Qwest did meet its commitment to 
PC021904-1.  As with all processes that 
exist, they do change over time.  Qwest 
utilized the appropriate CMP notification 
processes to notify CLECs of the pending 
changes.  In fact, with this particular PCAT, 
process changes have been implemented 
since PC021904-1 was closed.  For example, 
Qwest changed the process when it bills 
expedite charges in the following situations: 
billing per ASR/LSR instead of per service 
order, bill expedite charges on delayed 
orders only when additional costs are 
incurred, and finally, changed the pre-
approved expedite process to include port 
in/port within. 
 
Qwest does not sell Unbundled Loops to its 
end user customers so it is not appropriate to 
make a comparison to retail in this situation.  
Qwest is selling a pipe, not a switched POTS 
service.  The DS0 UBL product can be used 
for services other than a POTS type service 
and Qwest does not know what service the 
CLEC is providing its end user with the DS0 
pipe. Therefore, Qwest’s position is that there 
is not the parity component that is being 
raised with this comment. 
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customers.  Qwest said its 
basis for this change is 
“parity” and that Qwest retail 
charges for all expedites for 
“designed” services.  
However, this claim of 
“parity” is misleading as 
Qwest’s new pro!  cess now 
treats CLEC POTS 
customers differently than 
Qwest POTS customers.  
Qwest defines parity based 
on whether a service is 
“designed.”  Qwest has 
chosen to apply the “design” 
process to DS0 UBLs, but 
not to its own POTS 
customers.  The result is 
that though from the 
customer perspective the 
service is the same, Qwest 
now proposes to treat them 
differently for the expedite 
process.  The change 
Qwest is proposing is 
discriminatory to CLECs and 
their customers. A CLEC 
DS0 UBL and a Qwest retail 
1FB functionally are the 
same service. A DS0 loop is 
merely a POTS line that 
Qwest choose to provision 
using a design flow process. 
For example, a customer 
could request an expedite 
using the approval required 
process when ordering 
service from Qwest (e.g. a 
1FB), and would not have to 
pay additional charges for 
the expedite. However, if the 
customer orders service 
from a CLEC via a DS0 loop 
and the customer requests 
an expedite from the CLEC, 
the CLEC and the customer 
would have to! 
  pay an additional charge 
for the same basic service.  
 
Eschelon objects to Qwest’s 
proposed changes to the 
current approval required 

Finally, Qwest did choose to implement the 
changes on different process notices.  This 
was done to allow the CLEC community 
ample time to get the expedite amendments 
through the implementation process, which is 
longer than the CMP Level 3 notification 
requirements.  For each of the process 
changes that were made on this process 
since PC021904-1 completed, Qwest stated 
clearly in the notification the process change 
that was being made in each of the 
notifications. 
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expedite process because it 
is discriminatory to CLECs 
and CLEC customers. In 
addition, because Eschelon 
relied upon Qwest’s 
comments to Covad’s CR, 
Eschelon also objects to 
Qwest’s addition of UBL 
DS0 products to the pre-
approved list of products. 
Qwest chose to make the 
change to the approval 
required expedite process 
after it added DS0 loops to 
the product list for pre-
approved products.  The 
result is that CLECs were 
unable to effectively 
comment on a change that 
now, coupled with Qwest’s 
further change, significantly 
impacts a CLEC’s business. 

4  McCloud 
11-3-05 
Comment: Qwest’s removal 
of the 2w/4w analog loop 
exception from the 
Expedites Requiring 
Approval process places 
CLECs at a competitive 
disadvantage because it 
forces expedite charges 
upon the end user 
consumer only when that 
end user consumer is 
purchasing from a facilities 
based CLEC. These 
expedite charges are not 
applicable if the end user 
consumer is purchasing 
from Qwest or a non-
facilities based provider.  

 The change referenced in this comment was 
included in Version 27 which is already in 
effect. 
 

5  PriorityOne 
11-3-05 
Comment:  
PriorityOne 
Telecommunications, Inc. 
objects to Qwest’s proposed 
changes due to feeling that 
it is discriminatory to 
CLEC’s and CLEC 
customers. Adding UBL 
DSO to the list of products is 

The change referenced in this comment was 
included in Version 27 which is already in 
effect. 
 
