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EXECUTIVE SUMMARY
ESCHELON TELECOM OF ARIZONA, INC. FORMAL COMPLAINT
AGAINST QWEST CORPORATION
DOCKET NOS. T-01051B-06-0257 AND T-03406A-06-0257

Eschelon Telecom of Arizona, Inc. (“Eschelon”), a Competitive Local Exchange Carrier
(“CLEC”) authorized to provide facilities-based local telecommunications service in Arizona,
filed a Complaint against Qwest Corporation (“Qwest”), an Incumbent Local Exchange Carrier
(“ILEC”), on April 14, 2006 with the Arizona Corporation Commission (“ACC” or
“Commission”). The Complaint addresses the alleged refusal by Qwest to provide repairs for
disconnects in error and Qwest’s alleged refusal to expedite orders for unbundled loops without
Eschelon signing an amendment to the Qwest — Eschelon Interconnection Agreement imposing a
$200 per day expedite fee. This particular Complaint involves a disconnect-in-error for a DS1
loop serving a rehabilitation center in Arizona.

Staff’s analysis indicates that the Commission approved Eschelon’s opt-in to the AT&T
Interconnection Agreement on April 28, 2000. Expedite Procedures were already in place at the
time. The Expedite Process is a procedure that is followed when a CLEC requests an earlier due
date than the standard interval from Qwest for the installation of wholesale products and services
to meet customer service needs. The Qwest — Eschelon Interconnection Agreement indicates
that Qwest shall provide Eschelon the capability to expedite a service order. The Agreement also
allows Qwest the ability to charge a fee for the Expedite. The Change Management Process
(“CMP”) is a significant factor in Staff’s analysis of the Complaint because the CMP provides a
means to address changes to the processes and procedures contained in Qwest’s Product Catalog
(“PCAT”). The processes and procedures are necessary to enable CLECs to obtain pre-ordering,
ordering, provisioning, billing, maintenance and repair services from Qwest. The CMP indicates
that the rates, terms, and conditions set forth in any CLEC Interconnection Agreement between
the CLEC and Qwest shall prevail when there is a conflict with the changes implemented
through CMP and the provisions of the Interconnection Agreement.

Staff concludes that:

(D Qwest did not adhere to the terms and conditions of the current Qwest —
Eschelon Interconnection Agreement, which allows Eschelon the
capability to expedite orders, when Qwest denied this option without
Eschelon signing an amendment to the Agreement. Qwest should
continue to support the same Expedite Process that has been used in the
past for all products and services (including unbundled loops) if the order
meets any of the Emergency criteria or conditions or where the customer’s
safety may be an issue if the Expedite is not processed. No additional
charge should be applied beyond the standard installation charge.

2) Qwest should continue with the enhancement to the Expedites &
Escalations Overview Process, as originally requested by Covad, offering
an option to CLECs to expedite orders when the situation does not meet
the emergency criteria or conditions. This option should be offered to all



3)

4)

®)

©)

Q)

CLECs via an amendment to the CLEC’s current Interconnection
Agreement and may involve a charge when the option is utilized by the
CLEC.

The Qwest — Eschelon Interconnection Agreement does allow Qwest the
ability to impose a fee on Eschelon for expediting orders. Until recently,
common practice has been that Qwest has chosen not to charge an
additional expedite fee for all products/services that met certain
emergency conditions/criteria. Qwest should reimburse the additional
$1800 plus interest (if applicable) that was charged to Eschelon in this
particular Complaint.

Due to the nature of this particular Complaint which stemmed from an
Eschelon caused error in disconnection of an incorrect number, Eschelon
should implement a training or refresher training program for its
representatives stressing the importance of accuracy when ordering
changes to their customer’s service in order to try to avoid or minimize
unnecessary customer service outages.

Qwest should include a definition of designed and non-designed services
in its Arizona tariffs.

Qwest and the CLECs should include expedites of the installation of
Unbundled Loops in their Interconnection Agreement negotiations.

Staff recommends that a performance measurement for expedites of
Unbundled Loops be developed through CMP and that the rate(s) for
expedites be considered as part of the next cost docket.
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1l 1. INTRODUCTION
2 Q. Please state your name, occupation, and business address.
31 A My name is Pamela Genung. I am a Public Utilities Analyst employed by the Arizona
4 Corporation Commission (“ACC” or “Commission”) in the Utilities Division (“Staff”).
5 My business address is 1200 West Washington Street, Phoenix, Arizona 85007.
6
71 Q. Briefly describe your responsibilities as a Public Utilities Analyst.
8 A. In my capacity as a Public Utilities Analyst, I provide information and analysis to the
9 Utilities Staff on telecommunications tariff filings, major industry issues, and matters
10 pertaining to major applications such as the formal Complaint of Eschelon Telecom of
11 Arizona, Inc. versus Qwest Corporation filed on April 14, 2006.
12
1314 Q. Please describe your educational background and professional experience.
14 A I received an International Master of Business Administration from Gardner-Webb
15 University in 2004 and a Bachelor of Science degree from Gardner-Webb University in
16 2002. I have been employed in the telecommunications industry for twenty-seven years
17 with companies such as Contel of New York, GTE, Citizens Communications, and CT
18 Communications. I have also performed outsourced work for BellSouth. My professional
19 experience includes operator services, customer services, facility provisioning and
20 engineering, outside plant, access services, operations, legal, and regulatory. The last five
21 years of my telecommunications experience were in legal and regulatory for the External
22 Affairs division of CT Communications, Inc. I have been with the Arizona Corporation
23 Commission Utilities Division since April 2006.
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1l 2. BACKGROUND
2 Q. What is the purpose of your testimony?
31 A. The purpose of this testimony is to present Staff’s understanding of facts pertaining to the
4 Complaint filed by Eschelon Telecom of Arizona, Inc., (“Eschelon”) against Qwest
5 Corporation (“Qwest”) on April 14, 2006. This testimony also contains Staff’s analysis
6 and recommendations.
7
8| 2.1 SUMMARY OF THE COMPLAINT
9 Q. Please summarize Staff’s understanding of the Complaint in this proceeding.
10 A On April 14, 2006, Eschelon filed a Complaint against Qwest with the ACC. Eschelon is
11 seeking immediate relief for Qwest’s refusal to honor its Interconnection Agreement
12 obligations with Eschelon. This Complaint cites a specific case in which Qwest refused to
13 expedite an order for an unbundled loop without Eschelon signing an amendment to its
14 Interconnection Agreement which would have imposed a $200 per day expedite fee. The
15 Complaint also addresses Qwest’s refusal to provide repairs for disconnects in error under
16 the repair and expedite language contained in the Qwest — Eschelon Interconnection
17 Agreement.
18
19 Key points of the Complaint pertaining to the specific customer cited in Eschelon’s
20 Complaint are as follows:

21 e On March 8, 2006, Eschelon attempted to move a telephone number in an
22 individual client’s room at the [Named Customer]' from an analog 2-wire
! [Named Customer] provides rehabilitation services 24/7 to children and adults residing at the Center that have
disabilities, specifically those with high level medical and urgent care needs. See Arizona Corporation Commission
Docket No. T-01051B-06-0257, Docket No. T-03406A-06-0257, Eschelon Telecom of Arizona, Inc. Complaint, on

Pages 8-9, Paragraphs 22 & 23, April 14, 2006.
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unbundled loop to the [Named Customer’s] DS1 loop so Eschelon could
eventually disconnect the analog loop.

Eschelon erred in filling out the Local Service Request (“LSR”), that was provided
to Qwest, with the wrong circuit identification number which resulted in a
disconnect of the customer’s DS1 loop at 10:02 a.m. on March 15, 2006.

After the Customer notified Eschelon of the out of service condition, Eschelon
opened a repair ticket at 10:23 a.m. on March 15, 2006 advising Qwest of the need
to promptly restore the service. At the time, Eschelon was unaware that it had
erroneously ordered a disconnect.

Qwest located a missing cross connect in the central office and reconnected the
DS1 loop at 10:32 a.m.

The Customer confirmed service was working again in the individual room.

On March 16, 2006 at 11:26a.m., Eschelon was notified by the Customer that it
was out of service again.

Not fully aware of the erroneous disconnect order, Eschelon attempted to open a
second repair ticket with Qwest regarding the DS1 loop. During the call to Qwest
repair, Eschelon was informed that a disconnect order had been placed against the
circuit and that Eschelon would have to submit a new order to restore the service.
Upon further investigation through Eschelon’s customer service group, Eschelon
determined that it had submitted an order to Qwest in error to disconnect the
wrong circuit.

As requested by Qwest, Eschelon submitted an order for a new DS1 loop for its
Customer with the standard 5-day interval due date for loops.

On March 16, 2006 at 5:09 p.m., Qwest approved the 5-day due date.

On March 17, 2006, Eschelon contacted Qwest to open escalation tickets

requesting an expedite on the order. After several conversations and voice
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messages to escalate through Qwest’s management throughout the day, Qwest
denied Eschelon’s request to expedite the order because Eschelon had not signed
an expedite amendment to the Qwest — Eschelon Interconnection Agreement.

e On March 18, 2006, due to the prolonged period that Eschelon’s customer was out
of service, Eschelon placed an Access Service Request (“ASR”) for a special
access DS1 private line circuit with a requested due date of March 18, 2006.
Eschelon incurred approximately an additional $1,800 in non-recurring charges to
have the order expedited.

e Eschelon was required to supplement the ASR to change the due date from March
18, 2006 to March 20, 2006.

e Eschelon’s customer was without service from at least 11:26 a.m. on March 16,

2006 until 5:30 p.m. on March 20, 2006.

A full chronology as conveyed by Eschelon in response to Staff’s Data Request No. 3

is provided in Attachment 1.

Q. Please summarize Eschelon’s position.

A. Eschelon has taken the position that Qwest has violated the terms and conditions of the
Qwest - Eschelon Interconnection Agreement by requiring Eschelon to sign an
amendment to its Interconnection Agreement before Qwest will restore service and
refusing to provide the capability to expedite orders under its current Interconnection
Agreement. Eschelon also believes that Qwest is in violation of the billing and dispute

resolution provisions of the Qwest — Eschelon Interconnection Agreement.

Eschelon’s position is that under the terms of the Qwest — Eschelon Interconnection

Agreement, Qwest has previously granted Expedited orders for unbundled loops in
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Arizona. Even though its Interconnection Agreement indicates that expedite charges may
apply,” Qwest has not always applied expedite charges especially in certain outage and
emergency situations. The Qwest — Eschelon Interconnection Agreement has not changed

in any respect since Qwest formerly granted such Expedite requests.

Eschelon has also taken the position that Qwest has violated state and federal law and the
public interest, specifically within the nondiscrimination requirements of Section
251(c)(3) of the Act. Pursuant to those requirements, Qwest must provide access to UNEs
on nondiscriminatory terms for all CLECs and Qwest itself. Eschelon’s position also
indicates that Qwest’s refusal to grant an expedite request has resulted in end user harm in

Arizona.

Q. Please summarize Qwest’s position.

A. Qwest’s position is that they have abided by the terms of the Qwest — Eschelon
Interconnection Agreement.  Qwest has indicated that the Qwest — Eschelon
Interconnection Agreement calls for mutually developed Expedite Procedures to be
followed. Qwest believes that Qwest and the industry developed methods to expedite
orders for unbundled loops in the “Commission-approved” CMP but Eschelon refuses to
adhere to it. Qwest also believes that it did provide Eschelon with the capability to request
expedite orders for unbundled loops but Eschelon would not opt into the process. Qwest
also believes that the repair provisions in the Qwest — Eschelon Interconnection
Agreement do not apply to this case since Eschelon instructed Qwest to disconnect the

customer’s circuit. In addition, Qwest also believes that the dispute resolution provisions

% See Qwest — Eschelon Interconnection Agreement, Attachment 5, Section 3.2, Subsection 3.2.4.4, Page 14.
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and the bill reconciliation provision do not concern service disruption, therefore, are not

applicable in this case.

Qwest takes the position that the previously expedited orders for unbundled loops for
Eschelon were expedited pursuant to the Expedite Process then in effect, as approved in
the CMP. The CMP is the vehicle by which processes that underlie the CLEC
Interconnection Agreements are created and modified. Although the former Expedite
Process did not have rates associated with expediting orders for unbundled loops, the

Expedite Process adopted through the CMP in July 2005 contained the $200 per day rate.

Qwest also denies any allegations that it has violated State and Federal Law.

2.2  INTERCONNECTION AGREEMENT DESCRIPTION AND PURPOSE

Q. Please describe an Interconnection Agreement and its purpose.

A. An Interconnection Agreement is a binding, legal document between an incumbent local
telephone company and a competitive local telephone company that establishes rates,
terms, and conditions for local interconnection between the companies. Rates, terms, and
conditions may vary by individual agreement depending on the types of service being
offered or requested, such as resale and/or the purchase of unbundled network elements.
The Interconnection Agreement allows for the transmission and termination of calls over

the interconnected networks of both companies.

