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Qwest Corporation (“Qwest”), through its undersigned counsel, submits this brief
regarding its Change Management Process ("CMP"). As set forth below, Qwest's CMP
satisfies the factors considered by the Federal Communications Commission (“FCC”) in

evaluating Checklist Item 2 compliance, as it relates to change management processes.

| INTRODUCTION

After more than nine months of extensive collaboration, Qwest and the CLEC
community have reached agreement on all material aspects of Qwest's CMP. Qwest and the
CLECs reached impasse on a single issue, which, as discussed below, has been resolved.

Qwest’s CMP, as implemented pursuant to the agreements reached in the CMP
redesign meetings, clearly meets the standards set by the FCC for change management.
Qwest's redesigned CMP provides CLECs more opportunity for input, participation, and
control than any other ILEC's change management process, including the ability to prioritize

Qwest-originated systems change requests. Further, the scope of Qwest's CMP is broader



than that of any other ILEC — Qwest’s CMP includes all aspects of the business relationship
between CLECs and Qwest.

Qwest has fully implemented the redesigned process. Because Qwest implemented
agreements arising from in the redesign meetings as they were reached, the majority of the
process has been in place for some time. Thus, for example, Qwest has implemented a
process that allows CLECs to prioritize Qwest-originated changes. As a result, CLECs have
already prioritized Qwest-originated change requests for two IMA-EDI releases.

As demonstrated below, Qwest's CMP satisfies each of the factors considered by the
FCC in evaluating Checklist Item 2 compliance. Thus, Qwest meets the requirements of
Section 271 because it provides nondiscriminatory access to OSS and provides competitors
with a meaningful opportunity to compete.! Qwest's change management procedures will be
incorporated into its SGAT (Section 12.2.6 and Exhibit G).

II. THE CMP REDESIGN PROCESS HAS PRODUCED A COMPREHENSIVE,
COLLABORATIVE CHANGE MANAGEMENT PROCESS.

A. The CMP Redesign Process.

In July 2001, Qwest and CLEC representatives began meeting in a collaborative effort
with the CLEC community to redesign its change management procedures.2 CLEC and
Qwest representatives have met for more than 37 days over the past nine months to discuss

every aspect of Qwest's CMP. CLECs and Qwest have made every effort to achieve

1 Joint Application by SBC Communications Inc., Southwestern Bell T elephone Company,
and Southwestern Bell Communications Services, Inc. d/b/a Southwestern Bell Long Distance
Pursuant to Section 271 of the Telecommunications Act of 1996 To Provide In-Region, InterLATA
Services in Arkansas and Missouri, CC Docket No. 01-194, Memorandum Opinion and Order, FCC
01-338 (rel. Nov. 16, 2001) ("Arkansas/Missouri 271 Order"), Appendix D, at J 40.

2 Qwest has established a web site where it has posted the redesign meeting minutes and

other materials. The web site address is http://www.qwest.com/wholesale/cmp/redesign.html.



consensus. Indeed, no party has been precluded from raising any issue during the redesign
process. As a result of this extensive collaboration, Qwest and the CLEC community have
reached agreement on all substantive aspects of Qwest's CMP. These agreements are reflected
in the Qwest Wholesale Change Management Process Document ("Wholesale CMP").3

Although the FCC has only required that change management procedures be
implemented for changes to OSS interfaces, Qwest has agreed to include changes to products
and processes in its redesigned CMP, as well. The redesign negotiation process is complete
with respect to all substantive issues. Qwest and the CLECs have worked out processes for
all aspects of the CMP, including discussing and revising the OBF language, and the agreed-
upon processes have been implemented. The end result is a complete change management
process, with only a single issue that reached impasse.*

The CLEC/Qwest redesign team agreed to begin with OBF Issue 2233, version alvl,
as a starting point for negotiating the redesigned CMP.5 To date, virtually all of the OBF
document has been discussed and base-lined, as reflected in the Wholesale CMP.

Once the redesign team reached agreement, Qwest implemented the agreement as soon
as practicable. During the redesign meetings, Qwest and CLECs agreed to a process for

Qwest's implementation of redesign agreements that included Qwest's presentation of the

3 The Qwest Wholesale Change Management Process Document is attached as Exhibit A.
This document is also posted on Qwest's wholesale web site at the following address:
http://www.qwest.com/wholesale/cmp/whatiscmp.html

4 The impasse issue was whether OBF language that treats changes to meet performance
measurements as regulatory changes should be included in the Qwest CMP definition of Regulatory
Changes. This issue has no impact on Qwest’s compliance with the requirements of Section 271. As
discussed below, the Colorado Commission has ruled on this issue. Qwest and the CLECs have
agreed that the resolution will apply in all Qwest states.

5 OBF Issue 2233 refers to a forum for industry-wide deliberations on development of
national guidelines pertaining to change management.



agreements to the broader CLEC community at the monthly CMP meeting prior to
implementation. From the time that process was agreed to, Qwest has first presented
agreements reached through the redesign effort to the CLEC community at the monthly
meetings prior to implementing them. The redesign team has agreed that, upon completion of
the redesign process, the parties will have the opportunity to revisit any part of the redesigned
plan in light of the whole. Through the redesign process, the team discussed and closed all of
the issues that were raised in the checklist item workshops.6
The redesign process is only one stage in the evolution of Qwest's Wholesale CMP.
While Qwest is committed to abide by the agreed upon redesigned CMP, the CMP remains
open to additional modifications to the CMP over time.” The FCC has recognized that the
change management process is evolutionary by definition:
We do not expect any change management plan to remain static. Rather, a
key component of an effective change management process is the
existence of a forum in which both competing carriers and the BOC can
work collaboratively to improve the method by which changes to the
BOC’s OSS are implemented.8

Qwest remains committed to continuing to hold redesign sessions after it receives

section 271 approval and as long as necessary to resolve any remaining issues.

6 Those issues were previously referred to in briefs and status reports as the Colorado Issues
Log, COIL, and "CM" issues.

7 Wholesale CMP § 1.0.

8 Southwestern Bell Communications Services, Inc. d/b/a Southwestern Bell Long Distance
Pursuant to Section 271 of the Telecommunications Act of 1996 To Provide In-Region, InterLATA



B. The CMP Redesiecn Team Identified and Discussed All Issues of
Significance to CLECs.

At the March 5-7, 2002 redesign meeting, Qwest and the CLEC community agreed
upon an approach for identifying and resolving the remainder of the significant CMP issues.
The approach was designed to allow the parties to identify the most important issues and to
then reach agreement in principle or impasse on those issues by April 4, 2002.9

The process the parties agreed to employ to identify and resolve the important issues
allowed CLEC:s to raise any and all issues they believe are significant. The parties began with
the list of the List of Priority CMP Issues submitted by AT&T. The parties assigned each of
the AT&T issues to one of three categories, as follows: Category 1 denotes issues that
required more discussion and may become an impasse issue; Category 0 denotes issues that
required some discussion and most likely would not reach impasse; and Category X denotes
issues that required no further discussion. Using this process, the parties determined that there
were twelve Category 1 issues, ten Category O issues, and two Category X issues.!® Both
Covad and WorldCom concurred with the issues that were identified by AT&T. Covad raised
one additional issue, relating the addition of a provision in the CMP to allow for exceptions to
the standard process, which Covad described as a "non-controversial" issue.

The parties agreed to first discuss the twelve issues in Category 1, which were
relatively more important and might reach impasse. These issues were then prioritized. Each

party ranked the issues in order of importance, and the rankings for each issue were averaged.

Services In Texas, CC Docket No. 00-65, Memorandum and Opinion Order, FCC 00-238 (rel. June 30,
2000) ("Texas 271 Order"), at § 117.

9 The redesign team will continue holding the redesign sessions after April 4, 2002 to allow
the parties to craft detailed provisions to describe their agreements and to address any other
unresolved issues.



This process produced a list of the twelve issues ranked in descending order of importance.
To efficiently identify any impasse issues, the parties agreed to attempt to reach agreement in
principle regarding each issue and to defer crafting detailed language until all of the Category
1 issues had been discussed.