Qwest has noted PriorityOne’s objection to 
the process change associated with V30.  
The process change associated with V30 is 
being made to create consistencies across 
Qwest’s entire customer base for products 
that follow the Designed Services flow. 
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not “parity” as the 
customer’s perception is 
that they are requesting a 
“line”. The end user does 
not know whether the line is 
POTs or UBL DSO. They 
just know that it’s a line.  
 
 
 
Also, PriorityOne objects to 
Qwest’s proposed change to 
remove the existing 
approval required expedite 
process for designed 
products and note that it will 
negatively impact 
PriorityOne and its 
customers.  

6  Covad 
11-3-05 
Comment: 
Regarding Qwest’s 
proposed change to remove 
the existing approval 
required expedite process 
for designed products, 
Covad requests clarification 
regarding availability of 
expedited services in the 
state of Washington, where, 
currently, Qwest does not 
offer an expedited services 
amendment.   Covad 
requests that Qwest 
reiterate that the Expedites 
Requiring Approval products 
will still be available in the 
State of Washington. 

Qwest has reiterated that the Expedites 
Requiring Approval process will still be 
available in the state of WA in the V30 redline 
document.  Qwest currently has the following 
two statements addressing the state of 
Washington: 
 
The Expedites Requiring Approval section of this 
procedure does not apply to any of the products 
listed below (unless you are ordering services in 
the state of WA). 
 
The Pre-Approved expedite process is available 
in all states except Washington for the products 
listed below when your ICA contains language for 
expedites with an associated per day expedite 
charge.   
 
 

7  Integra 
11-3-05 
Comment: 
Integra objects to Qwest 
proposed change to remove 
the existing approval 
required expedite process 
for designed products.  
When Integra signed the 
Qwest Expedite Amendment 
we were not advised that by 
signing the amendment it 
would change the current 
Expedites Requiring 

Integra was not advised that by signing the 
amendment it would change the Expedites 
Requiring Approval Process for a couple of 
reasons: 
 
1)  When an expedite amendment is signed, 
the CLEC is automatically included in the 
pre-approved process and the Expedite 
Requiring Approval process is not applicable 
any longer for the products identified in the 
Pre-Approved Expedite section of the PCAT.  
This was clarified and documented with 
PC021904-1.  In the meeting minutes for the 
ad-hoc meeting held on July 9, 2004, Qwest 
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Approval process. We 
signed the amendment 
believing that this would 
ADD to our options of 
having an order completed 
outside the standard 
interval.  When Integra 
signed the amendment UBL 
DS0 loops were not 
included as a product on the 
list of products in the "Pre-
Approved Expedites" list.  
When the UBL DS0 was 
added to this list Integra did 
not comment as at that time 
we still believed the 
Expedites Requiring 
Approval process was in 
place for our use. 

clarified that when a CLEC amends their 
contract there are no reasons any longer and 
that if Qwest expedites a request, expedite 
charges apply. 
 
2)  The PCAT that was revised with 
PC021904-01 states the following:   
 
Requesting an expedite follows one of two 
processes, depending on the product being 
requested and the language in your 
Interconnection Agreement (ICA). If the 
request being expedited is for a product on 
the list of products in the "Pre-Approved 
Expedites" (see below) and your ICA has 
language supporting expedited requests with 
a "per day" expedite rate, then the request 
does not need approval. If the request being 
expedited is for a product that is not on the 
defined list, or your ICA does not support a 
"per day" expedite rate, then the expedited 
request follows the process defined in the 
"Expedites Requiring Approval" section 
below. 
 
For the change that is being implemented 
with V30, there is no change to the CLECs 
that already have an expedite amendment in 
place. 
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Announcement Date: November 18, 2005 
Effective Date:  January 03, 2006 
Document Number: PROS.11.18.05.F.03492.FNL_Exp-EscalationsV30 
Notification Category: Process Notification 
Target Audience: CLECs, Resellers 
Subject: CMP – FINAL NOTICE and Qwest Response to 

Comment - Expedites and Escalations V30 
Level of Change: Level 3 
Associated CR Number or 
System Release Number: 

Not Applicable 

  

Qwest recently posted proposed updates to Expedites and Escalations V30. CLECs were 
invited to provide comments to these proposed changes during a Document Review period 
from October 20, 2005 through November 3, 2005.  The response has been posted to the 
Document Review archive web site under the original document review segment for 
Expedites and Escalations V30. The response will be listed in the Comments/Response 
bracket. The URL is http://www.qwest.com/wholesale/cmp/review_archive.html. 