2.3 EXPEDITE PROCESS DESCRIPTION AND PURPOSE
Q. Please describe the Expedite Process and its purpose.
A. The Expedite Process is a procedure that is followed when a CLEC requests an earlier due

date than the standard interval from Qwest for the installation of wholesale products and
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1 services. The purpose of the Expedite Process is to allow a CLEC the opportunity to meet
2 subscriber service needs.
3
4| 24 CMP DESCRIPTION AND PURPOSE
51 Q What is the CMP?
6] A. The CMP is a means through which information about Qwest’s system and process
7 changes which may impact the CLEC’s business are conveyed to CLECs and through
8 which CLECs may request changes to Qwest systems and processes.

O

10 Q. Why is the CMP relevant to Eschelon’s Complaint?

11| A All CLECs facing processes are created, modified/changed, or discontinued through the

12 CMP. In addition, the CMP is often the only means recognized by Qwest to request
13 changes.
14

15] Q. What role did the CMP play in this particular case?
16[| A. Qwest has based its position on the CMP.

17
18| Q. Please describe the Change Management Process and its origin.

19 A. The CMP is a process that developed as a result of the Section 271 proceeding. The

20 Section 271 proceeding imposed certain conditions that must be satisfied in order for the
21 Federal Communications Commission (“FCC”) to allow a Bell Operating Company
22 (“BOC”), such as Qwest, to provide in-region, interLATA telecommunications services.
23 The conditions in Section 271 were intended to determine the extent to which local phone
24 service is open to competition.

25
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1 Staff’s Supplemental Report, dated May 8, 2002, recommended to the Commission that
2 Qwest’s CMP and Stand-Alone Test Environment (“SATE”) are 271 compliant, subject to
3 implementation of certain recommendations. The Supplemental Report recognized
4 specific criteria that the FCC identified in determining whether the CMP and SATE of a
5 BOC are adequate. Three specific criteria relevant to this Complaint are:
6 1. Competing carriers have substantial input in the design and continued
7 operation of the CMP.
8 2. The CMP defines a procedure for the timely resolution of Change
9 Management disputes.
10 3 The CMP provides for timely, complete, and accurate notification and
11 documentation of upcoming changes in a reasonable manner such that the
12 efficient competitor has a meaningful opportunity to compete.
13
14 On August 28, 2003, in Commission Decision Number 66224, the Commission ordered
15 adoption of Staff’s Supplemental Report on Qwest’s Change Management Process and
16 Stand-Alone Test environment in addition to immediate implementation of several
17 recommendations.
18
191 Q. Please summarize the purpose of the CMP. |
200 A The CMP provides a means for changes to be made to Operations Support Systems
21 (“OSS”) Interfaces, Products, and Processes. Changes that are addressed through CMP
22 may include those that support or affect pre-ordering, ordering/provisioning,
23 maintenance/repair and billing capabilities, and production support issues surrounding
24 local exchange services provided by CLECs to their end-users.
i
|
|
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Q. How is the CMP managed?

A. CMP is managed by CLEC and Qwest representatives each having distinct roles and
responsibilities. Regular monthly meetings are held jointly between Qwest, CLECs, and
State Commissions (as needed) to exchange information on issues such as how the process
is working, the status of existing changes, the need for new changes, and what changes
Qwest is proposing. Qwest notifications for product, process, and system changes are
issued as another means to manage CMP.> The process also allows for escalation to

resolve disputes.

Q. Does the CMP have complete authority in implementing changes?

A. No, the CMP document provides that “in cases of conflict between the changes
implemented through this CMP and any CLEC Interconnection Agreement (whether
based on the Qwest Statement of Generally Available Terms and Conditions (“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.”4

It is also mentioned that “if changes implemented through this CMP do not necessarily
present a direct conflict with a CLEC Interconnection Agreement, but would abridge or
expand the rights of a party to such Agreement, the rates, terms and conditions of such
Interconnection Agreement shall prevail as between Qwest and the CLEC party to such

Agreement.”5

? See Arizona Corporation Commission Docket No. T-03406-A-06-0257, Docket No. T-01051B-06-0257 Qwest
Corporation Direct Testimony of Jill Martain, August 28, 2006, on Page 8.

4 See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2; Qwest Wholesale Change Management
Process Document-01-30-06, on Page 14.

5 See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2; Qwest Wholesale Change Management
Process Document-01-30-06, on Page 14.
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1 This same language appears in CMP notices to inform CLECs receiving the notice that it
2 does not apply to them if it conflicts with their Interconnection Agreements. Therefore,
3 changes made through the CMP may affect some, but not all, CLECs depending on the
4 terms of their Interconnection Agreements.6
5
6] Q. Please describe how CLECs request a change from Qwest.
T A CLECs can use the CMP to request two categories of changes; products/processes and
8 system changes. A CLEC’s product/process change proposal is submitted to Qwest via a
9 Change Request through the cmDcr@gwest.com mailbox. Qwest then reviews the
10 Change Request to obtain a high level understanding of the change being requested by the
11 CLEC. Qwest subsequently schedules a call with the CLEC and Qwest representatives to
12 clarify the request. The CLEC presents the proposed change at the next monthly CMP
13 meeting. Afterwards, Qwest evaluates the Change Request in more detail and develops a
14 draft response. In Qwest’s response to the CLEC, it advises the CLEC whether the
15 Change Request is accepted or denied. If the proposed change is denied, Qwest provides
16 the CLEC with the reason for the denial.”
17
18 Q. What happens to the Change Request if it is accepted by Qwest?
19 A If the proposed change is accepted by Qwest, at least one week prior to the next scheduled
20 Monthly CMP Product/Process Meeting, Qwest will post its response to the Web, add the
21 response to the CMP Database, and send all CLECs a notification via email. The Qwest
22 response is presented at the next Monthly CMP Product/Process Meeting. Participating
23 CLECs are provided the opportunity to discuss, clarify, and comment on Qwest’s
® See Arizona Corporation Commission Docket No. T-01051B-06-0257, Docket No. T-03406-A-06-0257, Eschelon
Telecom of Arizona,Inc. Direct Testimony of Bonnie J. Johnson, July 13, 2006, on Page 16.
7 See Direct Testimony of Jill Martain, August 28, 2006, on Page 8, lines 24-27.
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response. Based on the comments received at the meeting, Qwest may revise its response
and issue a modified response at the next monthly meeting. Within ten business days after
the monthly meeting, Qwest will notify the CLECs of Qwest’s intent to modify its

I'CSPOI’ISG.8

If the CLECs accept Qwest’s response, the following may result:
e The response answered the Change Request and no further action is
required
e The response provided an implementation plan for a product/process to be
developed
e Qwest denied the CLEC Change Request and no further action is required
by the CLEC’

If the CLECs have accepted Qwest’s response, Qwest will provide a notice of planned
implementation of the pending change. Qwest will issue the notification at the time it
intends to implement a CLEC originated change. More than one notification may be
issued and may continue to be issued until the Change Request is closed. The
notifications will adhere to the notification standards for Level 1, Level 2, and Level 3
changes. If the change is not specifically captured in the existing Level categories, or if
the change is captured in the Level 4 categories, Qwest will follow the Level 3 notification
schedule. When the CLECs have determined that no further action is required, the

Change Request will be closed.'

® See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2; Qwest Wholesale Change Management
Process Document-01-30-06, on Pages 35-36.

® See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2; Qwest Wholesale Change Management
Process Document-01-30-06, on Pages 35-36.

10 See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2; Qwest Wholesale Change Management
Process Document-01-30-06, on Pages 35-36.
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Q. What are the reasons that Qwest may deny the CLEC’s proposed Change Request?
A. Qwest may deny the proposed change for one or more of the following reasons:

e Technologically not feasible

e Regulatory or legal reasons prohibiting the change

e OQutside the scope of CMP

e Economically not feasible

e Requested change does not result in a reasonably demonstrable business

benefit to Qwest or the requesting CLEC or does not result in a customer

service improvement'’

Q. What happens to the Change Request if it is denied by Qwest?

A. If the Change Request is denied due to it being economically not feasible, the CMP
Special Change Request Process may be invoked. Otherwise, all CLECs are notified of
Qwest’s response at least one week prior to the next scheduled monthly CMP
Product/Process Meeting at which time Qwest will present the response. Participating
CLECs are provided the opportunity to discuss, clarify, and comment on Qwest’s
response. Based on the comments received at the monthly CMP Product/Process Meeting,

Qwest will notify the CLECs of Qwest’s intent to modify its response.'?

If the CLECs do not accept Qwest’s response, any CLEC can escalate or dispute the

Change Request in accordance with the CMP Escalation Process' or Dispute Resolution

1 See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2; Qwest Wholesale Change Management
Process Document-01-30-06, on Pages 35-36.

12 See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2; Qwest Wholesale Change Management
Process Document-01-30-06, on Pages 35-36.

13 See Direct Testimony of Jill Martain, August 28, 2006, Exhibit IM-D2; Qwest Wholesale Change Management
Process Document-01-30-06, on Pages 98-99.

!4 See Direct Testimony of Jill Martain, August 28, 2006, Exhibit IM-D2; Qwest Wholesale Change Management
Process Document-01-30-06, on Page 100.
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Process. If the originating CLEC does not agree with the determination to escalate or
pursue dispute resolution, it may withdraw its participation from the Change Request. At
that point any other CLEC may become responsible for pursuing the Change Request.

Written notification must be provided to the Qwest CMP Manager at cmpcr@gwest.com.

Qwest will make note in the status history of the interactive reports that the Change
Request has been escalated. The Change Request status will reflect the stage of the

Change Request as it progresses.15

If the CLECs do not accept Qwest’s response and do not intend to escalate or dispute at
the present time, they may request Qwest to status the Change Request as Deferred. The
Change Request will remain as Deferred and CLECs may reactivate the Change Request

at a later date.'®

Are CLECs allowed an opportunity to participate in Qwest’s development of an
accepted proposed change request to a product or process?

Yes, when a Change Request is handled as a Level 4 change, CLECs are provided an
opportunity to have input into the development of the change prior to implementation.
Otherwise, CLECs are allowed a specified time period, between seven and fifteen
calendar days depending on the level of change, to provide written comments on the

Change Request notifications that are identified as Level 2, 3, or 4.

1% See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JIM-D2; Qwest Wholesale Change Management
Process Document-01-30-06, on Pages 35-36.

16 See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2; Qwest Wholesale Change Management
Process Document-01-30-06, on Pages 35-36.

17 See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2; Qwest Wholesale Change Management
Process Document-01-30-06, on Pages 40-41 and 43-44,
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1 Ad-hoc meetings are held as necessary to discuss the proposed change. The complexity of

2 the change being requested determines the number of meetings to be held. Qwest notifies

3 the CLECs via the CMP notification process when the process change is ready to be

4 documented. The CLECs have the opportunity to formally comment on the proposed

5 changes. At the close of the CLEC comment cycle, Qwest provides an official response to

6 their comments through the CMP notification process.'®

7

8 Q. What happens at the conclusion of the notification and comment period?

91l A. After the notification goes into effect, the Change Request moves into a CLEC test status
10 where the CLECs and Qwest have an opportunity to test the proposed change request.
11 The Change Request is then closed at the monthly CMP meeting when CLECs have
12 determined that no further action is required for that Change Request.'

13
141 Q. Are there mechanisms in place that allow CLECs an opportunity to object to CMP
15 changes?
16y A According to the CMP, a CLEC may request a postponement of the proposed change,
17 during a specified timeframe, until the issue is resolved in CMP or until it is resolved
18 through the Dispute Resolution Process. The CMP also contains an Escalation Process
19 that CLECs can use to object to a change. The Dispute Resolution Process is another
20 option that allows Qwest or a CLEC to seek resolution of an item by taking it to
21 arbitration or before a state commission. Qwest or a CLEC can also submit an Exception
22 Request to the CMP for a change that is an exception to normal CMP processes. This type
23 of change requires a vote of the CMP members. Each carrier including Qwest is entitled
'8 See Direct Testimony of Jill Martain, August 28, 2006, on Pages 10-11.
' See Direct Testimony of Jill Martain, August 28, 2006, on Pages 10-11.
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to one vote in the CMP. An additional option is for Qwest or a CLEC to submit disputes

to the CMP Oversight Committee for review.

Q. Are all change requests treated the same or are there different levels of changes?

A. The CMP identifies five levels of product/process changes. Change requests are
categorized from Level O through Level 4 depending on the type and severity of the
changes®® Each level involves a slightly different timeline for notification and

implementation.

Q. Please describe all five levels of product/process changes as identified in the CMP.

A. Level 0 changes do not change the meaning of documentation and do not alter CLEC
operating procedures. Level O changes are effective immediately without notification.
Some categories of Level O changes are: spelling corrections, punctuation, contact
personnel title changes where contact information does not change, grammatical

corrections, and hyperlink corrections within the documentation.!

Level 1 changes are time critical corrections to a Qwest product/process and do not alter
CLEC operating procedures. Time critical corrections may alter CLEC operating
procedures, but only if the Qwest product/process has first been implemented through the
appropriate level under CMP. Level 1 changes are effective immediately upon
notification. Some categories of Level 1 changes are: corrections, clarifications, or
additional information that does not change the product/process, re-notifications issued

within one hundred and eighty calendar days after initial notification, and Regulatory

%0 See Direct Testimony of Jill Martain, August 28, 2006, Exhibit IM-D2; Qwest Wholesale Change Management
Process Document-01-30-06, on Pages 36-45.
*! See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2; Qwest Wholesale Change Management
Process Document-01-30-06, on Pages 36-45.