The redesign team was very successful in using this approach. All of the Category 1
and O issues were discussed and no impasse issues were identified. The parties reached
agreement in principle regarding all twelve of the twelve Category 1 issues, including such
significant issues as the process for Qwest-originated product and process changes, criteria for
Qwest's denial of change requests ("CRs"), and a method for CLECs to postpone Qwest's
implementation of a product or process change. The parties also reached agreement in
principle regarding eight of the ten less significant Category 0 issues. Though two category 0
issues remain open for further discussion, the parties agreed that those issues will not result in
impasse.

Thus, the redesign team successfully identified, discussed, and reached agreement in
principle on virtually all of the issues that the CLECs identified as the most important. The
parties also made substantial progress in agreeing to language that memorializes many of
those agreements in principle. Most importantly, the redesign team agreed that none of the
1ssues discussed will result in impasse.

I11. OWEST'Ss CMP 1S MORE COMPREHENSIVE THAN ANY OTHER ILEC's PROCESS.

The parties have now reached agreement on virtually all CMP issues, except the single
impasse identified in Qwest's February 8, 2002 filing. These agreements are set forth in the

Wholesale CMP. The impasse issue related to whether the OBF language that provided that

10 The prioritized Category 1 issues and the Category 0 issues are set forth in Exhibit B.



changes required to meet performance measurements should be included in the Regulatory
Change definition should be incorporated in Qwest's CMP. The Colorado Commission issued
an oral ruling that the OBF language should not be included. Qwest and the CLECs have
agreed that this resolution will apply in all states, thus eliminating this impasse issue.

Qwest's redesigned CMP provides CLECs more opportunity for input, participation,
and control than the change management processes implemented by Verizon, SBC, or
BellSouth. Indeed, Qwest's CMP not only incorporates all of the main features offered by
other ILECs, but it goes even further in some respects. Qwest's Wholesale CMP, pursuant to
which Qwest now operates, is described below.

Scope (Section 1). The Introduction and Scope section of Qwest's CMP includes

changes products and processes in addition to OSS interfaces:
This document defines the processes for change management of OSS
interfaces, products and processes (including manual) as described below.
CMP provides a means to address changes that support or affect pre-
ordering, ordering/provisioning, maintenance/repair and  billing
capabilities and associated documentation and production support issues
for local services provided by CLECs to their end users.!!

In contrast, SBC's process only applies to changes to its interfaces. No other ILEC explicitly

subjects product and process issues to its change management process. 12

As mentioned above, the FCC has not required any ILEC to have a change
management process for product or process changes in order to receive Section 271 relief.

The FCC has not discussed or even mentioned change management processes for

product/process changes in any of its 271 orders. Even though it is not required for Section

11 Wholesale CMP, Section 1.0.



271, Qwest has implemented just such a process. Moreover, Qwest used the same
collaborative process it used to redesign the systems provisions of its CMP to revise the
product and process provisions of that process. Indeed, the parties have agreed to the
processes by which CLECs and Qwest submit changes for product and process issues.!3

In sum, Qwest's CMP is more comprehensive than any other ILEC's change
management process.

Administrative_Matters, Meetings, Web Site (Sections 2 and 3). Qwest holds

monthly CMP meetings. In response to CLEC requests, these meetings consist of an entire
day devoted to systems issues and an entire day devoted to product and process issues. The
Wholesale CMP reflects the agreements reached by Qwest and the CLECs regarding the
content, format, and process for Qwest's distribution to CLECs of the materials to be reviewed
at these meetings. Qwest maintains a web site containing all of the materials related to CMP,
including the change management process itself. The web site also includes a wealth of other
information about the change management process. For example, the web site (1) contains a
listing of the CRs, their status, and a complete history of the action taken on each request,
including minutes of meetings between the CLEC originator and Qwest; (2) sets forth the
schedule for systems and product and process change management meetings; and (3) provides
a link to OSS documentation and a list of releases notifications relating to that documentation.

The web site features enhanced search capabilities to assist CLECs in finding and using

12 SBC has implemented a CLEC User Forum to address certain non-OSS issues. However,
the CLEC User Forum is completely separate from SBC's change management process, which applies
only to systems.

13 See Wholesale CMP, Section 5.3 and Interim Qwest-Initiated Product/Process Change
Process (Exhibit C).



information on the site. Qwest and the CLECs collaboratively developed, and Qwest has
implemented, a standard naming convention for the web site and formal notifications.

Types of Change (Section 4). Qwest's CMP provides for four different types of

changes: Regulatory Changes (Section 2.1), Industry Guideline Changes (Section 2.2), Qwest
Originated Changes (Section 2.3), and CLEC Originated Changes (Section 2.4). These four
categories provide for all of the same types of changes as the other ILECs. However, where
other ILECs have created separate categories for certain subsets of changes (for example,
Verizon has a separate category called Type 1 (Maintenance) Changes), Qwest's CMP simply
allows any of these subsets of changes to be originated by a CLEC or Qwest.

Qwest has implemented the process for CLECs to prioritize Qwest-originated CRs, as
well as CLEC-originated CRs. Qwest has also agreed that Regulatory Changes and Industry
Guideline Changes will be prioritized as long as Qwest is permitted to meet mandated
implementation dates for Regulatory Changes and recommended implementation dates for
Industry Guideline Changes. Qwest's CMP provides CLECs more input into the treatment of
Regulatory Changes than the change management processes of any other ILEC.

Qwest has agreed that CLECs may submit Regulatory and Industry Guideline CRs and
that the same processes will apply regardless of the originator (Qwest or CLEC). The parties
have also agreed that a change will only be treated as a Regulatory Change if the parties agree
that a change is required to bring Qwest into compliance with a mandate. The parties have
agreed that Regulatory Changes will be implemented by mechanization unless the parties
agree that an exception to that general rule applies.

Change Request Process (Section 5). The OSS interface CR initiation process

provides that Qwest and CLECs both submit CRs to request changes to OSS interfaces. Both



Qwest-originated and CLEC-originated OSS interface CRs follow the same process. The
process provides that Qwest will hold a clarification meeting to ensure that the intent of the
CR is clear. All OSS interface CRs will be discussed and modified, if necessary, at the
monthly CMP meetings.

The process for CLEC-initiated product and process changes is very similar to the
OSS interface CR process. The process for Qwest-initiated product and process changes was
the subject of much discussion during redesign meetings. The parties agreed to a detailed
Interim Qwest-Initiated Product/Process Change Process.!4 This process contains four tiers of
processes, called "levels," differentiated by the expected impact of changes on CLECs. Each
level includes a list of the categories of changes to which the processes for that level apply.
As the introductory note in that document states, the parties agreed that Qwest would
implement the interim process. Qwest implemented the process on April 1, 2002. At the
same time, the CMP redesign team is working to refine the categories of changes to which
each process level applies. Qwest and the CLECs expect that this effort will be completed by
April 16, 2002, after which CLECs and Qwest will baseline the process, and it will be added
to the Wholesale CMP.

The interim process classifies Qwest-initiated changes into four groups, labeled Levels
1-4. Level 1 is defined as "changes that do not alter CLEC operating procedures or are time
critical corrections," and includes changes such as verbiage clarifications and corrections that
do not change the initial purpose of a document. Level 2 is defined as "changes that have

minimal effect on CLEC operating procedures," and includes changes such as email address,

14 This process is attached as Exhibit C and is also posted at the following URL:
http://www.qwest.com/wholesale/cmp/whatiscmp.htm]
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telephone number, and fax number changes. Level 3 is defined as "changes that have
moderate effect on CLEC operating procedures and require more lead-time before
implementation than Level 2 changes," and includes changes such as product enhancements
that do not drive new processes and customer-facing center hour changes. Level 4 changes
are defined as "changes that have major effect on existing CLEC operating procedures or that
require the development of new procedures," and include changes such as interval changes
and new processes related to product enhancements.