  
Resources: 
Customer Notice Archive        http://www.qwest.com/wholesale/notices/cnla/ 
Original Notice Number          PROS.10.19.05.F.03380.ExpeditesEscalationsV30 
  
If you have any questions on this subject, please submit comments through the following link: 
http://www.qwest.com/wholesale/cmp/comment.html. 

Sincerely 
Qwest Corporation 
 
Note: In cases of conflict between the changes implemented through this notification and any CLEC 
interconnection agreement (whether based on the Qwest SGAT or not), the rates, terms and 
conditions of such interconnection agreement shall prevail as between Qwest and the CLEC party to 
such interconnection agreement. 
 
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. 
 
If you would like to unsubscribe to mailouts please go to the ''Subscribe/Unsubscribe'' web site and 
follow the unsubscribe instructions. The site is located at: 
 
http://www.qwest.com/wholesale/notices/cnla/maillist.html 
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Expedites and Escalations Overview - V44.0 

History Log  

Introduction  

Qwest quickly responds to your escalation or expedite requests offering 
you clear and complete explanations so you can satisfactorily respond to 
your end-users.  

Expedites are requests for an improved standard interval that is 
shorter than the interval defined in our Service Interval Guide 
(SIG) or your interconnection Agreement (ICA), Individual Case 
Basis (ICB) or committed to ICB (Ready for Service (RFS) + 
Interval) date.  
Escalations can be initiated for any issue, at anytime, and at any 
escalation point. Escalations can also be for requests for status or 
intervention around a missed date. 

The following summarizes the processes used within Qwest for all 
Wholesale Products and Services to handle expedite and escalation 
requests.  

Expedites  

Requesting an expedite follows one of two processes, depending on the 
product being requested. If the request being expedited is for a product 
contained in the "Pre-Approved Expedites" section below, your ICA must 
contain language supporting expedited requests with a "per day" expedite
rate. If the request being expedited is for a product that is not on the 
defined list, then the expedited request follows the process defined in the 
"Expedites Requiring Approval" section below. 

Expedites Requiring Approval 

For products not listed in the Pre-Approved Expedite section below, (non-
designed products such as POTS, Centrex or DSL service) the following 
expedite process applies. Expedite charges are not applicable with the 
Expedites Requiring Approval process.  

Following is a list of conditions where an expedite is granted: 

Fire  
Flood  
Medical emergency  
National emergency  
Conditions where your end-user is completely out of service 
(primary line)  
Disconnect in error by Qwest  
Requested service necessary for your end-user's grand opening 
event delayed for facilities or equipment reasons with a future RFS 
date  
Delayed orders with a future RFS date that meet any of the above 
described conditions  
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National Security  
Business Classes of Service unable to dial 911 due to previous 
order activity  
Business Classes of Service where hunting, call forwarding or voice 
mail features are not working correctly due to previous order 
activity where the end-users business is being critically affected  

For any of the above conditions, expedited request can be made either 
prior to, or after, submitting your service request. 

To request an expedite on a Local Service Request (LSR) you can either:  

Submit the request with your expedited due date and populate the 
EXP field. Also include in REMARKS the reason for the expedited 
request and then call the Qwest Call Center.  
Submit the request with a due date interval from our SIG or your 
ICA and then call the Qwest Call Center. 

In both scenarios, a call to the Qwest Call Center is required on 1-866-
434-2555 to process the expedited request. 

To request an expedite on service requests issued via an Access Service 
Request (ASR), you may use either of the options described above for 
LSRs to submit the ASR. You should then call 1 800-244-1271.  

You may be asked to provide verification of the expedited reason or 
situation for any of the expedite reasons listed above. In some cases, you 
may be asked for the service order number that caused the expedite 
condition, such as the service order number that caused the hunting or 
call forwarding expedite. The type of verification required will depend on 
the specific circumstances of the expedite and will be determined on an 
Individual Case Basis (ICB).  