Direct Testimony of Pamela Genung
Docket Nos. T-01051B-06-0257 et al
Page 16
1 Orders that mandate a product/process change to be effective in less than twenty-one
2 days.”
3
4 Level 2 changes have a minimal effect on CLEC operating procedures. Qwest provides
5 notification of Level 2 changes at least twenty-one calendar days prior to implementation.
6 Some categories of Level 2 changes are: contact information updates excluding time
7 critical corrections, changes to a form that do not introduce changes to the underlying
8 process, and documentation concerning existing processes/products not previously
9 documented.”
10
11 Level 3 changes have a moderate effect on CLEC operating procedures and require more
12 lead-time before implementation. Qwest should provide initial notification of Level 3
13 changes at least thirty-one calendar days prior to implementation. Some categories of
14 Level 3 changes are: adding new features to existing products (excluding resale),
15 modifying or changing an existing manual process, and expanding the availability and
16 applicability or functionality of an existing product or existing feature (excluding resale).**
17
18 Level 4 changes have a major effect on existing CLEC operating procedures or that
19 require the development of new procedures. Level 4 changes are originated using the
20 CMP Change Request process and provide CLECs an opportunity to have input into the
21 development of the change prior to implementation. When the solution is designed and all
22 documentation is available for review, Qwest will provide notification of Level 4 changes
22 See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2; Qwest Wholesale Change Management
Process Document-01-30-06, on Pages 36-45.
2 See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2; Qwest Wholesale Change Management
Process Document-01-30-06, on Pages 36-45.
# See Direct Testimony of Jill Martain, August 28, 2006, Exhibit IM-D2; Qwest Wholesale Change Management
Process Document-01-30-06, on Pages 36-45.
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2.5

at least thirty-one calendar days prior to implementation. If additional comments and
responses are exchanged between the CLECs and Qwest, implementation may not occur
until forty-five calendar days from the initial notification. Some categories of Level 4
changes are: new products, features, services (excluding resale), changes to CMP, new
manual process, increasing an interval in Qwest’s Service Interval Guide (“SIG™) and
limiting the availability and applicability or functionality of an existing product or existing

feature.”’

RELATIONSHIP BETWEEN THE CMP AND ESCHELON’S
INTERCONNECTION AGREEMENT

Please summarize Staff’s understanding of Eschelon’s Interconnection Agreement
relative to the Expedite Process.

The current Qwest — Eschelon Interconnection Agreement allows for the mutual
development of Expedite Procedures between Qwest and Eschelon. The Expedite
Procedures are to be followed for service migrations and new customer additions when
Eschelon determines that an Expedite is necessary to meet its obligations to its customer.
The Qwest — Eschelon Interconnection Agreement indicates that Qwest shall provide
Eschelon the capability to expedite a service order. The Agreement also allows Qwest the
ability to charge a fee for the Expedite if Eschelon requests a due date earlier than the

standard interval or earlier than the due date offered by Qwest.*®

3.2.2.13 Expedites: U S WEST shall provide CO-PROVIDER the capability to
expedite a service order. Within two (2) business hours after a request from CO-
PROVIDER for an expedited order, U S WEST shall notify CO-PROVIDER of U

» See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2; Qwest Wholesale Change Management
Process Document-01-30-06, on Pages 36-45.

% See Qwest — Eschelon Interconnection Agreement, Attachment 35, Section 3.2, Subsections 3.2.2.13,3.2.4.2.1 and
3.2.4.4, Pages 13-14.
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1 S WEST’s confirmation to complete, or not complete, the order within the
2 expedited interval.
?1 . 3.2.4.2.1 If CO-PROVIDER requests a due date earlier than the standard due date
5 interval, then expedite charges may apply.
g 3.2.4.4 Subsequent to an initial order submission, CO-PROVIDER may request a
8 new/revised due date that is earlier than the committed due date. If U S WEST
9 agrees to meet that new/revised due date, then that new/revised due date becomes
10 the committed due date and expedite charges may apply.
11
121 Q. Did the Parties develop an Expedite Process as provided for in their Interconnection
13 Agreement?
14 A Existing Expedite Procedures were already in place and being used prior to April 28, 2000
15 when the Commission approved Eschelon’s opt-in to the AT&T Interconnection
16 Agreement in Arizona. The existing Expedite Procedures were later separately
17 documented through the CLEC change notification on the Qwest wholesale website as
18 Version 1 (“V17) of the Expedites and Escalation Overview in Qwest’s PCAT.”
19
2001 Q Describe how the Expedite Process existed at V1.
21| A When the Qwest - Eschelon Interconnection Agreement was signed, there was an existing
22 Expedite Process in place which covered both Design and Non-Design Products without
23 an expedite fee for certain emergency conditions. See Attachment 2.
24
251 Q. Have other versions of the Expedites and Escalation Overview evolved over time
26 through CMP? If so, please describe those changes relevant to the Expedite Process.
2711 A Several changes to the Expedites and Escalation Overview have transpired over time.
28 Those changes relevant to the products and criteria referenced in the Complaint are
%7 See Direct Testimony of Jill Martain, August 28, 2006, on Pages 18-22.
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contained in the Versions indicated below.?® However, the versions in dispute and most
relevant are V1, V11, V27, and V30. The Expedites and Escalation Overview Process has

reached V42 as of December 4, 2006.

Version 1 (“V1”) documented the existing Expedite Process. This formally documented
the process for the CLECs on the Qwest Wholesale Website.” This was handled via a
CLEC product notification with an announcement date of September 20, 2001, effective

immediately.*

Version 6 (“V6”) added the expedite reason for medical emergencies that was not
previously documented. V6 clarified and added additional information on how to expedite
a service request. This version also added a link to the Local Service Ordering Guide
(“LSOG”). This was handled as a Level 2 change notification.”! The CLEC notification

date was May 6, 2003 with an implementation date of May 27, 2003.

Version 8 (“V87)* added more clarity between the two processes for escalations vs.
expedites. The request and eligibility processes were defined in more detail under the
Expedites subsection. Contact information was updated and additional information was
added regarding what type of action occurs depending on the type of service on the
account. This was handled as a Level 2 change notification.” The CLEC notification

date was April 8, 2004 with an implementation date of May 25, 2004.

*% See Direct Testimony of Jill Martain, August 28, 2006, on Pages 18-22.

* See Direct Testimony of Jill Martain, August 28, 2006, on Pages 18-22.

3 See Qwest Corporation Document Number PROD .09.20.01.F.00087.F.BFR SR.POA LOA. Expedites.
31 See Direct Testimony of Jill Martain, August 28, 2006, on Pages 18-22.

72 See Attachment 3, Expedites and Escalations Overview V8.

33 See Direct Testimony of Jill Martain, August 28, 2006, on Pages 18-22.
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1 Version 11 (“V117)** was the original Covad request for the capability to expedite a
2 request when the situation does not meet the emergency criteria. This was Change
3 Request number PC 021904-1. Covad sought an option to expedite orders that did not
4 meet the emergency criteria that was already in place in the existing process. This was an
5 option that Covad was willing to pay an additional charge for in order to obtain an
6 Expedite.35
7
8 Qwest made changes in two phases. In response to Covad’s change request, Qwest
9 created the Pre-Approved Expedite Process. This process allowed CLECs the opportunity
10 to receive an expedited due date regardless of the reason. If the CLEC chose this process,
11 they also signed an amendment to their Interconnection Agreement to include language
12 for Expedites with a per day expedite fee. With the introduction of the new Pre-Approved
13 Expedite Process, Qwest renamed the existing process to the Expedites Requiring
14 Approval Process to create a distinction between the two processes. In the second phase
15 of the Change Request, Qwest was looking at the existing reasons that an Expedite would
16 be granted at no cost. Those changes were eventually made in Version 22 (“V22”). This
17 Change Request was handled as a Level 3 change notification.”® The CLEC notification
18 date was June 29, 2004 with an implementation date of July 31, 2004. The $200 per day
19 expedite fee was added to Qwest’s Price Cap Tariff effective August 5, 2004. Each CLEC
20 was impacted by the new fee following their acceptance of an amendment to their
21 Interconnection Agreement. The impact of V11 is illustrated in Attachment 5.
22
* See Attachment 4, Expedites and Escalations Overview V11.
% See Direct Testimony of Bonnie J. Johnson, July 13, 2006, Exhibit BJJ-A; on Page 5.
% See Direct Testimony of Jill Martain, August 28, 2006, on Pages 18-22.
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Version 17 (“V17”) advised CLECs that an amendment is not required for Resold Design
Products. For those types of products, the Expedite Process described in the individual
Retail State Tariffs would be utilized, therefore, those requests would automatically be
included in the Pre-Approved Expedite Process. This was handled as a Level 3 change
notification.”’” The CLEC notification date was January 10, 2005 with an implementation

date of February 11, 2005.

Version 19 (“V19”) clarified that if an expedited due date is missed due to Qwest reasons
that expedite charges would not apply. It also clarified that if an expedited order is
delayed on the due date that Qwest will work with the CLEC to obtain the best due date
possible and expedite charges would not apply. This was handled as a Level 1 change
notification.®® The CLEC notification date was February 15, 2005 with an effective date

of February 16, 2005.

Version 22 (“V22”) added three new reasons to the original list under the Expedites
Requiring Approval Process in which Qwest would grant Expedites. Language was also
added relative to providing service order number information that caused the expedite
condition. This was handled as a Level 3 change notification.” The CLEC notification

date was May 9, 2005 with an implementation date of June 16, 2005.

Version 24 (“V24”) changed the Pre-Approved Expedite Process to bill expedite charges
per Access Service Request (“ASR”)/Local Service Request (“LSR”) rather than per

order. For expedited due date requests on delayed orders, Qwest revised its Expedite

37 See Direct Testimony of Jill Martain, August 28, 2006, on Pages 18-22.
% See Direct Testimony of Jill Martain, August 28, 2006, on Pages 18-22.
¥ See Direct Testimony of Jill Martain, August 28, 2006, on Pages 18-22.
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1 Process to only bill expedite charges if the request for an expedited due date results in
2 Qwest incurring additional costs to improve the Ready For Service (“RFS”) date. These
3 changes were handled as a Level 3 change notification.** The CLEC notification date was
4 June 13, 2005 with an implementation date of July 18, 2005.
5
6 Version 27 (“V277)* added 2w/4w Analog Unbundled Loops and Port In/Port Within
7 requests to the list of products to be included in the Pre-Approved Expedite Process that
8 were previously listed as exceptions, thus removing these products from the Expedites
9 Requiring Approval Process where an Expedite was completed at no additional charge
10 when the Emergency conditions were met.”” The resulting effect was that the 2w/4w
11 Analog Unbundled Loops were moved from the Expedites Requiring Approval Process to
12 the Pre-Approved Expedite Process where an expedite charge applied. This change was
13 handled as a Level 3 change notification. The CLEC notification date was September 12,
14 2005 with an implementation date of October 27, 2005. The impact of V27 is illustrated
15 in Attachment 7.
16
17 Version 29 (“V29”) was intended to add clarity to some of the expedite reasons that are
18 included in the Expedites Requiring Approval Process. Due to objections by Eschelon
19 regarding the level of change assigned and the effect the clarifications would actually have
20 on CLEC’s, Qwest retracted this change notice. No change to the current process resulted.
21 This change was attempted as a Level 1 notification.” The CLEC notification date was
22 October 17, 2005 but was retracted on October 18, 2005. Version 28 (“V28”) remained in
23 effect.
“° See Direct Testimony of Jill Martain, August 28, 2006, on Pages 18-22.
*! See Attachment 6, Expedites and Escalations Overview V27.
* See Direct Testimony of Bonnie J. Johnson, July 13, 2006, Exhibit BJJ-A, on Page 8.
* See Direct Testimony of Jill Martain, August 28, 2006, on Pages 18-22.
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Version 30 (“V30”) changed the process to require expedite language in a CLEC’s
Interconnection Agreement where Expedites are associated with a per day expedite charge
for products included in the Pre-Approved Expedite Process.* For products other than
resold design products and if the CLEC’s Interconnection Agreement does not contain the
appropriate expedite language, Qwest would no longer grant the expedite request unless it
was due to a Qwest caused reason. This change was handled as a Level 3 change
notification. The CLEC notification date was October 19, 2005 with an implementation

date of January 3, 2006.

The notification of V30 changes was made prior to V27 changes being updated in the
PCAT. Therefore, the notification for V30 did not reflect the V27 change to add 2w/4w
Analog Unbundled Loops to the UBL service category.” This created confusion, even
amongst Staff, in trying to decipher which products, especially 2w/4w Analog Unbundled
Loops, were being affected by the changes made in V27 and V30. This is further

illustrated in Attachment 9.

How are design and non-design services defined?

Staff was unable to find a definition of design or non-design services in Qwest’s intrastate
tariffs. Staff was, however, able to find a definition of Designed Services in Qwest’s
Advanced Communications tariff for New Mexico. The definitions in the New Mexico

tariff are included in Attachment 5 and Attachment 7.