Each level defines a different process for changes falling within that level. For Level
1 changes, Qwest provides a notification to CLECs showing the text change by highlighting
the language and a history log tracking the change; there is no comment cycle for such
changes. For Level 2 changes, Qwest provides a notification to CLECs describing the change
at least 21 calendar days in advance of the change. There is also a comment cycle, which
provides for CLECs to submit comments and Qwest to reply to those comments prior to
implementation of the change. For Level 3 changes, Qwest provides a notification to CLECs
describing the change at least 31 calendar days in advance of the change. There is also a
comment cycle, which provides for CLECs to submit comments and Qwest to reply to those
comments prior to implementation of the change. Qwest will implement Level 3 changes no
sooner than 15 calendar days after providing its response to CLEC comments. Thus, the
implementation date for Level 3 changes is 31 to 45 days from the initial notification,
depending upon when Qwest responds to CLEC comments.

Level 4 changes, which have the most impact on CLECs, require Qwest to submit a
CR describing the proposed change. The CR is then presented at the monthly product/process

CMP meeting for discussion with CLECs. Together, CLECs and Qwest will develop a
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process for Qwest to obtain CLEC input regarding the proposed change, which may include
conferences or written comment cycles. After obtaining CLEC input in accordance with the
process agreed at the monthly product/process CMP meeting, Qwest will modify the CR, if
necessary, and design a solution. Qwest will then provide notification to CLECs of the
planned change at least 31 calendar days prior to implementation. It is important to note that
this notification is not issued until after Qwest and CLECs have discussed Qwest's CR,
CLECs have provided input pursuant to the agreed process, and the CR is modified, if
necessary. At this point, the process provides for a comments cycle similar to that for Level 3
changes, which results in an implementation date of 31-45 days from the date of the
notification.

For Levels 2 through 4, where Qwest provides responses to CLEC comments, any
CLEC that does not accept Qwest's response may elect to escalate the issue or pursue dispute
resolution in accordance with the CMP escalation and dispute resolution provisions.

The description for each of the Levels 1-4 sets forth a list of the categories of changes
that fall under that level. If a particular category of change is not listed under Level 1 or Level
2, Qwest will 1ssue a Level 3 notification. As described below, Level 3 notifications provide
for a comment cycle and 31 to 45 calendar days of notice prior to implementation of the
change. Qwest and CLECs will discuss any requests to change the level under which a
noticed change falls or to establish new change categories under Levels 1 through 4 at the
monthly CMP meeting. If the parties do not reach agreement regarding such a request, the
issue will be determined by a majority vote.

The redesign team has already made substantial progress in refining the categories of

changes to which each level of process applies. In fact, the team agreed to add a new level, to

12



be labeled "Level 0." This level addresses the CLECs' desire to allow Qwest to make
ministerial changes to documentation without providing any notification or tracking such
minor changes in a history log. As noted above, Qwest and the CLECs expect that the
refining effort will be completed by April 16, 2002.

OSS Interface Release Calendar (Section 6). Qwest will provide a rolling 12 month

OSS interface release calendar on a quarterly basis showing release schedules for all OSS
interfaces within the scope of CMP for the next twelve months. The schedule will include
such information as the deadlines for CR submission, issuance of draft and final release notes,
issuance of draft and final technical specifications, comment cycle timelines, testing period,

and planned implementation dates. The release calendar is posted on the CMP web site.!5

Changes to Existing OSS Interfaces (Section 8). The agreed implementation
timeline for changes to an existing application-to-application OSS interface provides, among
other things, for Qwest to provide to CLECs draft technical specifications containing the
information CLECs need to code the interface at least 73 calendar days prior to implementing
a release, and affords the CLECs an opportunity to provide written comments and/or
questions relating to that documentation. Qwest will respond to the CLEC comments and/or
questions and hold a meeting to allow CLECs' subject matter experts to ask questions of
Qwest's technical team regarding specific requirements. Qwest will provide final release
requirements at least forty-five (45) calendar days in advance of the implementation date.

Qwest will also provide a thirty (30) day test window for any CLEC that desires to jointly test

15 The release calendar can be found at the following URL:
http://www.qwest.com/wholesale/cmp/osscalendar.html
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with Qwest prior to the implementation date. In addition, Qwest provides a rolling twelve
month summary of its OSS interface development schedule.

Finally, Qwest employs versioning for its IMA-EDI interface, meaning that it maintains
a prior version of a software release for some time after implementing a new version.!6
Versioning provides flexibility to CLECs in determining when to implement the new version
by allowing CLECs to use the older version for as long as they choose during the six-month
period.

Introduction and Retirement of OSS Interfaces (Sections 7 and 9). These sections

set forth processes for the introduction of a new OSS interface and retirement of an OSS
interface. Each of these processes sets forth an agreed timeline for advance notification to
CLECs and the opportunity for CLECs to provide input regarding new OSS interfaces and
retirement of OSS interfaces.

Prioritization of Systems CRs (Section 10). Like other ILECs' change management

processes, Qwest's CMP allows CLECs to prioritize both Qwest-originated and CLEC-
originated CRs. This agreement has been implemented and CLECs have already prioritized
Qwest-originated CRs along with CLEC-originated CRs for the 10.0 and 11.0 IMA releases.
However, Qwest has gone even further by agreeing to allow CLECs to prioritize
Regulatory Changes and Industry Guideline Changes to the extent possible. So long as Qwest

is permitted to meet mandated implementation dates for Regulatory Changes and

16 See Bell Atlantic Communications, Inc. (d/b/a Verizon Long Distance), NYNEX Long
Distance Company (d/b/a Verizon Enterprise Solutions) And Verizon Global Networks Inc., for
Authorization to Provide In-Region, InterLATA Services in Massachusetts, CC Docket No. 01-9,
Memorandum and Opinion Order, FCC 01-130 (rel. Apr. 16, 2001) ("Massachusetts 271 Order"), § 107
(the FCC has "found versioning very useful to a BOC's demonstration that its change management
process affords competing carriers a meaningful opportunity to compete because it 'ensures that

14



recommended implementation dates for Industry Guideline Changes, Qwest has agreed to
allow CLECs to prioritize those changes as well. No other ILEC provides CLECs with this
opportunity. Instead, other ILECs slot Regulatory and Industry Guideline Changes into a
release ahead of other types of changes, leaving only the remainder of the release capacity to
accommodate prioritized changes. By allowing CLECs to prioritize all types of changes,
Qwest's process allows CLECs to influence changes that impact them and how they do
business with Qwest, while still allowing Qwest to implement changes within specified
compliance timeframes.

The parties also agreed in principle to a special change request process that provides a
method by which a CLEC or Qwest can move a CR into a release even though it would not
otherwise be included in the release. This process will allow a CLEC or Qwest to separately
fund the development and implementation of changes that are very important to the initiator,
but that would not otherwise be made, e.g., a change that is not prioritized high enough to be

included in a release.

Application-to-Application Interface Testing (Section 11). Qwest's CMP provides
for interface testing for application-to-application interfaces. Qwest will provide a separate
CLEC test environment for testing of transaction-based application-to-application interfaces
and will provide test files for batch file interfaces, such as billing interfaces. CLECs may
perform initial implementation testing and migration testing. Initial implementation testing
allows a CLEC to test new transactions for which it has not been through testing prior to

production. Migration testing affords a CLEC the opportunity to test the technical

system changes and enhancements do not adversely affect a carrier's ability to access the BOC's
OSS")(quoting Texas 271 Order, 15 FCC Rcd at 18408, § 115).

15



specifications of the latest release from the previous version before moving from one version
to the next version.

Production Support (Section 12). This section describes the procedures Qwest will

use to maintain software after it is deployed into the production environment. If a CLEC
experiences a software problem with Qwest's system, it can report the issue to Qwest's IT
Wholesale Systems Help Desk, which serves as the CLECs' first point of contact for such
issues. Qwest will monitor, track, and address troubles reported by CLECs or identified by
Qwest. The process provides for reported troubles to be assigned a severity level and
processed in accordance with the appropriate procedures based on that severity level. The
procedures for the various severity levels include regular notifications to CLECs regarding the
status of the issue.