Once your expedite request is received, your Wholesale representative 
will review the request based on the previous list of available expedite 
scenarios to determine if the request is eligible for an expedite. If 
approved, the next step is to contact our Network organization to 
determine resource availability. 

Depending on the type of service on the account, the following action is 
taken once the request is determined to be eligible for an expedited due 
date:  

Non-Designed/No Dispatch Required  

For requests that do not require a dispatch, the order is issued with the 
expedited due date.  

Non-Designed/Dispatch Required  

For requests that require a dispatch, the Network organization is 
contacted to determine Technician availability. If appointments are 
available on the requested due date, your expedite is granted. If no 
appointments are available, then Qwest will offer an alternative date, if 
one is available, prior to the requested due date. You can expect to 
receive a response to your expedited request usually within four business 
hours.  

Designed Services  

For Designed Services, the Network organization is contacted to 
determine resource availability for the Central Office and Outside 
Technicians as well as for the Testers that work with you to accept the 
service. You can expect to receive a response usually within four business 
hours.  

Approved Expedited Requests  
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If the expedited request is approved and the original request contained 
the expedited due date and the EXP field was populated, Qwest will return
a Firm Order Confirmation (FOC) acknowledging the agreed to expedited 
due date. If the expedited or agreed to due date is different from what 
was originally submitted on the ASR or LSR, Qwest will contact you and 
request that you supplement your request with the agreed to expedited 
date. The EXP field on the supplement ASR or LSR must also be 
populated. If the supplement is not received within four business hours, 
Qwest will continue to process the ASR or LSR as if the expedited request 
was not received and will FOC back the standard interval or the original 
due date provided on the ASR or LSR if it was longer than the standard 
interval.  

Denied Expedited Requests  

If denied, then we will provide you reasons that the request was denied 
or we will offer an alternative date that we could install the service. If the 
request is denied, and you still want to continue to have Qwest provision 
the service request, Qwest will return a FOC with the standard interval or 
the original due date provided on the FOC if it was longer than the 
standard interval.  

Pre-Approved Expedites  

The Pre-Approved expedite process is available in all states except 
Washington for the products listed below when your ICA contains 
language for expedites with an associated per day expedite charge.  

Note: Resold Designed products are automatically included based on the 
terms and conditions outlined in the ICA and individual state tariffs, 
catalogs or price lists.  

For products other than the Resold Design products identified below, if 
your contract does not contain the appropriate expedite language, you 
will not be able to expedite the request unless the expedite is due to a 
Qwest caused reason. 

The Expedites Requiring Approval section of this procedure does not apply
to any of the products listed below (unless you are ordering services in 
the state of WA). 

An expedite charge applies per ASR or LSR for every day that the due 
date interval is improved, based on the standard interval in the SIG, ICA, 
or ICB criteria as described above. It is not necessary for you to call into 
Qwest to have the expedite approved. To expedite a service request on 
an ASR or LSR you must populate the EXP field and put the desired 
expedited due date in the DDD field on the ASR or LSR.  

Note: If the ASR/LSR you are submitting requests a same day due date, 
your request must be received before 12 noon MT.  

When Qwest receives an ASR or LSR with the EXP populated and the DDD 
is less than the standard interval, Qwest will determine if the request is 
eligible for an expedite without a call from you. If the request meets the 
criteria for the Pre-Approved Expedite process, Qwest will process the 
request and return a FOC acknowledging the expedited due date. The 
appropriate expedite charge will be added to your service order.  

If the request does not meet the criteria for the Pre-Approved Expedite 
process, the ASR or LSR will be processed using the standard interval that
is defined in the Standard Interval Guide for Resale, UNE and 
Interconnection Services.  