# See Direct Testimony of Jill Martain, August 28, 2006, on Pages 18-22.
* See Direct Testimony of Bonnie J. Johnson, July 13, 2006; Exhibit BJJ-A, on Page 11.
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1] Q. Please describe the Expedite Process as it existed until the disputed V27 and V30

2 changes.
30 A Beginning with V11, expedites followed one of two processes, depending on the product
4 being requested and the language in the CLEC’s Interconnection Agreement. If the
5 Expedite request is for a product on the Pre-Approved Expedites product list and the
6 CLEC’s Interconnection Agreement contains language supporting expedited requests with
7 a per day expedite rate, then the requested Expedite does not need approval. The Pre-
8 Approved Expedites product list includes designed products such as:
9

10 e Unbundled loops (“UBL”) (except 2w/4w analog loops)

11 e Unbundled digital trunks (“UBL DID”)

12 e Unbundled digital trunk facility (“UBL DS1”)

13 e EELs (“UNE-CPL”)

14 e Several UNE-P Products

15 e UDIT

16 e LIS

17 e CCSAC SS7 Trunk or Facility

18 e Unbundled Dark Fiber*®

19

20 If the Expedite request is for a product that is not on the defined product list, or the

21 CLEC’s Interconnection Agreement does not support a per day expedite rate, then the

22 Expedite follows the Expedites Requiring Approval Process.”’

23

24 The Expedites Requiring Approval Process pertains to those products not listed in the Pre-

25 Approved Expedites product list. This includes non-designed products such as Plain Old

26 Telephone Service (“POTS”), Centrex, or DSL service. Also, if the CLEC’s

27 Interconnection Agreement does not contain, or has not been amended to include,

28 language for Expedites with a per day expedite rate for those specified design services the

4 See Attachment 6, Expedites and Escalations Overview V27.
47 See Attachment 6, Expedites and Escalations Overview V27.
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1 Expedites Requiring Approval Process pertains. Expedite charges are not applicable with
2 the Expedites Requiring Approval Process. An Expedite Requiring Approval is granted
3 for any of the following conditions:
4
5 e Fire
6 e Flood
7 e Medical emergency
8 e National emergency
9 * Conditions where the end-user is completely out of service (primary line)
10 e Disconnect in error by Qwest
11 e Requested service is necessary for end-user’s grand opening event delayed for
12 facilities or equipment reasons with a future RFS date
13 e Delayed orders with a future RFS date that meets any of the above-mentioned
14 conditions
15 e National Security
16 e Business classes of service are unable to dial 911 due to previous order activity
17 e Business classes of service where hunting, call forwarding or voice mail features
18 are not working correctly due to previous order activity where the end-users
19 business is being critically affected*®
20

21 Q. Do any of the above-mentioned conditions apply to the particular Eschelon

22 customer’s expedite order referenced in this Complaint?

231 A. Yes. The customer’s expedite order referenced in this Complaint definitely falls under the
24 conditions where the end-user is completely out of service (primary line). Due to the
25 nature of the customer, the order could also be classified as a medical emergency.49

“8 See Attachment 6, Expedites and Escalations Overview V27.

4 See Attachment 8, Eschelon Customer Letter, dated March 17, 2006; also See Arizona Corporation Commission
Docket No. T-01051B-06-0257, Docket No. T-03406A-06-0257, Eschelon Telecom of Arizona, Inc. Complaint,
April 14, 2006, on Page 9, Paragraph. 23.
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1] Q. Were unbundled loops included among the products and services available for
2 Expedite at no additional charge under the original Expedite Process?
31 A. Yes, Qwest provided the capability under the Qwest — Eschelon Interconnection
4 Agreement to order Expedites for several products, including all unbundled loops, at no
5 additional charge when the Emergency Conditions were met under the original Expedite
6 Process. If one of the Emergency Conditions were met, Qwest’s practice was to expedite
7 the order in question when resources were available, regardless of the products for which
8 the Expedite was sought. If none of the conditions were met, the Expedite request would
9 be denied and the standard installation interval or the original due date would be applied.5 0
10
11y Q. How did Qwest determine that it could require an amendment to the Interconnection
12 Agreement by modifying the Expedite Process through CMP?
13 A. Qwest found that some CLEC Interconnection Agreements had existing expedite language
14 in the Local Interconnection Service (“LIS”) section that referred the CLEC to Qwest’s
15 individual Intrastate Access Tariffs. However, there was no such language for the other
16 products such as Unbundled Network Elements (“UNE”). In addition, many of the rates
17 in the CLEC Interconnection Agreements for expedite charges were shown as To Be
18 Determined. Qwest concluded that the CLEC Interconnection Agreements should be
19 amended to include language for the other design services similar to that of the LIS
20 section and a specific rate with a reference to the process. This would allow Qwest the
21 ability to charge the $200 per day expedite fee and change the process to be in parity with
22 the rest of Qwest’s customer base who order services that follow the designed services
23 flow. This analysis resulted in the development of the expedite amendment, which Qwest
24 now includes in its new Interconnection Agreement templates. The amendment included a
50 See Direct Testimony of Bonnie J. Johnson, July 13, 2006, on Page 11.
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reference to the Expedite and Escalations Business Procedure for the process and included

a rate sheet for the $200 per day expedite fee.”'

RELATIONSHIP BETWEEN THE CMP AND THE PCAT

Please summarize Staff’s understanding of the CMP relative to the PCAT.

The CMP provides a means to address changes to the processes and procedures contained
in the PCAT. The processes and procedures are necessary to enable CLECs to obtain pre-

ordering, ordering, provisioning, billing, maintenance and repair services from Qwest.

Does the current Qwest — Eschelon Interconnection Agreement make reference to the
CMP or the PCAT?

Staff is unable to locate any reference to the CMP in the current Qwest — Eschelon
Interconnection Agreement. The PCAT is referenced in Attachment A of the Amendment
for Elimination of UNE-P and Implementation of Batch Hot Cut Process and Discounts.*
Attachment 1 of the Collocation Decommission Amendment also makes reference to the

PCAT.>?

STAFF’S ANALYSIS OF THE ISSUES

Has Staff reviewed the Eschelon — Qwest Interconnection Agreement?

Yes, Staff has reviewed &e Interconnection Agreement originally negotiated between US
WEST and AT&T. This is the same Interconnection Agreement that Eschelon opted into

with Qwest and was approved by the Commission on April 28, 2000.

>! See Direct Testimony of Jill Martain, August 28, 2006, on Pages 25-26.

32 See Qwest — Eschelon Interconnection Agreement, Attachment A of the Amendment to CDS 000106-0212 for
Elimination of UNE-P and Implementation of Batch Hot Cut Process and Discounts, January 24, 2005, on Page 1.
3See Qwest — Eschelon Interconnection Agreement, Attachment 1 of the Amendment to CDS-000106-0212 for
Collocation Decommission, February 5, 2002, on Page 3.
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1] Q. Please summarize Staff’s understanding of the Qwest — Eschelon Interconnection
2 Agreement relative to general repair requirements.
30 A Attachment 5 of the Qwest — Eschelon Interconnection Agreement contains language
4 indicating that Qwest shall provide Eschelon with the same level of maintenance support
5 as Qwest provides itself>* The repair interval would be applicable if Qwest had
6 disconnected the customer in error. In this particular case, Eschelon erred by ordering a
7 disconnect. Qwest then put the customer back in service the first time, but Qwest then
8 disconnected the customer a second time which leads Staff to believe there may have been
9 a timing difference between the repair and ordering systems.
10
1 Q. How is this language relevant to the Complaint brought before the Commission?
124 A Eschelon’s Complaint addresses the refusal by Qwest to provide repairs for disconnects in
13 error. Staff believes that the general repair provisions are irrelevant to this Complaint
14 because Eschelon did in fact place an order with Qwest to disconnect the customer’s
15 circuit. Therefore, there was no Qwest caused error that resulted in a disconnection that
16 would bring the disconnect in error repair intervals into play.
17
18| Q. Does the current Qwest — Eschelon Interconnection Agreement contain an expedite
19 fee?
204 A Schedule 1 of Attachment 1 in the Qwest - Eschelon Interconnection Agreement does not
21 currently contain an expedite fee.
* See Qwest — Eschelon Interconnection Agreement, Attachment 5, Section 6.2, Subsection 6.2.1.1, Page 46.
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1] Q. Can changes be made to the Expedite Process contained in the Expedites and
2 Escalation Overview?
31 A Staff understands that some changes can be made to the Expedite Process through the
4 CMP. Staff agrees with Eschelon and Qwest that rates and the application of rates are
5 outside the scope of the CMP process.”
6
71 Q. Does the CMP overrule the provisions in the Interconnection Agreement?
81 A. No, as stated earlier the rates, terms, and conditions set forth in any CLEC Interconnection
9 Agreement between the CLEC and Qwest shall prevail when there is a conflict with the
10 changes implemented through CMP and the provisions of the Interconnection
11 Agreement.5 6
12
13 Q. Was the change request pertaining to the disputed Expedite Process change initiated
14 originally by Qwest or a CLEC?
15 A The change request was initiated by Covad as an enhancement to the existing Expedite
16 Process that was already in place and being utilized for the past six years. Covad sought
17 an option to expedite orders that did not meet the emergency criteria that was already in
18 place in the existing process. This is an option that Covad was willing to pay an
19 additional charge for in order to obtain an Expedite.
20
211 Q. What level of change was the disputed Expedite Process change classified?
221 A Staff understands that the Expedite Process change was treated as a Level 3 change.
%5 See Direct Testimony of Bonnie J. Johnson, July 13, 2006, on Page 17; See Direct Testimony of Jill Martain,
August 28, 2006, on Page 29.
% See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2; Qwest Wholesale Change Management
Process Document-01-30-06, on Page 14.
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1] Q. Did other CLECs besides Eschelon object to the V27 and V30 changes to the
2 Expedite Process?
31 A Yes, several CLECs, such as Covad, McLeodUSA, Integra, and PriortyOne, also objected
4 to the V27 and V30 changes.”’ Following is an example of a CLEC CMP objection
5 provided to Qwest on November 3, 3005 by Integra:
6 “Integra objects to Qwest proposed change to remove the existing approval
7 required expedite process for designed products. When Integra signed the Qwest Expedite
8 Amendment we were not advised that by signing the amendment it would change the
9 current Expedites Requiring Approval process. We signed the amendment believing that
10 this would ADD to our options of having an order completed outside the standard interval.
11 When Integra signed the amendment UBL DSO loops were not included as a product on
12 the list of products in the “Pre-Approved Expedites” list. When the UBL DSO was added
13 to this list Integra did not comment at that time, we still believed the Expedites Requiring
14 Approval process was in place for our use.””
15
16| Q. How were the objections of those CLECs handled by Qwest?
17F A Qwest’s response, dated November 4, 2005, to McLeodUSA’s October 27, 2005 objection
18 and written escalation regarding V27 changes, indicated that the 15-day comment review
19 period ended at 5:00PM, MT on September 27, 2005. Qwest only received one comment
20 associated with this change during the comment period regarding the rate and Qwest
21 responded to that comment on October 12, 2005. Qwest indicated that on September 12,
22 2005 it sent notification out to the CLEC community along with a summary of the changes
23 that were to occur and a redlined copy of the updated PCAT.>®
57 See Direct Testimony of Bonnie J. Johnson, July 13, 2006, on Page 24; and in Exhibit BJJ-A, on Page 13.
58 See Direct Testimony of Bonnie J. Johnson, July 13, 2006, on Page 24; and in Exhibit BJJ-A, on Page 13.
% See Direct Testimony of Bonnie J. Johnson, July 13, 2006, Exhibit BJJ-A-7; Document No. 000129.
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1 McLeodUSA’s comment dated November 1, 2005, indicated confusion with the changes
2 that were occurring with the V27 and V30 changes. Qwest responded with clarification
3 that the V27 change was already in effect and that V30 was changing the process to
4 require expedite language in the customer’s Interconnection Agreement when an expedite
5 is requested for products that follow the designed services flow.
6
7 Qwest also clarified that products that follow the designed services flow will not be part of
8 the Expedites Requiring Approval process except in the state of Washington.®® On
9 November 3, 2005, Covad requested clarification on the V30 change regarding availability
10 of expedited services in the state of Washington. Qwest responded that the Expedites
11 Requiring Approval Process will still be available in the state of Washington in v30.%!
12
13 Qwest responded to Eschelon’s objections to V30, dated November 3, 2005, stating that it
14 met its commitment to Covad’s Change Request and utilized the appropriate CMP
15 notification processes to notify CLECs of the pending changes.
16
17 PriorityOne also objected to the V30 process change that will remove the existing
18 Expedites Requiring Approval Process for design products when the CLEC signs the
19 expedite amendment. PriorityOne stated that it will negatively impact PriortyOne and its
20 customers. Qwest responded that the V30 change is to create consistencies across
21 Qwest’s entire customer base for products that follow the designed services flow.%
22
% See Direct Testimony of Bonnie J. Johnson, July 13, 2006, Exhibit BJJ-A-7; Document Nos. 000123 and 000124.
*' See Direct Testimony of Bonnie J. Johnson, July 13, 2006, Exhibit BJJ-A-7; Document No. 000127.
% See Direct Testimony of Bonnie J. Johnson, July 13, 2006, Exhibit BIJ-A-7; Document No. 000127.
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1 Integra also objected on November 3, 2005 to Qwest’s V30 change. Integra was not
2 advised that by signing the expedite amendment it would change the current Expedites
3 Requiring Approval Process. Integra signed the amendment believing that this would add
4 to its options of having an order completed outside of the standard interval. When the
5 amendment was signed, unbundled DSO loops were not included on the list of products in
6 the Pre-Approved Expedites list. When unbundled DSO loops were added to the list
7 Integra did not comment at the time believing the Expedites Requiring Approval Process
8 was in place fo; its use.%
9
10 Qwest responded that Integra was not advised that by signing the amendment it would
11 change the Expedites Requiring Approval Process for two reasons. The first being that
12 when the amendment is signed the CLEC is automatically included in the Pre-Approved
13 Expedite Process and the Expedites Requiring Approval Process is not applicable any
14 longer for the products identified in the Pre-Approved Expedite section of the PCAT. The
15 second reason relates to the language that was added to the PCAT in V11 where an
16 Expedite follows one of two processes, depending on the product being requested and the
17 language in the CLEC’s Interconnection Agreement.*!
18
191 Q. What is Staff’s response to Eschelon allegation that Qwest’s Expedite Process is
20 discriminatory?
21 A Based on the facts of this case, Staff does not support a finding of discrimination. Staff
22 has concluded that there is no “retail analogue” for expedites of the installation of
23 unbundled loops. Staff has also concluded that there are no current requirements in the
% See Direct Testimony of Bonnie J. Johnson, July 13, 2006, Exhibit BJJ-A-7; Document Nos. 000127 and 000128.
% See Direct Testimony of Bonnie J. Johnson, July 13, 2006, Exhibit BJJ-A-7; Document Nos. 000127 and 000128.