Escalation and Dispute Resolution (Sections 14 and 15). In order to address CLEC

concerns that multi-level escalations are too time-consuming, Qwest agreed to a single level
escalation process where Qwest provides a single binding position on the issue. Qwest must
respond to escalations within seven days if it relates to a CR; otherwise, Qwest must respond
within 14 days. The dispute resolution process allows the parties to agree to resolve the
dispute through alternative dispute resolution or to submit the issue to an appropriate
regulatory agency.

II11. QWEST'S CMP SATISFIES THE CHECKLIST ITEM 2 REQUIREMENTS.

In evaluating ILEC change management plans under Checklist Item 2 of Section 271,
the FCC has relied on the following factors: (1) that information relating to the change
management process is clearly organized and readily accessible to competing carriers; (2) that

competing carriers had substantial input in the design and continued operation of the change
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management process; (3) that the change management plan defines a procedure for the timely
resolution of change management disputes; (4) the availability of a stable testing environment
that mirrors production; and (5) the efficacy of the documentation the ILEC makes available
for the purpose of building an electronic gateway.!”

The FCC has also examined whether an ILEC has demonstrated a "pattern of
compliance” with its own change management plan and whether it has provided adequate
technical assistance to CLECs in using the ILEC's OSS.18 The adequacy of Qwest's stand-
alone test environment ("SATE") and the documentation and technical assistance it provides
to CLECs for the purpose of building electronic gateways are being addressed as a part of
OSS testing and are not addressed here. However, the parties agreed to certain provisions
relating to application-to-application interface testing, including SATE. Those provisions are
described below.

As demonstrated below, Qwest's current change management process satisfies each of
these factors.

A. Information relating to the Change Management Process is Clearly
Organized and Readily Accessible to CLEC:s.

The governing process for change management is contained in a single document --
the Wholesale CMP document -- that was the subject of extensive discussion, comment, and
revision through collaboration between Qwest and the CLECs.

Qwest provides easily accessible and well-organized information regarding its change

management process. Qwest maintains a web site that sets forth the current change

Y7 Arkansas/Missouri 271 Order, Appendix D, at § 42, citing Bell Atlantic New York Order,
15 FCC Rcd at 4002-004 (footnotes omitted).
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management process, including the method for proposing and processing CLEC-originated
and Qwest-originated OSS interface CRs and product and process changes.!® Those
procedures are set forth in the Wholesale CMP, which, as noted above, can be found in an
updated form on the Qwest wholesale web site. 20 As discussed above, this document
contains agreements reached through extensive negotiations between the CLEC community
and Qwest regarding the redesign of Qwest’s change management process. Other documents
containing change management procedures are also included on the web site, such as the
interim procedures on Qwest-initiated products and process changes, discussed above.
Through the redesign process, CLECs have had substantial input into the organization and
clarification of change management related materials on the web site.

The web site also serves as a repository of information that is useful to CLECs
participating in CMP. For example, CRs that will be presented to the CLEC community for
discussion and refinement at monthly CMP meetings are posted on the web site. Both CLEC-
originated and Qwest-originated CRs are posted to the web site. The change management
web site includes a link to a form that allows CLECs and Qwest to submit CRs
electronically.2! Qwest updates and maintains a database that tracks the progress of each CR,
reports changes systematically using CR numbers, and uses these same numbers in

communications with CLECs to identify specific changes.

18 Arkansas/Missouri 271 Order, Appendix D, at 40; see Massachusetts 271 Order, at 1103,
citing Texas 271 Order, 15 FCC Rcd at 18404, § 108.

19 The Qwest change management web site can be found at the following URL:
http://www.qwest.com/wholesale/cmp/index.html.

20 See  Wholesale CMP, which can be found at the following URL:
http://www.gwest.com/wholesale/cmp/whatiscmp.html

21 See Product/Process and Systems links listed under "Change Requests” link at the
following URL: http://www.qwest.com/wholesale/cmp/index.html.
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The Qwest wholesale web site also includes other information about the change
management process, the redesign process, pending CRs, and change management issues. For
example, the web site (1) contains a listing of the CRs, their status, and a complete history of
the action taken on each request, including minutes of meetings between the CLEC originator
and Qwest; (2) sets forth the schedule for systems and product/process change management
meetings; (3) provides a link to OSS documentation and a list of releases notifications that are
related to that documentation; and (4) provides a link to the SATE Data Documents which
contain SATE test case scenarios.?? It also includes the minutes from CMP meetings, past
and future meeting scheduleé, the Release Calendar, release notifications, CRs, CMP contact

information, information about how to make a CR, and much more useful information.

B. CLECs have Substantial Input in the Design and Continued Operation of
the Change Management Process.

CLECs have had -- and will continue to have -- substantial opportunities for meaningful
input into the design and operation of Qwest's change management process.

Qwest and the CLECs have met regularly, for more than 37 days since July 2001, to
collaboratively redesign Qwest’s change management procedures. The redesign effort has |
provided an opportunity for CLECs and Qwest jointly to redesign the CMP by expanding its
scope, developing and documenting more detailed processes, improving notification intervals,
and establishing meeting standards.

The redesign process operates on a parallel track with Qwest’s ongoing change

management forum. The schedules, agendas, and minutes of the CMP and CMP redesign

22 The CMP web site has links to the IMA-EDI page that specifies for CLECs how to use the
EDI environment.
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meetings are posted on the Qwest CMP web site. Qwest has regularly filed status reports on
the progress of the redesign process beginning in October 2001. A number of CLECs have
filed comments on the status reports, and Qwest and CLECs have participated in workshops
regarding CMP related issues during the redesign process.

Significantly, the parties to the redesign process have already agreed that even after
negotiations are completed, there will be provisions under the CMP to manage changes to the
CMP.23 The parties understand that the CMP is a dynamic process that will be subject to
ongoing improvements. Now and in the future, procedures are in place to ensure that CLECs
will have substantial input into the design and operation of the CMP.

CLECs also have substantial opportunities for input into the continued operation of the
change management process. As discussed above, Qwest and CLECs jointly participate in the
CMP forum for managing changes related to Qwest’s OSS interfaces, products, and processes
that support the five categories of OSS functions (pre-ordering, ordering, provisioning,
maintenance and repair, and billing). The CLECs and Qwest jointly developed key elements
of the monthly CMP meeting during the redesign process. These include: 1) the frequency
and duration of the meeting, 2) the purpose of the meeting, 3) meeting protocol, 4) the content
and distribution of meeting materials, 5) non-standard and “walk-on” agenda items, 6) the
content and distribution of meeting minutes, and 7) provisions for ad hoc CMP meetings.

Qwest’s current change management process, which is comprised of processes that were
implemented as a result of the CLEC-Qwest CMP redesign effort, provides opportunities for
CLEC input throughout the lifecycle of a CLEC- or Qwest-initiated CR. For example, the

process expressly provides for CLEC input regarding CLEC or Qwest initiated CRs at

23 Wholesale CMP, Section 1.0.
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clarification meetings and/or at monthly CMP meetings. CLEC input regarding Qwest’s
proposed solutions and draft responses is solicited at monthly CMP meetings. Additionally,
for those changes that result in Product Catalog (PCAT) or technical publication (TechPub)
changes, CLECs have the opportunity to provide written comments concerning the proposed
changes via a web-based customer comment tool.

The prioritization process also provides a significant opportunity for the CLECs to
have input to and control over which OSS interface changes are implemented and in which
release they are implemented. Additionally, Qwest’s change management processes for the
introduction and retirement of OSS interfaces and changes to existing OSS interfaces provide
for CLEC input throughout the development lifecycle. For example, the process for changes
to an existing application-to-application OSS interface provides three distinct opportunities
for CLEC input. First, CLECs may submit written questions and comments on the draft
technical specifications. Second, Qwest hosts a “walk-through” which affords the opportunity
for Qwest and CLEC technical subject matter experts to discuss the upcoming changes.
CLECs are encouraged to invite their technical experts, systems architects, and designers, to
attend the walk through. Third, following the walk-through, the CLECs have an opportunity
to submit written comments and questions to Qwest.2

In sum, Qwest's current change management process provides for substantial CLEC
input into the design and operation of the process.