Following is a list of the products, which require expedite language in the 
ICA and may be expedited that will receive the appropriate Expedite 
Charge:  
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UBL  
UBL DID (Unbundled digital trunk)  
UBL DS1 (Unbundled digital trunk facility)  
UNE-C PL (EEL)  
UNE-P ISDN BRI  
UNE-P DSS Facility  
UNE-P DSS Trunk  
UNE-P PRI ISDN Facility  
UNE-P PRI ISDN Trunk  
UNE-P PBX Designed Trunks  
UNE-P PBX DID IN-Only Trunks  
Port In/Port Within associated with any of the applicable designed 
products listed above  
UDIT  
LIS  
CCSAC SS7 Trunk or Facility  
Unbundled Dark Fiber 

Following is a list of Resold Designed Products, which do not require an 
amendment, which may be expedited and will receive the appropriate 
expedite charge: 

Analog PBX DID  
Private Line (DS0, DS1, DS3 or above)  
ISDN PRI T1  
ISDN PRI Trunk  
ISDN BRI Trunk  
Frame Relay Trunk  
DESIGNED TRUNKS (Includes designed PBX trunks) Trunk  
MDS / MDSI (IIS Only)  
DPAs (multiple DPAs or FX, FCO) Trunk  
Port In/Port Within associated with any of the applicable designed 
products listed above 

Note: Any requests that are expedited due to a Qwest caused reason, do 
not incur an expedite charge. Additionally, if the due date of an expedited 
request is missed due to Qwest reasons, expedite charges do not apply.  

If the order becomes a Delayed Order on the due date, Qwest will 
cooperatively work with you to obtain the best Ready For Service date 
(RFS) possible and expedite charges do not apply.  

If an order becomes delayed for facilities prior to the due date, once 
Qwest establishes a new RFS it is communicated to you via the FOC. If 
you do not accept the due date that is established and request to 
expedite the RFS, expedite charges may apply. Each expedited delayed 
order request will be reviewed on an ICB to determine if expedite charges 
apply. If the expedited due date request results in Qwest incurring 
additional costs to improve the date that was FOC'd, expedite charges 
apply. Qwest will advise you if expedite charges apply prior to confirming 
the expedited request to obtain approval from you, or offer an alternate 
date that Qwest can meet. The expedite charges will be based on the 
number of days improved from the original RFS date.  

If an order was delayed due to a Customer Not Ready (CNR) condition as 
described in the Provisioning and Installation Overview; and you wish to 
expedite the newly requested due date, supplement the request with the 
new Desired Due Date and populate the EXP field of the LSR/ASR. Qwest 
will review your expedited request for resource availability. In some 
cases, we may contact you to advise resources for expedite are not 
available or offer an alternate date. Expedite charges apply and are based
on the number of days the CNR standard interval is improved.  

Expedites Supporting Non-Qwest caused Restoral Requests 

This process includes Restoral Requests on Resale/UNE-P/Retail to Resale 
or UNE-P Conversions and Transfer of Service when the service orders 
have completed. This process applies to Resale/UNE-P POTS, Resale/UNE-
S and Resale UNE-P Centrex 21 products, including DSL.  
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You will follow this documented Expedite process as outlined when you 
require an expedite to a standard interval in order to restore an end-user 
due to a Non-Qwest caused out of service condition. An expedite restoral 
request is a result of your inability to complete a conversion or outside 
move service request where you were unable to cancel or change the due 
date on the service order(s) prior to order completion. Restoral requests 
may involve you alone, a Qwest Retail account and you, or you and a 
different CLEC on conversion and outside move (T & F) type service 
order's. Restoral requests will be accepted for both full and partial 
restorals.  

When an expedite restoral request situation occurs, refer to the following 
when you prepare your service request:  

Issue the Restoral Request LSR as directed per the Decision Charts 
and order type scenario's. 

Populate the RPON field with the PON used on the original 
LSR if available  
Populate the EXP field  
Populate Manual IND = Y  
The REMARKS field can be populated with the specific reason
for the request such as: 

Restoral request Full, Resale to UNE-P conv, restore 
original service, Or  
Restoral request, Partial, Resale to UNE-P conv, 
restore original service, Or  
Restoral request, Partial, UNE-P to Resale conv, 
restore original service, Or  
Restoral request, Full, Resale or UNE-P T&F, restore F 
location, etc., Or  
Restoral Request, Restore original full service back to 
CLEC XXXX, Or  
Restoral Request, Restore original partial service back 
to CLEC XXXX, Or  
Restoral Request, Restore original F Loc service, 
full/partial back to old CLEC  
Restoral Request, Disc service, restore original Retail 
service, full/partial 

Contact the Customer Service Inquiry and Education (CSIE) Center 
at 866-434-2555  
Open an Escalation ticket.  
Request a Restoral Request for Previous Service.  
Provide LSR ID if appropriate per Decision Chart and order type 
scenario's. 