Direct Testimony of Pamela Genung
Docket Nos. T-01051B-06-0257 et al
Page 33
1 Qwest Performance Assurance Plan that specifically address the expedite process.
2 Therefore, there are no performance measurements or benchmarks. The Qwest
3 Performance Assurance Plan (“PAP”) incorporates performance measurements that ensure
4 Qwest’s service performance to competitors can be measured and monitored so that any
5 degradation of the agreed upon level of service is detected and corrected. Performance
6 measurements were developed in the 271 collaborative workshops. Each of the
7 measurements have been given a precise definition, called a Performance Indicator
8 Definition (“PID”), that includes specification of the unit of measure, the data to be
9 utilized in the measurement, and the standard. The standard may be a parity comparison
10 of CLEC service performance with the Qwest retail analogue. When no retail analogue
11 exists, the standard is a benchmark.
12
13| Q. Does Qwest have complete authority to close a Change Request and implement the
14 changes regardless of CLEC opposition?
I5f A No. Chapter 5 of the CMP indicates that “the Change Request will be closed when
16 CLECs determine that no further action is required for that Change Request.”® Based on
17 the pending objections by various CLECs to the V30 changes, the Change Request should
18 still be open and implementation postponed.
19
20 As discussed earlier in this testimony, CLECs have other options available to them if they
21 do not accept Qwest’s response. CLECs can choose to escalate or dispute the Change
22 Request in accordance with the CMP Escalation Process or Dispute Resolution Process.
23 CLECs may also request that Qwest defer the Change Request until a later date.
24
55 See Direct Testimony of Jill Martain, August 28, 2006, Exhibit IM-D2; Qwest Wholesale Change Management
Process Document-01-30-06, on Page 36.
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1ff Q. Does Staff believe that Qwest was correct in refusing to expedite in this case because
2 Eschelon did not sign an amendment to its Interconnection Agreement?
30 A. No, for several reasons. First, the CMP clearly states that when there is a conflict between
4 the Interconnection Agreement and the CMP, the Interconnection Agreement prevails.66
5 Here there was clearly a change to the Expedite Process that abridged Eschelon’s rights
6 under its existing Interconnection Agreement. Therefore, Eschelon was entitled to
7 continue to operate under its current agreement and the process contemplated therein.
8 Second, this change was represented by Qwest as an optional process which would not
9 abridge CLEC’s rights under their current Interconnection Agreements. Clearly, this was
10 not the case when Qwest implemented the process under objections. However, CLECs
11 should not be forced into signing the amendment, since it is an optional product/process
12 Qwest proposes to make available to the CLECs.
13
141 Q. Could Qwest have utilized the dispute resolution process contained in the Qwest —
15 Eschelon Interconnection Agreement rather than simply refusing to expedite in this
16 particular case?
171 A Yes. The Qwest — Eschelon Interconnection Agreement contains dispute resolution
18 provisions allowing the Parties the option of seeking resolution by way of arbitration if
19 negotiation is unsuccessful.”’” Qwest should have expedited the request first and then
20 followed up afterwards with the dispute resolution process. Clearly, [Named Customer]
21 should have been thought of first; especially given the nature of the customer’s business.
% See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2; Qwest Wholesale Change Management
Process Document-01-30-06, on Page 14.
7 See Qwest — Eschelon Interconnection Agreement, Part A, Section 27, Subsection 27.1, Page 23.
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1] Q. Does the SGAT have any relevance in this Complaint?
2 A Staff understands that the SGAT was designed to allow individual CLECs an alternative to
3 negotiating an individual Interconnection Agreement with Qwest, or adopting an existing
4 approved Interconnection Agreement between Qwest and another CLEC.®  Since
5 Eschelon opted into the existing Qwest and AT&T ICA, the terms and conditions of the
6 Interconnection Agreement would apply.
7
8 Q. What is the status of the number of CLECs that have signed or have not signed an
9 expedite amendment to its Interconnection Agreement?
101 A [REDACTED]
11
121 Q. What does Staff recommend with respect to other CLECs who signed the
13 amendment believing the amendment to be an optional process which did not |
14 abridge their rights under their existing Interconnection Agreements or who were
15 forced into signing the amendment?
16| A Qwest should be required to notify the CLECs that the process contained in the
17 amendment to the Interconnection Agreement, as a result of V27, will be treated as an
18 optional process by Qwest and will not abridge their rights under their existing
19 Interconnection Agreements.
20
21| Q. Please summarize Staff’s position.
221 A According to August 28, 2006 direct testimony submitted by Qwest witness, Jill Martain,
23 existing Expedite Procedures were already in place and being used prior to April 28, 2000
| 24 - when Eschelon opted into the AT&T Interconnection Agreement in Arizona. In Qwest’s
58 Qwest Arizona SGAT - Fourteenth Revision, August 29, 2003, Section 1, Page 1, Subsection 1.5.
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1 Answer to Eschelon’s Complaint filed on May 12, 2006, Qwest takes the position that
2 expedite methods were further developed in the CMP between Qwest and the industry.
3 Eschelon’s opt-in to the AT&T Interconnection Agreement occurred on April 28, 2000
4 when existing Expedite Procedures were already in place.
5
6 Staff recognizes that Qwest went out of its way by allowing extra time for the CLECs to
7 prepare for the changes to V30. Staff also acknowledges Qwest’s additional attempt to
8 help clarify the V30 changes and address any CLEC questions.*  But since CLEC
9 Interconnection Agreements are voluntarily negotiated or arbitrated, an alternative Qwest
10 may have chosen, rather than trying to force Eschelon into signing an amendment, could
11 have been to take the issue to arbitration under the terms of the Qwest — Eschelon
12 Interconnection Agreement.
13
14 By denying Eschelon the capability to Expedite an order without signing an amendment to
15 the Qwest — Eschelon Interconnection Agreement, Staff believes that Qwest did not
16 adhere to the terms and conditions of the current Qwest — Eschelon Interconnection
17 Agreement pursuant to the language contained in Attachment 5, paragraph 3.2.2.13 of the
18 Agreement. When Qwest denied Eschelon the ability to expedite a service order to
19 reconnect a customer without signing an amendment to the current Qwest — Eschelon
20 Interconnection Agreement, Qwest took away the capability that the Agreement allows.
21 An Expedite Process was already in place and being utilized prior to April 28, 2000. Even
22 though Qwest had the option to charge an additional expedite fee, it chose not to as long
23 as the Expedite request met certain Emergency criteria. In addition, no specific expedite
24 rate was agreed to in the Qwest — Eschelon Interconnection Agreement. That Process was
% See Direct Testimony of Jill Martain, August 28, 2006, on Page 26.
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1 later documented through the CLEC change notification on the Qwest wholesale website.
2 Five years later, under the same Qwest - Eschelon Interconnection Agreement Qwest has
3 changed the Expedite Process and implemented a $200 per day expedite fee.
4
5 The dispute resolution process mentioned in the Qwest — Eschelon Interconnection
6 Agreement under Rates and Charges in Attachment 1, Section 1.2, may not concern
7 service disruption but it would apply to Eschelon’s ability to seek dispute resolution to
>8 recover the $1,800 fee that was charged by Qwest in this case to expedite an order to
9 reconnect service for an Eschelon customer.
10
11 The Interconnection Agreement between Eschelon and Qwest allows for mutual
12 development of an Expedite Process. This Agreement also allows Qwest the ability to
13 impose a fee for expediting the order. However, the existing process was memorialized in
14 V1 of the Expedites & Escalations Overview Process. In V1, Qwest did not impose any
15 charge in expediting orders for loops when certain circumstances were met. In addition,
16 Eschelon has indicated that the Expedite Process was “known and in use by mutual
17 agreement”’® when the Commission approved the Qwest — Eschelon Interconnection
18 Agreement on April 28, 2000. The process at that time allowed Expedites on all
19 products/services (including unbundled loops) at no additional charge when the situation
20 met the specific Emergency conditions/criteria and resources were available. Disconnects
21 in error caused by the CLEC were also expedited. Eschelon and other CLEC’s utilized
22 this process. Qwest updated its website with the existing process on September 22, 2001.
23
™ See Direct Testimony of Bonnie J. Johnson, July 13, 2006, on Page 10, line 11.
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1 When Covad requested another optional product, Qwest instead created two separate
2 Expedite Processes, one for Expedites Requiring Approval and another for Pre-Approved
3 Expedites. The product/process request proposed by Covad was a request for another
4 service not a modification or discontinuation of the current process. The changes made by
5 Qwest resulted in a limitation to the availability of an existing product rather than an
6 expansion to the availability of an existing product.
7
8 Even though Qwest created two separate Expedite Processes in its V11 change, Eschelon
9 did not experience a problem expediting orders for unbundled loops until the V30 changes
10 demanded signing of an amendment to their current Interconnection Agreement with
11 Qwest before Qwest would perform the Expedite. The V30 change to the Expedite
12 Process should have actually been handled as a Level 4 change rather than a Level 3
13 change. As a Level 4 change, CLECs are allowed an opportunity to have input into the
14 development of the change prior to implementation. Eschelon indicated that CMP is
15 largely one-sided. CLECs have the opportunity to submit objections to proposed changes
16 but Qwest makes the final decision in implementing a change unless the CLEC takes the
17 issue to dispute resolution.
18
19 Eschelon and other CLEC’s have participated in CMP. Eschelon has participated on a
20 regular basis to keep abreast of any changes that may affect Eschelon’s business. Even
21 though Eschelon’s behavior may indicate acknowledgement of the process, language
22 placed in the CMP states that “in cases of conflict between the changes implemented
23 through this CMP and any CLEC Interconnection Agreement,,, the rates, terms, and
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1 conditions of such Interconnection Agreement shall prevail.. > The CMP notices issued
2 by Qwest to the CLECs contain similar language.”
3
41 4. RECOMMENDATIONS
50 Q What are Staff’s specific recommendations?
6 A. Staff recommends the following on the issues included in Eschelon’s Complaint:
7 (1)  Qwest should continue to support the same Expedite Process that has been used in
8 the past, previous to V11, for all products and services (including unbundled
9 loops) if the order meets any of the Emergency criteria or conditions or where the
10 customer’s safety may be an issue if the Expedite is not processed. This is the
11 same Expedites and Escalations Overview Process contained in the PCAT that has
12 been in place and utilized by CLECs since at least September 20, 2001.
13 Processing of the Expedites shall not require an amendment to the Qwest —
14 Eschelon Interconnection Agreement nor should an additional charge be applied
15 beyond the standard installation charge.
16 2) Qwest should continue with the enhancement to the Expedites & Escalations
17 Overview Process, as originally requested by Covad, offering an option to CLECs
18 to expedite orders when the situation does not meet the emergency criteria or
19 conditions. This option should be offered to all CLEC’s via an amendment to the
20 CLEC’s current Interconnection Agreement and may involve a charge when the
21 option is utilized by the CLEC.
22 3) Qwest should reimburse Eschelon the $1,800 plus interest (if applicable) that was
23 charged to Eschelon in the customer event cited as part of this Complaint.
! See Direct Testimony of Jill Martain, August 28, 2006, Exhibit JM-D2; Qwest Wholesale Change Management
Process Document-01-30-06, on Page 14.
2 See V11 Notice, July 15, 2004, “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.”




o 0 NN N AR W N

I T Sy w—
A W = O

Direct Testimony of Pamela Genung
Docket Nos. T-01051B-06-0257 et al

Page 40

“)

&)

©)

)

Eschelon should implement a training or refresher training program for its
representatives stressing the importance of accuracy when ordering changes to its
customer’s service in order to try to avoid or minimize unnecessary customer
service outages.

Qwest should include a definition of designed and non-designed services in its
Arizona tariffs.

Qwest and the CLECs should include expedites of the installation of Unbundled
Loops in their Interconnection Agreement negotiations.