C. The Change Management Process Defines a Procedure for the Timely
Resolution of Change Management Disputes.

24 Wholesale CMP, Section 8.1. As discussed above, Qwest also employs versioning for its
IMA interface, meaning that it maintains a prior version of a software release for six months after
implementing a new version, so that CLECs need not switch to the newer version immediately. See
Massachusetts 271 Order, § 107.
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One factor the FCC examines in its 271 evaluation is an ILEC’s procedures for
escalation and resolution of disputes between the CLEC and the ILEC regarding OSS issues.
Qwest has implemented the escalation and dispute resolution procedures the parties agreed
upon through the redesign process. The procedures are set forth in the Wholesale CMP.25 As
of April 8, 2002, the escalation procedures have been invoked on one occasion with regard to
systems changes, and on four occasions with regard to product and process changes. The
dispute resolution procedures have not yet been invoked as of April 8, 2002.

The change management escalation and dispute resolution procedures were developed
jointly by Qwest and the CLECs in the redesign process. The escalation procedures apply to
all issues that are the within the scope of the CMP, including issues surrounding the CMP
itself and its administration.26 The escalation procedures contain specific instructions for
communicating the escalated issue to Qwest, including a statement of the CLEC’s desired
resolution and a request for interim action, if applicable. At the CLECs’ request, the
escalation process has been streamlined, and now offers CLECs a single point of contact for a
given issue. The Qwest single point of contact is responsible for providing a final binding
position regarding the escalated issue within seven days for a disputed CR and within 14 days
for other escalations. Escalation requests and Qwest and CLEC responses are posted to the
web site.

A CLEC or Qwest may bypass the escalation process and immediately invoke the
dispute resolution process. Like the escalation process, the CMP contains specific

requirements for describing and documenting the dispute. If the parties agree, the dispute can

25 Wholesale CMP, Sections 14 and 15.
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be resolved externally through an alternative dispute resolution process; alternatively, a CLEC
or Qwest may submit the issue to an appropriate regulatory agency.

Qwest and the CLECs have also agreed to procedures for impasse resolution that apply
to the redesign effort. These impasse resolution procedures require CLECs and Qwest to
negotiate in good faith and to make every attempt to reach consensus (both among the CLECs
and between the CLECs and Qwest). As of April 8, 2002, only one issue has reached an
impasse in the redesign process, as the parties have been successful in negotiating solutions in
the framework of the redesign sessions. Further, as discussed above, the CLECs have already
identified, discussed, and resolved the most important and most contentious issues for the
express purpose of determining whether any additional impasse issues are likely. No impasse
issues were identified; indeed, the parties reached agreement in principle on all of the most
contentious issues.

Nonetheless, in the unlikely event that an issue reaches impasse, the following dispute
resolution options are available: (1) Qwest will identify the impasse issues in its monthly
CMP redesign status reports to the state commissions, and the issues can be treated as impasse
issues in the Section 271 proceedings in those states; or (2) if a commission no longer accepts
impasse issues in a 271 proceeding, Qwest or any CLEC may submit the issue following the
procedures of the appropriate regulatory agency. Finally, if the parties agree, a third party
may be hired to resolve the dispute.

In sum, if Qwest and the CLECs cannot reach agreement, either in the redesign
process or in the change management forum itself, the escalation and dispute resolution

procedures agreed to by the parties are used to resolve issues and produce a solution that

26 Wholesale CMP, Section 1.
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Qwest and CLECs will accept and implement. Thus, even though the parties have already
identified and resolved the most contentious issues, the procedures already in place ensure
that the redesign process will conclude successfully and with a collaborative result, rather than
one dictated by Qwest.

D. QOwest Provides a Stable Testing Environment

Through the redesign process, the parties agreed to procedures that govern Qwest’s
Customer Test Environment (“CTE”). The CTE offers a CLEC several ways in which to test
its transaction-based application-to-application interfaces for pre-order, order and
maintenance and repair functionality with Qwest’s OSS. As set forth in the Wholesale

CMP,?” Qwest offers the following testing options for pre-ordering and ordering:
® Stand Alone Test Environment (SATE)?28
® Progression Testing in the Interoperability Environment

e Controlled Production
For maintenance and repair, the Qwest customer test environment currently includes CMIP
Interface Test Environment (MEDIACC).

The CMP states that Qwest will provide the CTE for each major release and will
update each CTE for any point release that has changes that were disclosed but not

implemented as part of the major release. Qwest provides initial implementation testing?® and

27 Wholesale CMP, Section 12.0.

28  As mentioned above, Qwest's SATE is being addressed through OSS testing. SATE's
adequacy is not addressed here.

29 Tnitial implementation testing is intended for those CLECs that are not currently in
production or that want to test new ordering or pre-ordering transactions for which they have not been
through testing.
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migration testing3? for all types of OSS interface change requests, controlled production for
pre-ordering and ordering, and an opportunity for regression testing of the OSS interface
functionality.

Qwest notifies CLECs of testing schedules so that CLECs may determine whether to
participate in a test. CLECs that desire to test with Qwest must participate in at least one joint
planning session to prepare for testing. If the CLEC uses the same software components and
similar connectivity configuration as it uses in production, the Wholesale CMP provides that
response times in testing generally should be similar to production.3! It also provides that
Qwest will make available a 30-day test window for any CLEC who desires to jointly test
with Qwest prior to the release production date for a major release.32

E. Owest has Demonstrated a Pattern of Compliance with its Change
Management Procedures.

Qwest has demonstrated a pattern of compliance with the change management
process. As an initial matter, Qwest has complied with the agreed-upon scope of the CMP.
As of April 8, 2002, Qwest only rejected one CR on the grounds that it was not within the
scope of the CMP.

In processing CRs, Qwest has met its obligations with regard to the following agreed-
upon process milestones: 1) sending acknowledgements to the CR originator; 2) posting CRs
to Qwest’s CMP web site; 3) contacting customers to schedule clarification meetings; 4)

conducting meetings to clarify CLEC CRs; 5) providing initial responses to CLEC CRs; 6)

30 Migration testing refers to testing from one version of an interface to the next version.

31 Wholesale CMP § 11.0. The CMP redesign document also notes that the CTE is not
intended for volume testing. Id.

32 Wholesale CMP § 8.1.8.
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posting initial responses to Qwest’s CMP web site; 7) presenting CRs; 8) providing final
responses to CLEC CRs (if applicable); and 9) posting final responses to Qwest’s CMP web
site (1f applicable.) Between November 1, 2001 and February 2002, Qwest processed 58 new
OSS interface CRs. Of a possible 347 milestones, Qwest was responsible for missing two
milestones. This equates to a 99.42% compliance rate with the CLEC/Qwest Initiated OSS
Interface CR Process. During this same time, Qwest processed 32 new CLEC initiated
product and process CRs. Of a possible 126 milestones, Qwest was responsible for missing
seven milestones. This equates to a 94.44% compliance rate with the CLEC Initiated
Product/Process CR Process. Significantly, the compliance rate for this process in January
and February 2002 was 100%.

Qwest also has met its obligations to: 1) track and document the status of CRs; 2) to
hold regular CMP meetings; 3) to provide meeting materials in advance of the meetings; and
4) to record meeting discussion, action items, and issues. This information may be found at
Qwest’s CMP web site.33

In processing escalations, Qwest has met its obligations with regard to the following
agreed-upon process milestones: 1) acknowledging receipt of escalation; 2) posting escalation
on Qwest’s CMP web site; 3) issuing notice to CLECs; and 4) providing Qwest’s binding
response. As of February 2002, Qwest processed one OSS interface escalation and four
product and process escalations. Of a possible 16 milestones, Qwest was responsible for

missing one milestone. This equates to a 93.75% compliance rate with the escalation process.

33 The information can be found at the following URLSs:
http://www.qwest.com/wholesale/cmp/changerequest.html and

http://www.gwest.com/wholesale/cmp/teammeetings.html.
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Qwest also met its obligations regarding the development and implementation of a web-based
tool for escalation requests.