Benefits 

Expedited intervals for restoral of previous service  
Uniform documented process for restoral requests  
Qwest will negate the one month minimum billing on a disconnect 
or conversion service order as applicable. 

Restrictions 

You must issue appropriate LSRs first (if directed to do so per the 
Decision Chart below) followed by opening a Call Center escalation 
ticket. Restoral requests received prior to new LSR issuance will 
not be accepted, excludes Qwest Retail restorals.  
Standard intervals must be used when submitting LSRs, CSIE will 
expedite due date appropriately for restoral  
Expedited restoral requests must be requested within 24 hours, 
extending into the next business day, following the LSR completion 
date. Restoral requests received after 3 PM will be considered next 
business day work activity; this includes restoral requests received 
after 3 PM on Saturday based on the SIG (except for DSL)."  
Service being restored must be the same type of service with same
features, same TN's, etc. as was previously provisioned. Full or 
partial restorals are acceptable.  
Qwest will reuse facilities when the facilities are available for the 
restoral.  
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All applicable recurring and non-recurring charges will apply, based 
on order completion and physical work that was completed or 
needs to be completed to restore service. Retail practices will apply
when restoring Qwest Retail accounts.  
When a restoral involves two CLECs, it is up to you and the old 
CLEC to coordinate and agree upon an expedite, prior to opening 
up the Call Center Escalation ticket(s).  
Expedite charges may apply based upon individual interconnection 
agreements, state tariffs or SGATS. 

The following Order Type Scenario's are included in this restoral 
process: 

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 Migration to new CLEC with move via single LSR  
7. Resale to UNE-P Conversion as is, to a new CLEC  
8. Resale to UNE-P Conversion as specified, to a new CLEC  
9. UNE-P to Resale Conversion as is, to a new CLEC  

10. UNE-P to Resale Conversion as is, to a 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 

 
 

Decision Chart, Scenario's 1-
5, Same CLEC

IF AND THEN

Conversion, 
Migration and/or 
Move Service 
Order has 
completed 

You want full 
or partial 
restoral of 
previous 
service

Issue Restoral Request LSR as 
appropriate based on order 
scenario and order completion, 
such as a New Connect, Change 
or Conversion with or without 
move, Transfer of Service or 
Disconnect  
Follow expedite procedures 

Decision Chart, Scenario's 
6-10, To a New CLEC

IF AND THEN

Conversion, 
Migration and/or 
Move Service 
Order has 
completed 

You want 
full or 
partial 
restoral of 
previous 
service

Either the end-user, or the new 
CLEC and the end-user must 
contact the old CLEC's Customer 
Contact Center and request that 
the end-user's service be re-
established as previously 
provisioned for the old CLEC on 
Resale or UNE-P service  
Old CLEC must follow expedite 
procedures  
Old CLEC will issue Restoral 
Request LSR as appropriate 
based on order scenario and 
order completion, such as a New 
Connect, Change or Conversion 
with or without move  
New CLEC must follow expedite 
procedures  
New CLEC will issue Disconnect 
LSR if required based on order 
scenario and order completion  
Old and new CLECs will 
coordinate their order activity  
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Escalations  

Escalations are a request for status or intervention around a missed 
critical date such as:  

Plant Test Date (PTD)  
Due Date (DD)  
Ready For Service (RFS)  

Qwest's Service Centers pro-actively escalate any critical dates in 
jeopardy and will notify you. If, however, you find it necessary to initiate 
an escalation, call the assigned Qwest Wholesale Center Representative 
at one of the numbers listed in the Expedites section for assistance. 
Regardless of how initiated, by you or internally, Qwest escalation roles 
and responsibilities can be summarized as:  

Qwest Wholesale Center Representatives 
Local Service Request (LSR) or Access Service Request (ASR) 
escalations related to Rejects/Delayed orders, critical dates and 
Firm Order Confirmations (FOC).  
Qwest Service Manager 
Involved only after normal processes fail to resolve the escalation 
to your satisfaction. Evaluates the situation based on commitments 
managing associated resolution activities.  
Qwest Senior Service Manager/Director 
Involved only when the Service Manager's efforts are unsuccessful. 
Provides direction to those working the issue, partnering with 
Center Coaches and Team leaders.  
Qwest Senior Director/Vice President 
Contacted for direction and/or assistance for those working the 
escalation, providing timely status updates back to the prior level 
and you directly.  