Staff recommends that a performance measurement for expedites of Unbundled
Loops be developed through CMP and that the rate(s) for expedites be considered

as part of the next cost docket”.

Q. Does this conclude your direct testimony?

A. Yes, it does.

 In The Matter Of Investigation Into U S West Communications, Inc.’s Compliance With Certain Wholesale Pricing
Requirements, Docket No. T-00000A-00-0194.
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1. 3/8/06 - Eschelon began working on the End User Customer’s request to keep the
phone number that was currently associated with its analog 2-wire unbundled loop but
point the number instead (using a DID number) to the End User Customer’s DS1 capable
loop to allow the End User Customer’s analog 2-wire unbundled loop to be disconnected.
The 911 capability for the individual rooms of the children and adults with disabilities at
the rehabilitation center is on the DS1 capable loop. As part of processing this request,
Eschelon submitted a Local Service Request (LSR) (PON AZ657718CAR/LSR ID
17114755) intended' to disconnect the analog 2-wire unbundled loop. Eschelon
requested a disconnect date of 3/15/06.

2. 3/8/06 — Qwest sent Eschelon an FOC confirming Eschelon’s requested due date of
3/15/06. Qwest assigned service order number D49232945 to the disconnect order Qwest
issued. On or about 3/8/06, Qwest also sent a Pending Service Order Notification
(PSON). When the PSON information matches the information in the LSR, no flags are
raised. PSON comparisons highlight discrepancies in information, and there was no
discrepancy here because the PSON reflects the information in the LSR.2

3. 3/15/06 - Qwest disconnected the End User Customer’s T-1 facility on 3/15/06 and
Qwest sent Eschelon a completion notice for the disconnection of the circuit on 3/15/06
at 10:02 AM’.

4. 3/15/06 — The End User Customer contacted the Eschelon Repair Service Bureau
(RSB) at 10:20 AM. The End User Customer told Eschelon its service was not working.
Eschelon performed trouble isolation and determined the End User Customer’s T1 was
out of service. Eschelon trouble isolation indicated the trouble was in the Qwest
network.* The Eschelon RSB coordinator opened a Qwest repair ticket via CEMR’ at
10:23 AM. Qwest assigned Qwest repair ticket number OC125098. Qwest told Eschelon
that Qwest found a missing cross connect in the Qwest Central Office. Qwest repaired the
missing cross connect at 10:32 AM. When Qwest reconnected the missing cross connect,
the End User Customer’s service was restored. Qwest called Eschelon and told Eschelon
that Qwest repaired the cross connect and restored the End User Customer’s service.
Eschelon asked Qwest to hold the repair ticket open for 24 hours. Qwest agreed to do so.

5. 3/16/06 — Twenty-four hours later, the Qwest CEMR Report History shows that, as of
10:35 AM: “Unable to close TKT Properly/DISC=D49232945.” This statement
indicates that Qwest repair was unable to close the repair ticket properly in the Qwest

! As indicated below (in chronological order), Eschelon later learned that a different circuit was
disconnected. As of 3/8/06, however, the status was that Eschelon intended to disconnect the analog 2-wire
unbundled loop and was operating under the assumption that this is what it requested (until later learning of
the error).

2 See footnote 1.

* All times noted are MST unless indicated otherwise.

4 See footnote 1. Eschelon was unaware of the error at this time.

> Qwest’s Customer Electronic Maintenance and Repair (CEMR) electronic interface
(http://www.qwest.corv/wholesale/systems/cemrandrce.html) for submitting trouble reports.
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systems after holding the ticket open for 24 hours because, at least by that time, Qwest
identified that a disconnect order had been completed for the circuit. The Qwest CEMR
Circuit History indicates that Qwest canceled the repair ticket at 10:35 AM.

6. 3/16/06 - The End User Customer contacted the Eschelon Repair Service Bureau
(RSB) at 11:26 AM and told Eschelon it was out of service again. Eschelon performed
trouble isolation and determined the End User Customer’s T1 was out of service. Testing
indicated the trouble was in the Qwest network. Eschelon attempted to open a repair
ticket with Qwest in CEMR. CEMR rejected the request with an edit “no circuit found on
host.” Eschelon called Qwest repair center and asked to open a repair ticket on the DS1
capable loop. During the call, Qwest repair told Eschelon there was a disconnect order
placed against this circuit and said Eschelon would have to submit a new order to Qwest
to restore the service. The Eschelon RSB related this information to the Eschelon
customer service group.

7. 3/16/06 — The Eschelon customer service group determined Eschelon had submitted
an order to Qwest, in error, to disconnect the circuit.” Although Eschelon intended to
disconnect the analog 2-wire unbundled loop, Eschelon had inadvertently used the circuit
identification (ID) number for the same End User Customer’s DS1 capable loop. An
Eschelon Customer Service Manager contacted the End User Customer at 3:30 PM CDT
and acknowledged Eschelon’s misktake, telling the End User Customer that Eschelon had
disconnected the End User Customer service in error. He also told the End User
Customer that Qwest said Eschelon would have to order new service from Qwest to
restore the End User Customer’s service.

8. 3/16/06 - Eschelon submitted an LSR (PON AZ657718T1FAC/LSR ID 17192206) at
4:37 PM to order a new DS1 Capable loop. Eschelon requested a due date of 3/23/06.°

9. 3/16/06 - Qwest sent Eschelon an FOC at 5:09 PM and confirmed Eschelon’s
requested due date of 3/23/06. Qwest issued service order number N49828418.

10. 3/16/06 (Thursday) — Day ends, and rehabilitation center for children and adults with
disabilities continues to have no ability to dial 911 from the residents’ rooms.

11. 3/17/06 — Per Qwest’s documented process,7 Eschelon called the Qwest call center to
open a Qwest tier one escalation ticket (25903100) to request an expedite. The Qwest

% Eschelon requested a due date of 3/23/06, which is 5 business days. Qwest’s Expedite Requiring
Approval process (http://www.qwest.com/wholesale/clecs/exescover.html) provides two options for a
CLEC to request an expedite: *“1.) 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;
2.) Submit the request with a due date interval from our SIG (Service Interval Guide) or your ICA and then
call the Qwest Call Center.” Eschelon used the second option. Qwest’s standard interval for a DS loop
per Qwest’s SIG (http://www.qwest.com/wholesale/guides/sig/index html) is five (5) days.

’ As indicated in the previous footnote, Qwest’s process allows CLEC to first submit the order for the full
interval and then call to expedite it. (“Submit the request with a due date interval from our SIG (Service
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escalation representative (Connie at 612-349-2314) denied Eschelon’s request to expedite
the DS1 capable loop order installation date.

12. 3/17/06 - Eschelon called the Qwest call center to open a Qwest tier two escalation
ticket (25903113) to escalate the denial of Eschelon’s expedite request. Qwest said it
would check and call back.

13. 3/17/06 — At 1:35 PM CDT, Ronda Knudson escalated the denial of the expedite
request to Qwest tier four escalation (Jean Novak, Director of Service Management at
Qwest for Eschelon’s account).8 Jean Novak told Ronda Knudson that Eschelon must
sign Qwest’s expedite contract amendment before Qwest would expedite the due date.
Ronda Knudson explained the nature of the business and critical need for service to this
End User Customer to Jean Novak. Ronda Knudson told Jean Novak that Eschelon
would be sending Qwest a letter from the End User Customer outlining the medical
nature of the residents at this center and the urgent need for service.

14. 3/17/06 — At 2:19 PM, 2:25 PM and 2:35 PM (all CDT), Ronda Knudson again
escalated the denial of the expedite request to both Tier 2 and Tier 4, requesting status on
the expedite/escalation. Ronda Knudson told Jean Novak that Eschelon would pay
Qwest the expedite charge Qwest was asking ($200 per day expedited).

15. 3/17/06 — At 3:22 PM CDT, Jean Novak left Ronda Knudson the following voice
mail: “Rhonda, this is Jean we need to have the order number that took this customer out

of service so we can see if that facility is still available. Would you give me a call on
218.290.9414. Thanks, Rhonda.”

16. 3/17/06 — The 3:22 PM voice message that Jean Novak left Ronda Knudson
continued on with a conversation between Jean Novak and Chris Siewert (Qwest Sr.
Manager, Minneapolis Center). On the voice message, Jean Novak told Chris Siewert
that she was “okay with not doing it.” (See attached unofficial transcription.)

17. 3/17/06 — At 3:24 PM CDT, the Qwest Tier 2 escalation representative (Deanne at
612-752-1435) left Ronda Knudson the following voice message: “Hi Ronda, this 1s
Deanne, Qwest Wholesale Escalations, and I apologize I just received word back that
they will not be expediting this um because of the fact that it clearly states that to
expedite you have to have the amendment which in Arizona Eschelon does not have.
Um, it clearly states that you know, we will not expedite this. However, I did speak with
Jean Novak and she asked me to go ahead and try to expedite this. Um, my manager um,
has also called her and I think that if she were to move ahead to try to do expedite it
would help. Um, can’t guarantee that though, the bottom line is that it is not expeditable

Interval Guide) or your ICA and then call the Qwest Call Center
(http://www.qwest.com/wholesale/clecs/exescover.html).”)

¥ Qwest’s process documentation states that: “Escalations can be initiated for any issue, at anytime, and at
any escalation point.” (http://www.qwest.com/wholesale/clecs/exescover.html)
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because of the no amendment. So, at any rate, sorry, I’m so sorry about that and hope
that this will all work out. Thank you. Goodbye.”

18. 3/17/06 — At 3:32 PM CDT, Eschelon sent Qwest (Deanne at fax number 612 663-
0502), by facsimile, a copy of a letter from the End User Customer to Eschelon in which
the End User Customer outlined the critical need for service due to the medical nature of
the residents (children and adults with disabilities).

19. 3/17/06 — At 4:06 PM CDT, Jean Novak left Ronda Knudson the following voice
mail: “Hi Ronda, this is Jean. I have to deny the expedite. You do not have an
amendment to pay for this expedite and so I cannot, I have to turn it down. If you would
like me to have someone fax an amendment to you, um, we can get that signed by you
and by Qwest to expedite this order and then all you would have to do is sup the order
and put the appropriate CL for expedite. So let me know what you want to do. Ah, if you
want an amendment, um, I will call Josh and have him get one for you. Um,
218.290.9414. Thanks.”

20. 3/17/06 — At 5:00 PM CDT, Jean Novak called Ronda Knudson and said the
facilities were still available for assignment but Qwest had officially denied the expedite
request at the Tier Four level because Eschelon had not signed the expedite contract
amendment.

21. 3/17/06 (Friday) — Day ends, and rehabilitation center for children and adults with
disabilities continues to have no ability to dial 911 from the residents’ rooms.

22. 3/18/06 — At 9:00 AM, Eschelon submitted an Access Service Request (ASR) (PON
AZ657718T1IFAC/ASR ID 0607700072) to Qwest for a new Spectal Access DS1 private
line circuit. Eschelon requested a due date of 3/18/06.

23. 3/18/06 — At 11:43 AM CDT, Ronda Knudson called Jean Novak and said that
Eschelon had placed the Special Access DS1 private line order. Ronda Knudson asked
Jean Novak if Qwest would install the service that day. Jean Novak said she would check
to see if there was a Qwest service order writer that could manually type the order.’

24. 3/18/06 - At 12:00 PM CDT, Jean called Ronda and said that Qwest did not have a
Qwest Service order typist that could type the service order. Jean Novak said Qwest
could not type the order until Monday 3/20/06. Jean Novak said the earliest date Qwest
could install the service for the End User Customer was 3/20/06. Jean confirmed that
Qwest would type the order the morning of 3/20/06 and work to complete the install that
same day.

® Qwest has less flow through capability for ASRs. See, e.g.,
http://www.gwest.com/wholesale/cmp/archive/CR_PC070804-1 . htm.
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25. 3/18/06 (Saturday) — Day ends, and rehabilitation center for children and adults with
disabilities continues to have no ability to dial 911 from the residents’ rooms.

26. 3/19/06 (Sunday) — Rehabilitation center for children and adults with disabilities
continues to have no ability to dial 911 from the residents’ rooms.

27. 3/20/06 — At 7:54 AM CDT, Jean Novak called Ronda Knudson and said that a
Qwest typist had typed the service order. Qwest assigned service order number
C50456587. However, Jean Novak told Ronda Knudson that, even though the service
order had been typed, Qwest would not process the order until Eschelon supplemented its
ASR request to change the requested due date from 3/18/06 to 3/20/06. Per Qwest’s
request, Eschelon supplemented the ASR and changed the desired due date to 3/20/06.