Qwest made a commitment to highlight all changes published in the PCAT and to
redline all changes published in TechPubs beginning January 2, 2002. Since then, Qwest has
published at least 102 PCAT and ten TechPub changes. All of these documents contained the
agreed-upon highlighting or redlining, web notification forms, history logs, and customer
notification forms.

Qwest has demonstrated compliance with the prioritization process. In August 2001,
and again in October/November 2001, CLECs and Qwest jointly prioritized CLEC-originated
CRs and Qwest-originated CRs for the IMA 10.0 Release. In February 2002, CLECs and
Qwest jointly prioritized CLEC-originated CRs, Qwest-originated CRs, and Industry
Guideline CRs for the IMA 11.0 Release. At that time, there were only nine outstanding
CLEC-initiated IMA CRs.

In addition to demonstrating a pattern of compliance with its change management
procedures, Qwest also established a pattern of quickly implementing agreements reached in
the redesign process. A matrix showing when Qwest implemented improvements based on
agreements reached through the redesign process is attached as Exhibit D.34
IV.  CONCLUSION

In conclusion, Qwest’s change management process fully satisfies the requirements of
Section 271 because it provides nondiscriminatory access to OSS and provides competitors

with a meaningful opportunity to compete. Qwest appreciates the time and effort the CLECs

34 This matrix is also posted on the redesign web site at a link entitled Change Management

Process Improvements at the following URL: http://www.qwest.com/wholesale/cmp/redesign.html.
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have devoted to participating in and providing substantial input to the redesign of Qwest's
CMP. Qwest is confident that the collaborative redesign process has produced an effective
CMP that meets CLEC needs.

| Dated this 8th day of April, 2002.
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Regulatory or Industry Guideline Change Request

The party submitting a Regulatory or Industry Guideline CR must also include sufficient
information to justify the CR being treated as a Regulatory or Industry Guideline CR in the CR
description section of the CR form. Such information must include specific references to
regulatory or court orders, legislation, or industry guidelines as well as dates, docket or case
number, page or paragraph numbers and the mandatory or recommended implementation
date, if any. If a regulatory CR is implemented by a manual process and later it is determined
that a change in circumstance warrants a mechanized solution, the CR originator must provide
the evidence of the change in circumstance, such as an estimated volume increase or changes
in technical feasibility.

Qwest or any CLEC may submit Regulatory and Industry Guideline CRs. Qwest will send
CLECs a notice when it posts Regulatory or Industry Guideline CRs to the Web and identify
when comments are due, as described below. Regulatory and Industry Guideline CRs will also
be identified in the CMP Systems Monthly Meeting Distribution Package. Not later than 8
business days prior to the Systems CMP Monthly meeting, any party objecting to the
classification of such CR as Regulatory or Industry Guideline must submit a statement
documenting reasons why the objecting party does not agree that the CR should be classified
as Regulatory or Industry Guideline change. Regulatory and Industry Guideline CRs may not be
presented as walk-on items.

If Qwest or any CLEC has objected to the classification of a CR as Regulatory or Industry
Guideline, that CR will be discussed at the next monthly Change Management Meeting. At that
meeting, Qwest and the CLECs will attempt to agree that the CR is Regulatory or Industry
Guideline. At that meeting, if Qwest or any CLEC does not agree that the CR is Regulatory or
Industry Guideline, the CR will be treated as a non-Regulatory, non-Industry Guideline CR and
prioritized with the CLEC-originated and Qwest-originated CRs, unless and until the CR is
declared to be Regulatory or Industry Guideline through dispute resolution. Final determination
of CR type will be made by the CLEC and Qwest designated representatives at that monthly
meeting, and documented in the meeting minutes.
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Implementation Plan for Regulatory CRs

If agreement is reached at the monthly CMP meeting that a CR constitutes a Regulatory
Change, then at that same meeting, Qwest will propose an implementation plan for compliance
with a regulatory mandate. The proposal will include the criteria that Qwest used to determine
the proposed method of implementation, including estimated volume, an estimated level of
effort for implementing a manual solution, and an estimated level of effort for implementing a
mechanized solution. Qwest will express the estimated levels of effort for these purposes in
terms of a range of hours required to implement. If relied upon, the criteria may also include
cost, estimated volume, number of CLECs, technical feasibility, parity with retail, or
effectiveness/feasibility of manual process.

If the difference between the midpoint of each range of the estimated levels of effort for
implementing the manual and mechanized solutions is less than 10% of the larger number, and
Qwest did not rely upon other criteria in determining the proposed method of implementation,
then the decision regarding whether to implement the manual or mechanized solution will be
determined by the desires of the majority of the parties present at the monthly meeting where
the implementation plan is presented. For example, if Qwest did not rely on other criteria, this
provision applies where the midpoint of the level of effort for the mechanized solution is 2000
hours and the midpoint of the level of effort for the manual solution is 2200 hours, because the
difference is 200 hours, which is less than 10% of 2200, or 220. After the implementation plan
has been discussed at that meeting, Qwest will request that a representative of each CLEC and
Qwest indicate their preference for the manual or the mechanized solution, e.g., by a show of
raised hands. The determination will be made by the majority of parties that express a
preference. The results will be reflected in the meeting minutes.

If Qwest is unable to fully implement a mechanized solution in the first release that occurs after
the CMP patrticipants agree that a change has been mandated, Qwest's implementation plan for
the mechanized solution may include the short-term implementation of a manual work-around
until the mechanized solution can be implemented. In that situation, the CR to implement the
mechanized change will be treated as a Regulatory Change, notwithstanding the fact that a
manual work-around is required for some interim period, and Qwest will continue to work that
Regulatory CR until the mechanized solution is implemented.

Qwest's implementation plan for a manual solution may include a plan to implement a
mechanized solution when and if estimated volume for the functionality justifies implementation
of a mechanized solution. In that situation, a subsequent CR to implement the mechanized
change must be submitted when estimated volume justifies implementation of the mechanized
solution and will be treated as a Regulatory Change only if the CLECs and Qwest agree to such
treatment. If the parties do not agree to treat such a CR as a Regulatory Change, it will be
treated as a non-Regulatory Change.

I Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users
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CLECs and Qwest will attempt to reach agreement on the implementation plan at the monthly
CMP meeting at which the proposed implementation is presented.

If any CLEC objects to the proposed implementation plan because it disagrees with Qwest's
assessment of the estimated volume, the CLEC must submit information to Qwest
demonstrating that Qwest's volume estimate should be revised. The CLEC shall submit such
information to Qwest within 5 business days after the monthly meeting.” Qwest shall consider
all such information submitted and determine whether a revision of its volume estimate is
appropriate. Within 10 business days after the monthly meeting, Qwest will notify CLECs via
the mailout process whether it has determined that a revision of the volume estimate is
appropriate. If it has revised the volume estimate, Qwest will include the revised volume
estimate and will state whether the revised volume estimate results in a change to Qwest's
estimated levels of effort to implement a manual and/or mechanized solution. If the volume
estimate is revised and the revision results in a change to Qwest's estimated levels of effort to
implement a manual and/or mechanized solution and/or Qwest's proposed implementation plan,
Qwest will include the revised estimated levels of effort and the revised implementation plan in
the notification. This implementation plan will be presented at the next monthly CMP meeting.
CLECs and Qwest will attempt to reach agreement on the implementation plan at the monthly
CMP meeting at which the revised implementation is presented.

The final determination regarding the implementation plan will be made by Qwest with input
from CLECs, except where the estimated levels of effort for implementing the manual and
mechanized solutions are not significantly different and the decision regarding whether to
implement a manual or mechanized solution is determined by the CLECs, as set forth above. If
no CLECs object to the proposed plan at the monthly meeting where it is first presented, final
determinations will be made at that meeting and documented in the meeting minutes.

Qwest will present the proposed plan at the next monthly meeting only if all of the following

apply:

e one or more CLECs object to the proposed plan at the monthly meeting where it is first
presented,

e one or more CLECs submit additional volume estimate information as set forth above, and

the additional information submitted by CLECs results in a revision to the implementation
plan.