Escalations - Maintenance and Repair 
At your discretion, you may initiate an escalation of your trouble report 
through our electronic interface Customer Electronic Maintenance and 
Repair (CEMR) or by calling either the Qwest Wholesale Repair Center for 
Unbundled Network Elements (UNEs) and Complex services or the Repair 
Call Handling Center (RCHC) for Plain Old Telephone Service (POTS) and 

Contact your Qwest Service 
Manager if you require assistance 
with old CLEC contact  

Decision Chart, Scenario's 
11-13, Conversion from 
Qwest Retail to New CLEC

IF AND THEN

Conversion, 
Migration and/or 
Move Service 
Order has 
Completed 

You want full 
or partial 
restoral of 
previous 
service

Contact the CSIE Center at 
866-434-2555  
Open an Escalation ticket  
Request a warm transfer to the 
CSIE Tier 1 support group  
Place a verbal Restoral Request 
for Previous Retail Service, full 
or partial restoral  
CSIE will advise you if a new 
LSR will need to be issued by 
you  
If a new LSR is needed and is 
not issued within 2 business 
hours, the escalation ticket will 
be closed. If this occurs, the 
CLEC must start the expedite 
process again once the LSR has 
been issued as directed.  
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Non-Complex services. Refer to our Maintenance and Repair Overview for 
additional information.  

Escalations - Technical Escalation Process 
Additional information about the Technical Escalation Process can be 
obtained from Qwest's Operations Support Systems General Information.  

Note: Occasionally, your end-user may find their way to the Qwest 
Wholesale Center or Qwest Service Manager and our Wholesale Center 
Representatives will explain that you are our customer and direct them to 
you for assistance.  

Should you have questions, or need additional information related to the 
expedite or escalation processes defined above, contact your Qwest 
Service Manager for assistance.  

 

Training 

Local Qwest 101 "Doing Business with Qwest"  

This introductory web-based training course is designed to teach 
the Local CLEC and Local Reseller how to do business with Qwest. 
It will provide a general overview of products and services, Qwest 
billing and support systems, processes for submitting service 
requests, reports, and web resource access information. Click here 
to learn more about this course and to register.  

 

Contacts  

Qwest contact information is located in Wholesale Customer Contacts  

Expedites and Escalations  

Local Service Requests (LSRs) 

Wholesale Center

Tier Responsibility Activity Contacts

Tier 
1

Customer 
Service Inquiry 
and Education 
Center (CSIE)

First point 
of contact 
for CLECs

866-434-2555 
Monday - Friday 8:00 AM 
- 6:00 PM Central, 
Mountain, and Pacific 
Time Zones 
Note: Only orders due to 
complete on a Saturday 
that require a same day 
cancellation, due date 
change or concurrence 
should call 612-327-
0511. All other requests 
should be made the next 
business day.

Tier 
2

Subject Matter 
Expert (SME), 
Team Leaders, 
Team Coaches

Respond 
to issues 
not 
resolved 
at Tier 1

800-366-9974 
Monday - Friday 8:00 AM 
- 6:00 PM Central, 
Mountain, and Pacific 
Time Zones 

Tier 
3

Appropriate 
Qwest Service 

Respond 
to issues 

Service Manager
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A call center ticket is opened on every call into the CSIE Center. 
Upon resolution of the ticket a close code is assigned to the ticket. 
Upon request the close code is provided to you. Should you 
disagree with the codes used to close the ticket you will use the 
escalation process. For a list of the close codes used at the CSIE 
level see the Call Center Database Ticket Reports section of the 
Ordering Overview PCAT.  

Only orders due to complete this immediate Saturday and require a
cancellation or due date change or for concurrence should call 612-
327-0511. All other requests should be made the next business 
day.  

Access Service Requests (ASRs)  

 

 

Frequently Asked Questions (FAQs)  

This section is currently being compiled based on your feedback.  

 

Last Update: January 15, 2007 

Manager not 
resolved 
at Tier 2

Products & Services Contacts Fax

All 800-244-1271 800-335-5680
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