28. 3/20/06 — At 5:30 PM, Eschelon accepted the special access DS1 private line circuit.
The rehabilitation center for children and adults with disabilities has the ability to dial
911 from the residents’ rooms.
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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.

e Expedites: Requests for an improved standard interval, Individual Case Basis (ICB) or
committed to ICB (Ready for Service (RFS) + Interval) date

e 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:
hitp:/iwww.qwest.com/wholesale/guides/sig/index himl) identify reasonable intervals, at times a
valid expedite situation can occur such as:

Fire

Flood

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

e 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:
e Plant Test Date (PTD)

e 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: -
e 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).
e Qwest Service Manager

Page 1 of 4
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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.
e 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 troubie report through our electronic
interface Customer Electronic Maintenance and Repair (CEMR) DELETE CEMR (Customer
Electronic Maintenance and Repair) 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 blue text to:

hitp:/iwww.gqwest. comiwholesale/clecs/maintenance himi) for additional information. You will be
referred to Held, Escalated & Expedited Tool (HEET) (Link blue text to:
hitp/iwww.qwest.comiwholesale/systems/heet himl) 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 biue text to:
http:/iwww.gwest.com/wholesale/systems/generalinfo.htmi)

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 informaticn related to the expedite or escalation
processes defined above, contact your Qwest Service Manager (Link blue text to:
hitp:/lwww.qwest.comiwholesale/clecs/accountmanagers.htmi) 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 blue text to:

hitp:/iwww.qwest com/wholesale/training/itt_desc_gwest_101.htmi) for course detail and
registration information.

ation is located in Wholesale Customer Contacts. (List blue text to:
esale/clecs/escalations.himl)

Expedites and Escalations

Page 2 of 4
ExpeditesEscalationsOverviewV5_2.doc
Last saved by stekave


http:l/www.qwest.camlwholesale/clecs/maintenance.himI
http:Ilwww.qwest.comhrvholesaIeiclecs/accountmanagers

Attachment 2
3of4

s Local Service Requests (LSRs)

atabase Ticket

e Access Service Requests (ASRs) Note: Your Qwest Service Manager {Link blue text to;
hitp: /Awww . gwest.com/wholesale/clecs/accountmanagers.html) will advise you which center
to contact.

Center Products & Services Contacts

Des Moines LIS, Feature Group, Private Line, | 877-340-9627
Analog/Digital, HiCap Services
(e.g., DS1, DS3, Sonet, SS7,
SHARP, SHNS)
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Salt Lake City | LIS, Feature Group, Private Line, | 800-333-5498 | 801-239-4070
Analog/Digital, HiCap Services
(e.g., DS1, DS3, Sonet, SS7,
SHARP, SHNS)

Minneapolis Frame Relay 800-285-8383 | 800-636-8721

¢ Non ASR/LSRs
Center

Salt Lake City | All

Products & Services Contacts Fax
1- | 801-239-5070

Frequently Asked Questions

This section is currently being compiled based on your feedback.

Last Update: December 11, 2002

META Tags: Expedites; Escalations
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Expedites & Escalations Overview-V8.0 ,
History Log (Link biue 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.
e Expedites are requests for an improved standard interval, Individual Case Basis (ICB) or e { Deleted: : R }
committed to ICB (Ready for Service (RFS) + Interval) date,
o Escalations.can be initiated for any issue, at anytime, and at any escalation point. =~ . .- [ Deleted: : . |
Escalations can also be for yequests for status or intervention around a missed date, | Escalations
The following summarizes the processes used within Qwest for all Wholesale Products and \[ge'eted’ 1 I
Services to handle expedite and escalation requests. g
Expedites
All expedite requests require approval to ensure resource availability. ,Expedite requests are for . - | Deleted: The Qwest Wholesale
situations where the requested due date is shorter than the standard interval as defined in our C;:"e' Repéegen::i‘.':t:’r::'afmdi"a‘e
o N N K Wwith you an Wi I
Sgrvnce Interval Gmdek(SlG)L _{Link ?iue tgxt' to: _ organizations to resolve. Expedite
hitp:/fwww . qwest.com/wholesale/guides/sig/index.htmi) _Expedite requesis are granted for the charges may apply. If your expedite
following conditions if Qwest determines that it has the resource availability on the reguested request is denied, denial reason(s)
date: ;m be provided.{|
e Fire "~ | While Qwest standard intervals,
¢ F'°°fj { Deleted: identify reasonable
* Medical emergency intervals, the foilowing are valid
+ National emergency reasons to request an expedite:
e Conditions where your end-user is completely out of service (primary line)
e Disconnect in error by Qwest
e Requested service necessary for your end-user’s grand opening event delayed for facilities or
equipment reasons with a future RFS date
o Delayed orders with a future RFS date that meet any of the above described conditions
An expedited request can be made sither prior to, or after, submilting your service reguest. . - [ Deleted: B
When the request is submitted, the EXP field should be populated on the LSR or ASR Form and J
the REMARKS field should contain the reason for the expedited request. Youmaybeaskedto  “. - { Deleted: (Expedite) -}
provide verification of the expedited reason. N {Del tod: )
To reguest an expedite on service requests issued vig a Local Service Reguest (LSR). you may [Deleﬁd: the remarks }
contact the Qwest Call Center on 1-888-796-9087. - ] e { Deleted: 72 )
To reguest an expedite on service requests issued via an Access Service Reguest (ASR). vou
may contact one of the following two centers, depending on which center processes vour service
requests:
s Des Monies, 1A on 1-877-340-8627 - ( Formatted: Bullets and Numbering ]
* _ Salt L ake City, UT on 1-800-333-5498
. . Formatted: Do not check spelli
For Des Moines and Salt Lake City, when calling one of the above numbers, ask for a ‘ grar:;a, 0 not check spefing or J
representative that handles expedited requests. : { Deleted: POAT Exp Eodl V6.0 }
Once your expedite request is received, your Wholesale representative will review the reguest for ( Deleted: PCAT_Exp_Escl_V7.0 }
eligibility. If approved, the next step is 1o contact our Network organization to determine resource ‘ { Deleted: John Hansen |

( Deleted: stekave
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avaiizbility. if denied, then we will provide ybu reasons that the request was denied or we will
offer an aliernative date that we could install the service.

Deapending on the type of service on the account, the following action is taken once the request is
determined o be eligible for an expedited due dale:

Non-Designed/No Dispatch Required
For requests that do not require a dispatch, the order is issued with the expedited dus date.

Mon-Designed/Dispatch Reguired

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 appoiniments are available, then Qwest will offer an alternative date if one is
availeble pricr to the requested due date. You can expect 1o receive a response 10 your
expedited request usually within four business hours,

Designed Services

For Designed Services, the Network organization is contacted o determine resource availability
for the Central Office and Quiside Technicians as well as for the Testers that work with vou 1o
accept the service. You can expect 1o receive a response usually within four business hours.

Escalations

Escalations are a request for status or intervention around a missed critical date such as:
o Plant Test Date (PTD)

e Due Date (DD) ’

e 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 Expediles section for assistance.
Regardiess of how initiated, by you or internally, Qwest escalation roles and responsibilities can
be summarized as:
e 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).
e 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.
e Qwest Senior Service Manager/Director
Involved only when the Service Manager’s efforts are unsuccessful. Provides direction to
those working the issue, parinering with Center Coaches and Team leaders.
e 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-Compiex services. Refer to our Maintenance and Repair Overview (Link blue text to:
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hitp:/Avwww.gwest.com/wholesale/clecs/maintenance.htmi) for additional information. You will be
referred to Held, Escalated & Expedited Tool (HEET) (Link blue text to:
http://www.gwest.comiwholesale/systems/heet.himt) 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 blue text to:
hitp:/Awww.gwest.comiwholesale/systermnsigeneralinfo.hitmi)
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 blue text to:
hitp//Awww.gwest.comiwholesalelclecs/accountmanagers.himl) 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 blue text to:
http:Awww.qwest.comiwholesale/training/ilt_desc_gwest_101.htmi) for course detail and
registration information.
Contacts
Qwest contact information is located in Wholesale Customer Contacts. {List biue text to:
hitp:www.gwest.com/wholesale/clecs/escalations himi)
Expedites and Escalations
e Local Service Requests (LSRs)
Wholesale Center
Tier Responsibility Activity Contacts
Tier 0 | Interconnect Service Center (ISC) First point of contact 888-796-9087
for CLECs
Ticket opened
Tier 1 | Customer Service Inquiry and Respond to issues not
Education Center (CSIE) resolved at Tier 0
Tier 2 | Subject Matter Expert (SME), Team | Respond to issues not | Denver: 800-419- ( Deleted: PCAT_Exp_Escl_V8.0 }
Leaders, Team Coaches resolved at Tier 1 8809 { Formatted: Do not check spelling or
Denver After Hours '| grammar
3Dé'4t‘$ Pager: 800-423- |/ [ Deleted: PCAT Exp_Escv70 |
Minneapolis: 800-366- | - { Deleted: John Hansen )
i ( Deleted: stekave }
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Minneapolis After
Hours Duty Pager:
612-622-3624

Tier 3

Appropriate Qwest Service
Manager

Respond to issues not
resolved at Tier 2

Service Manager
{Link blue text to:
http://www.qwest.com
/wholesale/clecs/acco

untmanagers.html)

e Access Service Requests (ASRs) Note: Your Qwest Service Manager {Link blue text {o:
hitp:/iwww. gwest.comiwholesale/clecsfaccountmanagers.htmi) will advise you which center

to contact.
Center Products & Services Contacts Fax
Des Moines LIS, Feature Group, Private Line, | 877-340-9627 | 515-286-6160
Analog/Digital, HiCap Services
(e.g., DS1, DS3, Sonet, SS7,
| SHARP, SHNS) , Frame Relay
Salt Lake City | LIS, Feature Group, Private Line, | 800-333-5498 | 801-239-4070
Analog/Digital, HiCap Services
(e.g., DS1, DS3, Sonet, SS7,
SHARP, SHNS)
¢ Non ASR/LSRs
Center Products & Services Contacts Fax
Salt Lake City | All 800-879-4072 | 801-239-5070

Frequently Asked Questions

This section is currently being compiled based on your feedback.

{ Back to Top

| Last Update: April 29, 2004
META Tags: Expedites; Escalations
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Expedites & Escalations Overview-V11.0
History Log {Link biue 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.

e Expedites are requests for an improved standard intervai_that is shorter than the interval
defined in our Service Interval Guide (SIG) (Link biue text to:
http:/iwww.gwest.com/wholesale/guides/sig/index.htmi) or your Interconnection Agreement
(ICA), Individual Case Basis (ICB) or committed to ICB (Ready for Service (RFS) + Interval)
date.

o 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

and the language in your Interconnection Agreement (ICA). Jf the request being expedited is for a

product on the list of products in the “Pre-Approved Expedites” (see below) and your ICA has

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 Regquiring Approval” section below.

Expedites Requiring Approval
If your ICA does not contain, or has not been amended to include language for expedites with an

associated “per day” expedite rate, or if the request is for a product that is not listed in the “Pre-
Approved Expedites” section below, the follq;‘:vinq expedite process applies.

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

e Delayed orders with a future RFS date that meet any of the above described conditions

| Eor 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:
| o 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.
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e  Submit the request with a due date interval from our SIG {Link italicized text to:
hitp./rwww. qwest.com/wholesale/guides/sig/findex.htmi) 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
contact one of the following two centers depending on which center processes your service
requests:

e Des Moines, IA on 1-877-340-9627

e Salt Lake City, UT on 1-800-333-5498

For Des Moines and Salt Lake City, when calling one of the above numbers, ask for a
representative that handles expedited requests.

You may be asked to provide verification of the expedited reason, such as in medical
emergencies or grand opening events. 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. [ Deleted: On LSRs, if

, )
Designed Services { Deleted: with )

For Designed Services, the Network organization is contacted to determine resource availability ?'eted: '-,3’?- SI,VLV\BSt|Wi" i“dtir‘fa'e via
for the Central Office and Outside Technicians as well as for the Testers that work with you to ‘| the appropriate FIA value on the

- - e : | Local Request FOC form that the due
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{ Deleted: original request.{|
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Jf 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)

different from what was originally submitted on the ASR or LSR. Qwest willgontactyouand ST
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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 with the products listed below when your ICA
contains language for expedites with an associated per day expedite charge. An expedite charge

Attachment 4
30f6

applies 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 vou to call into Qwest {o
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.

When Qwest receives an ASR or L SR 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 quidelines for Expedites Requiring Approval as described above.

Following is a list of the products that may be expedited and will receive the appropriate Expedite
Charge:

UBL all except 2w/4w analog
Analog PBX DID
Private Line (DS0, DS1, DS3 or above)
ISDN PRI T1
1ISDN PRI Trunk
ISDN BRI Trunk
Frame Relay Trunk
DESIGNED TRUNKS (Includes designed PBX trunks) Trunk
MDS / MDSI (/S Only)
DPAs (muitiple DPAs or FX, FCO) Trunk
UBL DID (Unbundled digital trunk)
UBL D81 (Unbundled digital trunk facility)
UNE-C PL (EEL)
UNE-P ISDN BRI
UNE-P DSS Fagility
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
Unbundied Dark Fiber

o |e
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Note: Any requests that are expedited due to a Qwest caused reason, do not incur an expedite

charge

Escalations

Escalations are a request for status or intervention around a missed critical date such as:
¢ Plant Test Date (PTD)

¢ Due Date (DD)

e 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.
Regardiess of how initiated, by you or internally, Qwest escalation roles and responsibilities can
be summarized as:
o 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).
e 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.
e 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 ieaders.
e 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 (CEMRY) 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 blue text to:
hitp:fwww.gwest.com/wholesale/dlecs/maintenance.html) for additional information. You will be
referred to Held, Escalated & Expedited Tool (HEET) (Link blue text {o:
hitp:/fwww.qwest.com/wholesale/systems/heet. himi) 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 blue text to:
hitp:/iwww.qwest.com/wholesale/systemsigeneratinfo.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.