If all of the above apply, resulting in a revised implementation plan, then Qwest will present the
revised implementation plan at the next monthly meeting. Final determinations regarding the

! If necessary, a CLEC may indicate that such information is confidential by marking each page
with the word "Confidential.” If Qwest receives information pursuant to this provision that is
marked "Confidential’, Qwest will not disclose such confidential information to any other CLEC,
but Qwest may use such confidential information to revise its demand estimate, if appropriate,
and may disclose its revised demand estimate.

I Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users
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implementation plan will be made at that monthly meeting and documented in the meeting
minutes.

If any CLEC does not agree with the final implementation plan, the objecting CLEC may initiate
dispute resolution under the CMP Dispute Resolution process.
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3 Eligible CR’s are Qwest and CLEC initiated CR’s as defined in Section X . [This definition may
change depending on how the CMP Redesign Team resolves regulatory and industry
guideline changes]
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13.0 TRAINING

All changes to existing interfaces, as well as the introduction of new interfaces, will be
incorporated into CLEC training.

Qwest may conduct CLEC workshops. CLEC workshops are organized and facilitated by
Qwest and can serve any one of the following purposes:

e Educate CLECs on a particular process or business function
Collect feedback from CLECs on a particular process or business function

e Provide a forum for Qwest or CLECs to lobby for the implementation of a particular process
or business function

! Throughout this document, OSS Interfaces are defined as existing or new gateways (including
application-to-application interfaces and Graphical User Interfaces), connectivity and system functions
that support or affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities
for local services provided by CLECs to their end users
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egal aren

! Throughout this document, OSS Interfaces are defined as existing or new gateways (including application-
to-application interfaces and Graphical User Interfaces), connectivity and system functions that support or
affect the pre-order, order, provisioning, maintenance and repair, and billing capabilities for local services

provided by CLECs to their end users
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3.4 QWEST INITIATED PRODUCT/PROCESS CHANGE PROCESS

[March 19, 2002, CMP Redesign: Following is a process Qwest will implement as Qwest
and CLECs further evaluate and modify it. Further action will be taken by the CMP
Redesign team as follows. CLECs and Qwest will review product/process notices
issued over the last few months in order to make the list of categories in each “Level”
more exhaustive. This initial effort should be completed by April 16, 2002. After this
review, CLECs and Qwest will baseline this process, add it to the Interim draft master
redline document and implement it as modified.]

The following defines four levels of Qwest-initiated product/process changes and the
process by which Qwest will initiate and implement these changes. None of the following
shall be construed to supersede timelines or provisions mandated by federal or state
regulatory authorities, certain CLEC facing websites (e.g. ICONN and Network
Disclosures) or individual interconnection agreements. The lists provided below are
exhaustive/ finite, but may be modified by agreement of the parties[Discuss how the
levels will be modified long term]. Qwest will utilize these lists when determining the
disposition (e.g. level 1—4) to which new changes should be categorized. The changes
that go through these processes are not changes to systems.

3.41 Level 1 changes

Level 1 changes are defined as changes that do not alter CLEC operating procedures or
are time critical corrections. Time critical changes may alter CLEC operating procedures,
but only if such changes have first been implemented through the appropriate procedure
under CMP for such changes. Level 1 changes are effective immediately upon notice. In
the event the CLEC believes that its operating procedures are altered by the change, the
CLEC will immediately notify the Qwest CMP manager by e-mail. Qwest will promptly
respond to the CLEC and work to resolve the issue.

Level 1 change categories are:

Verbiage clarifications/wordsmithing

e Providing additional information such as:

¢ Additional information regarding existing products (e.g. Premium Listing)

e Documentation concerning existing processes not previously documented (e.g.
inside wiring)

* New feature downloadable within a PCAT for existing feature not previously
documented

Corrections that do not change the initial purpose of a document

Corrections to synch up documentation with systems capabilities

Modifications to frequently asked questions

Re-notifications issued within 6 months after initial notification (notice will include

reference to date of initial notification)

e Training schedule changes (note: training schedules are posted quarterly, if a class
is cancelled, notification is provided 2 weeks in advance. If a class is added, it is
posted as soon as possible)

e Typo corrections, grammar corrections, product branding changes
Update Invalid Contact Information

Page 1



e Update Contacts lists when contact no longer work for Qwest (e.g. Escalation
Contacts List)
¢ Contact information updates from organizational changes
e URL changes with redirect link

For any change that Qwest considers a Level 1 change that does not specifically fit into
one of the categories listed above, Qwest shall issue a Level 3 notification.

3.4.1.1 Level 1 Process/Deliverables

For Level 1 changes, Qwest will provide a notification to CLECs. Level 1 notifications
will state the disposition (e.g. level 1), description of change, changes are effective
immediately, that there is no comment cycle and will advise CLECs to contact the CMP
Manager immediately if the change alters the CLECs operating procedures and requires
Qwest’s assistance to resolve. In addition, Qwest will provide the following for PCAT
and NonFCC Technical Publication (“Tech Pub”) changes:

e A web notification form that includes an exact cut and paste of the changes
highlighted in green (PCAT) or redlined (Technical Publications). If necessary,
additional text above and below the changes will be provided for context.

e A history log that tracks the changes

Note: For typo corrections, grammar corrections, and product branding changes to
PCATs and NonFCC Tech Pubs naotifications, web change forms will not be provided.
The changes will be documented in the history log for the document to which the
changes were made.

3.4.2 Level 2 changes

Level 2 changes are defined as changes that have minimal effect on CLEC operating
procedures. Qwest will provide notice of Level 2 changes at least 21 calendar days prior
to implementation.

Level 2 change categories are:

Email address changes

TN changes

FAX TN changes

Changes to existing Web content

* Remove data stored under archive links after certain time period

e Eliminate a re-direct link

e Add new functionality (e.g. CNLA)

¢ Re-notifications issued 6 months or more after the initial notification (notice will
include reference to date of initial notification)

e Updates (e.g. CLEC Questionnaire)

For any change that Qwest considers a Level 2 change that does not specifically fit into
one of the categories listed above, Qwest shall issue a Level 3 notification.

3.4.2.1 Level 2 Process/Deliverables

For Level 2 changes, Qwest will provide a notice to CLECs. Level 2 notifications will
state the disposition (e.g. level 2), description of change, proposed implementation date,
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and CLEC/Qwest comment cycle timeframes. In addition to the notice, any
documentation changes required to PCATs and Non-FCC Tech Pubs (red-line for Tech
Pubs and green highlights for PCATSs) will be available for review in the Document
Review section of the CMP Website
(http://www.qwest.com/wholesale/cmp/review.html), commonly known as the
document review site. In the document review site, a comment button will be available
next to the document to allow CLECs to provide comments. For Level 2 changes that do
not impact PCATs or NonFCC Tech Pubs, a comments link will be provided within the
notification for comments.

Qwest must provide initial notice of Level 2 changes at least 21 calendar days prior to
implementation and adhere to the following comment cycle:

e CLECs have 7 calendar days following initial notification of the change to provide
written comments on the notice

e Qwest will reply to CLEC comments no later than 7 calendar days following the
CLEC cut-off for comments. The Qwest reply will also include confirmation of the
implementation date.

¢ Qwest will implement no sooner than 21 calendar days from the initial notification.

CLECs may provide General comments regarding the change (e.g., clarification, request
for modification). Comments must be provided during the comments cycle as outlined
for level 2 changes.

For general comments, Qwest will respond to comments and provide a final notice of the
change. Additionally, Qwest will provide documentation of proposed changes to Qwest
PCATs and NonFCC Tech Pubs available to CLECs and implement the change(s)
according to the timeframes put forth above. If there are no CLEC comments, a final
notice will not be provided and the changes will be effective according to the date
provided in the original notification.

If the CLECs do not accept Qwest’s response, any CLEC may elect to escalate or
pursue dispute resolution in accordance with the agreed upon CMP Escalation or
Dispute Resolution procedures.

3.4.3 Level 3 changes

Level 3 changes are defined as changes that have moderate effect on CLEC operating
procedures and require more lead-time before implementation than Level 2 changes.
Qwest will provide initial notice of Level 3 changes at least 31 calendar days prior to
implementation.