{ Formatted: Do not check spelling or
/I grammar
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Should you have questions, or need additional information related to the expedite or escalation
processes defined above, contact your Qwest Service Manager (Link biue text to:
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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 biue text to:

Contacts

Qwest contact information is located in Wholesale Customer Contacts. {List blue fext fo:
hitp/Awww.qwest.com/wholesale/clecs/escalations. himi)
Expedites and Escalations

Local Service Requests (LSRs)

Wholesale Center

Tier Responsibility Activity Contacts
Tier 0 | Interconnect Service Center (ISC) First point of contact 888-796-9087
for CLECs
Ticket opened
Tier 1 | Customer Service Inquiry and Respond to issues not | 888-796-9087
Education Center (CSIE) resolved at Tier 0
Tier 2 | Subject Matter Expert (SME), Team | Respond to issues not | Denver; 800-419-
Leaders, Team Coaches resolved at Tier 1 8809
Denver After Hours
Duty Pager: 800-423-
3641
Minneapolis: 800-366-
9974
Minneapolis After
Hours Duty Pager:
612-622-3624
Tier 3 | Appropriate Qwest Service Respond to issues not | Service Manager
Manager resolved at Tier 2 (Link blue text to:
hitp://www.qwest.com
/wholesale/clecs/acco
untmanagers.htmi)

Access Service Requests (ASRs) Note: Your Qwest Service Manager (Link blue text to:
hitp:/iwww.gwest.comiwholesale/decs/accountmanagers.himi} will advise you which center

to contact.
Center Products & Services Contacts Fax
Des Moines LIS, Feature Group, Private Line, | 877-340-9627 | 515-286-6160
Analog/Digital, HiCap Services
(e.g., DS1, DS3, Sonet, SS7,
SHARP, SHNS) , Frame Relay
Salt Lake City | LIS, Feature Group, Private Line, | 800-333-5498 | 801-239-4070
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Analog/Digital, HiCap Services
(e.g., DS1, DS3, Sonet, S§7,
SHARP, SHNS)

e Non ASR/LSRs

Center

Products & Services

Contacts

Fax

Salt Lake City

All

800-879-4072

801-239-5070

Frequently Asked Questions

This section is currently being compiled based on your feedback.

| Last Update: July 30,2004

META Tags: Expedites; Escalations
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Requiring Approval
(Qwest will expedite for
zero charge if request
meets conditions?)

Pre-Approved
(Qwest will expedite
under any conditions
if CLEC pays
expedite charge)

b4

|Attachment 5

Design? Non-Design
V11, $0 V11, $0
(Including
2W/4W Analog)
V11, $200 V11, $200
Pre-V11 Vi1

Process: (1) Expedites

(1) Requiring Approval, (2) Pre-Approved

1 (1) Fire; (2) Flood; (3) Medical emergency; (4) National emergency; (5) Conditions where the end-user is completely out of service (primary line); (6)
Disconnect in error by Qwest; (7) Requested service is necessary for end-user's grand opening event delayed for facilities or equipment reasons with a
future RFS date; (8) Delayed orders with a future RFS date that meets any of the above-mentioned conditions; (9) National Security; (10) Business
classes of service are unable to dial 911 due to previous order activity; and, (11) Business classes of service where hunting, cali forwarding or voice mait
features are not working correctly due to previous order activity where the end-users business is being criticaily affected

2 For purposes of this illustration, “Designed Services™ shall mean the provisioning of regulated circuits requiring treatment, equipment, or engineering
design purchased from the Company’s tariff or on an individual contract basis, including, but not limited to, Analog Private Line services, DS1 (including
channelized), DS3, ISDN-BR, special assemblies, Frame Relay Service, ATM Service and LAN Switching Services.

(Source: Qwest New Mexico Advanced Communications Tariff, Section 2, Page 24, Release 3)
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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.

o 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:
hitp/iwww . gwest.comiwholesale/guides/sig/index.htmi) 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. f 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

Page 1 of 9
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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:

o Submit the request with your expedited due date and populate the EXP field. Also A ’ Formatted: Indent: Left: 0.25",

include in REMARKS the reason for the expedited request and then call the Qwest Call Bulleted + Levek: 1 + Aligned at: 0"
Center. + Tab after: 0.25" + Indent at:

0.25", Tabs: 0.5", List tab + Not at

e Submit the request with a due date interval from our SIG {Link ialicized text to: 0.25"

hitp:/fwww.qwest.com/wholesale/guides/sig/index.himi) 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 shouid 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
calt 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 Deleted: PCAT_Exp_Escl_V27.0.do
accept the service. You can expect to receive a response usually within four business hours. {c -7
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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
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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 wilt 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. ltis
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 automaticatly 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, .- Deteted: al except 2w/aw analog

UBL DID (Unbundled dlgltal trunk)
UBL DS1 (Unbundied digital trunk facility)
UNE-C PL (EEL)

UNE-P ISDN BRI { Formatted: Bullets and Numbering

UNE-P DSS Trunk
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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 (/IS Only)

DPAs (multiple DPAs or FX, FCO) Trunk

Attachment 6
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Port In/Port Within associated with any of the applicable designed products listed above <+ - -~ [
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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/lUNE-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: TS
* Issue the Restoral Request LSR as directed per the Decision Charts and order type (

scenario’s.

lc
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Restoral request Full, Resale to UNE-P conv, restore original service, Or < - - | Formatted: Bulleted + Level: 2 +
Restoral request, Partial, Resale to UNE-P conv, restore original service, Or - Aligned at: 0.5" + Tab after: 0.75"

Restoral request, Partial, UNE-P to Resale conv, restore original service, Or + Indent at: 0.7"

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
e 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.

e ® o o o o o

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
physica! 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:

CONDIOAWN =

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

Resale / UNE-P T & F, same CLEC
Resale to UNE-P Conversion as is, same CLEC { Deleted: PCAT_Exp_Escl_V27.0.do
Resale to UNE-P Conversion as specified, same CLEC 1¢

UNE-P to Resale Conversion as is, same CLEC .| Deleted: PCAT_Exp_Esci_V27.0.do
UNE-P to Resale Conversion as specified, same CLEC : -
Resale / UNE-P Migration to new CLEC with move via single LSR
Resale to UNE-P Conversion as is, to a new CLEC

Resale to UNE-P Conversion as specified, to a new CLEC
UNE-P to Resale Conversion as is, to a new CLEC

E Formatted: Do not check spelling or
grammar
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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

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

You want full or partial restoral | e

Contact the Wholesale

Page 6 of 9
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Move Service Order has
Completed

of previous service

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:

e Plant Test Date (PTD)
e Due Date (DD)
e 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).

e 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.
e 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.
e 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 Compiex
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services or the Repair Call Handling Center (RCHC) for Plain Oid Telephone Service (POTS) and
Non-Complex services. Refer to our Maintenance and Repair Overview (Link italicized texi to:
http:fwww.gwest.comiwholesale/clecs/maintenance.html) for additional information. You will be
referred to Held, Escalated & Expedited Tool (HEET) {Link italicized text to:
http:/iwww.gwest.com/wholesale/systems/heet.htmi) 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:
hitp:/iwww.qwest.com/wholesale/systemsigeneralinfo. htiml}

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;

htip/hww . gwest.comiwholesale/clecs/acoountmanagers.himi) 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:
hitp:#www.gwest.conmwholesaleftraining/dlit_desc_gwest_101.himl) for course detail and
registration information.

Contacts

Qwest contact information is located in Wholesale Customer Contacts. {List italicized text to:
hitp:/iwww.gwest.com/wholesate/clecs/escalations.iitml)
Expedites and Escalations

e Local Service Requests (LSRs)

./ | Formatted: Do not check spelling or
'\ grammar

Wholesale Center
Tier Responsibility Activity Contacts
Tier 0 | Interconnect Service Center (ISC) First point of contact 888-796-9087
for CLECs
Ticket opened
Tier 1 | Customer Service Inquiry and Respond to issues not | 888-796-9087
Education Center (CSIE) resolved at Tier O
Tier 2 | Subject Matter Expert (SME), Team | Respond to issues not |- 800-366-9974
Leaders, Team Coaches resolved at Tier 1
Tier 3 | Appropriate Qwest Service . Respond to issues not | Service Manager
Manager resolved at Tier 2 (Link italicized text to:
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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 Mcnday through Friday and transfers will not be available on Saturday. Qwest's
Service center is available to assist with your needs and, if additionai assistance is required you
will be transferred to the customer Service Inquiry and Education (CSIE) Center until 8:00 PM
MTN Time Monday — Friday. |f 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: -
hitp:/iwww.gwest.com/wholesale/clecs/ordering.htmi),

¢ Access Service Requests (ASRs}

Products & Services Contacts Fax
All 800-244-1271 | 515-286-6160

¢ Non ASR/LSRs
: Products & Services Contacts Fax

All

800-244-1271_| 515-286-6160,

Frequently Asked Questions

This section is currently being compiled based on your feedback.

| Last Update: QOctober 27, 2005 S Deleted: July 18, 2005 '

N

META Tags: Expedites; Escalations
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Requiring Approval
(Qwest will expedite for
zero charge if request
meets conditions?)

Pre-Approved
(Qwest will expedite
under any conditions
if CLEC pays
expedite charge)

Attachment 7

Design? Non-Design
. / |
N V11, $0
(Eliminated by V27)
e
// \
V27, All
Design
Vi1, $200 Including V11, $200
2W/i4W
¥ Analog
Pre-v11 Vi1

Process: (1) Expedites 4 (1) Requiring Approval, (2) Pre-Approved

1 (1) Fire; (2) Flood; (3) Medical emergency; (4) National emergency, (5) Conditions where the end-user is completely. out of service (primary line), (6)
Disconnect in error by Qwest; (7) Requested service is necessary for end-user's grand opening event delayed for facilities or equipment reasons ‘with a
future RFS date; (8) Delayed orders with a future RFS date that meets any of the above-mentioned conditions; (9) National Security; (10) Business
classes of senvice are urable to dial 911 due lo previous order activity, and, (11) 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

2 For purposes of this illustration, “Designed Services” shall mean the provisioning of regulated circuits requiring treatment, equipmert;” or engineering
design purchased from the Company's tariff or on an individuat contract basis, including, but not limited to, Analog Private Line services, D81 (including
channelized), DS3, ISDN-BRY, special assemblies, Frame Relay Service, ATM Service and LAN Switching Services.
(Source: Qwest New Mexico Advanced Communications Tariff, Section 2, Page 24, Release 3)
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REDACTED: |Attachment § |
Customer Identifying/
€PNI Information

March 17, 2006

Zack Reilly, National Account Maneger
Eschelon Telecom, Inc.

Mr. Reilly,

RN s o non-profit community rehabilitation organization that provides critica.
heelth care services, both inpatient and outpatient, to individuals with high level and
urgent care needs. Our organization lins béen serving children and sdults with severe
developmental, physical and behaviaral health needs in the east valley since 1957.

Two days ago our eentralized phone system wertt down. Eschielon reports the need for

proat of the nature our services to expedite re-installation of our phonc setvices via T-1.
We have spent the last 24 hours in the middle of & disputs between Eschelon end Qwes)

as 1o the reason for the discontinuation of service, Frankly, we don’t care. Our disables!
citizens are in jeopardy and could beat great tisk without 1¢lephone service to be sble &
communicate healthcare, urgent care aod programmiatic nceds. Please be advised that ve
have elevated this thatter to our fegal counsel. 1 trust-that this-issue will be taken care of’

immedigtely. -
1f you should have any further questions please foel free to contact i NNINENENRNNS
ol : }
REDACTED:
Sinctrely, CPNI Information
- RB.bAC'I’ED:
' Customer Identifying'
CPNI Isformation

ACCREDITED BY CARF Customer Ideutifying/
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14, ... (Merged v27.8-v28 changes} ..... e
410/31 1177 11/1411/21 11/28 12/5 1 212/

: . i{no add'| changes Aled, v31 1
V27 (based on prod V26) ) : : ! in effect until v30's sffectiva date.
Identifies 2w/4w analog loops as . .
. eligible for expedite charges- /
Posted for Review 09/12/05, i
Caomments Recv'd, -
' Effective 10/27/05 =

/
V28 (based on

production V/26) £
Posted for Review_ V29 (based on
09/23/05 prod V28)

Effective 10/14/05 Naticed 10/17 V30 {based on Production V28)
- | Retracted 10/18 Inciuded requirement for contract

amendment
Posted for Review 10/19/2005
Effective 01/03/08
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# | Page/Section | CLEC Comment . Qwest Response
1 ‘ - McCloud v | The change referenced in this rommer** was
' ‘ V1026605 . {includedin Versaon 27 which is already in.
Comment: ffoct :
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. | locked
at the previous version
(V29) and the exception was
. | also present in that version.-
‘Qwest has given until
November 3rd to comment -
{onthe V30 so!don'tsee
| 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 ' S v
21 - . |McCloud - - . - | Thereisnocondition being removed in the
: 117106 -~ , -1 Version 30 change. The change referenced

‘Comment: -~ |inthis comment was included in Version 27

" Qwest Response to Product/Process:______ Cofnmentsv

- 000123 -
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