Level 3 change categories are:

e Changes to whether fields are required

¢ Use of manual handling field during manual process

NC/NCI code changes

Product enhancements (excluding resale) that do not drive new processes
Customer-facing Center hour changes

New manual process

o Feature verification for large CSRs

o Working TNs for Resale Centrex
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¢ Modify/change existing manual process
e Change manual reject reasons
¢ Modify manual jeopardy form
e Change CLEC facing process to improve process gaps
e Service/Account Manager identifies a gap in process based on a CLEC ADHOC
inquiry
3.4.3.1 Level 3 Process/Deliverables

For Level 3 changes, Qwest will provide a notice to CLECs. Level 3 notifications will
state the disposition (e.g. level 3), description of change, proposed implementation date,
and CLEC/Qwest comment cycle timeframes. For Level 3 notifications that Qwest
believes represent a new change category under Level 1 or Level 2, Qwest should
propose such new change category in the notice and CLECs and Qwest will discuss the
proposal in the next monthly Product & Process CMP meeting. In addition to the notice,
any documentation changes required to PCATs and Non-FCC Tech Pubs (red-line for
Tech Pubs and green highlights for PCATSs) will be available for review in the Document
Review section of the CMP Website (http://www.qwest.com/wholesale/cmp/review.html),
commonly known as the document review site. In the document review site, a comment
button will be available next to the document to allow CLECs to provide written
comments. For Level 3 changes that do not impact PCATs or Non-FCC Tech pubs, a
link will be provided within the notification for comments.

Qwest will provide initial notice of Level 3 changes at least 31 calendar days prior to
implementation and adhere to the following comment cycle:

e CLECs have 15 calendar days following initial notification of the change to provide
written comments on the notice

e Qwest will reply to CLEC comments no later than 15 calendar days following the
CLEC cut-off for comments. The Qwest reply will also include confirmation of the
implementation date. In the event there are extenuating circumstances, (e.g.
requested change requires significant research, information is required from national
standards body or industry (e.g. Telcordia)), Qwest’s response will indicate the
course of action Qwest is taking and Qwest will provide additional information when
available. Once the information is available Qwest will provide a notification and any
available updated documentation (e.g. Tech Pubs, PCATSs) at least 15 calendar days
prior to implementation.

* Qwest willimplement no sooner than 15 calendar days after providing the response
to CLEC comments. For example, if there are no CLEC comments, Qwest may send
out a final notification on the first day following the CLEC cut-off for comments (day
16 after the initial notification). Thus, implementation would be 31 days from the
initial notification. However, if Qwest does not respond to the CLEC comments until
the 15" day after the CLEC cut-off for comments, the earliest possible
implementation date would be 45 calendar days from the initial notification.

CLEC comments must be provided during the comment cycle as outlined for Level 3
changes. Comments may be one of the following:

e General comments regarding the change (e.g., clarification, request for modification)
Request to change disposition of Level. If the request is for a change to Level 4, the
request must include substantive information to warrant a change in disposition (e.g.
business need, financial impact).
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e Request to change disposition to a Level 1 or Level 2 doesn’t have to include
substantive information to warrant a change.
¢ Request for postponement of implementation date, or effective date

For general comments, Qwest will respond to comments and provide a final notice of the
change. Additionally, Qwest will provide documentation of proposed changes to Qwest
PCATs and NonFCC Tech Pubs available to CLECs and implement the change(s)
according to the timeframes put forth above.

CLECs and Qwest will discuss requests to change the disposition Level of noticed
changes, or to establish new change categories under Levels 1 — 4, at the next monthly
Product & Process CMP meeting. In the event that the parties are not able to reach
consensus on any such request, CLECs and Qwest will take a vote of the parties in
attendance at the meeting. The result will be determined by the majority. If the
disposition Level of a change is modified, from the date of the modification forward such
change will proceed under the modified Level. When a change to the disposition Level
of a particular notice also suggests that a new category of change be established under
one of the Levels, a separate vote shall be taken for each.

For a request for postponement, Qwest will follow the procedures as outlined in Section
4 of this document.

If the CLECs do not accept Qwest’s response, any CLEC may elect to escalate or
pursue dispute resolution in accordance with the agreed upon CMP Escalation or
Dispute Resolution procedures.

3.44 Level 4 Changes

Level 4 changes are defined as changes that have a major effect on existing CLEC
operating procedures or that require the development of new procedures. Level 4
changes will be initiated using the CMP CR process and provide CLEC an opportunity to
have input into the development of the change prior to implementation.

Level 4 change categories are:

¢ New products, features, services (excluding resale)
Interval changes
e |Increase FOC to 72 hours
¢ Changes to Standard Interval Guide (SIG)
e Change a wire center's status of MSA/ nonMSA or Zone 1 or 2 distinction
resulting in a change to the M&R and Provisioning interval
e Change to a pre-order step
¢ Need to populate appointment scheduler
e Check facility availability
o New processes related to product enhancements
e Add Shared Distribution Loop as an additional sub-loop element
e Extension tech on UBL
¢ New features with new processes
e New PCAT for new processes
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3.4.4.1 Level 4 Process/Deliverables

Qwest will submit a completed Change Request no later than 14 calendar days prior to
the CMP Product and Process Monthly Meeting. At a minimum, each Change Request
will include the following information:

A description of the proposed change

A proposed implementation date (if known)

Indication of the reason for change (e.g., regulatory mandate)
Basis for disposition of level 4

Within two (2) business days from receipt of the CR:

e The Qwest CMP manager assigns a CR Number and logs the CR into the CMP
Database.

¢ The Qwest CMP Manager forwards the CR to the CMP Group Manager,

o

The Qwest CMP manager sends acknowledgment of receipt to the CR submitter and
updates the CMP Database.

Within two (2) business days after acknowledgement,

¢ The Qwest CMP Manager posts the complete CR to the CMP Web site

e The CMP Group Manager assigns a Change Request Project Manager (CRPM) and
identifies the appropriate Director responsible for the CR

¢ The CRPM identifies the CR subject matter expert (SME) and the SME’s Director.

¢ The CRPM will provide a copy of the detailed CR report to the CR originator which
includes the following information:

Description of CR

Assigned CRPM

Assigned CR number

Designated Qwest SME(s) and associated director(s)

Qwest will present the Change Request at the monthly Product and Process CMP
meeting. The purpose of the presentation will be to:

¢ Clarify the proposal with the CLECs

¢ Confirm the disposition (e.g., level 4) of the Change (see below). If during the CMP
meeting CLECs agree to change the disposition, than the type of change being
made will be added to the list for the disposition to which it is changed.

e Propose suggested input approach (e.g., a 2 hour meeting, 4 meetings over a two
week period, etc.), and obtain consensus for input approach.

o Confirm deadline, if change is mandated
Provide proposed implementation date, if applicable

At the monthly CMP meeting, the parties will discuss whether to treat the Change
Request as a Level 4 change. If the parties agree, the Change Request will be
reclassified as a Level 1, 2 or 3 change, and the change will follow the process set forth
above for Level 1, 2, or 3 changes, as applicable. If the parties do not agree to
reclassify the Change Request as a Level 1, 2 or 3 change, the following process will
apply:

e The parties will develop a process for Qwest to obtain CLEC input into the proposed
change. Examples of processes for input include, but are not limited to, one-day
conferences, multi-day conferences, or written comment cycles.
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o After completion of the input cycle, as defined during the CMP meeting, Qwest will
modify the CR, if necessary, and design the solution considering all CLEC input.

e For Level 4 changes, when the solution is designed and all documentation is
available for review, a notice of the planned change is provided to the CLECs. This
notice will be provided at least 31 calendar days prior to implementation. The notice
will contain reference to the original CR, proposed implementation date, and the
CLEC/Qwest comment cycle. In addition, any documentation changes required to
PCATs and Non-FCC Tech Pubs will be available for review in the document review
site (red-line for Tech Pubs and Red-line for Tech Pubs) with a Comment button
available to provide written comments. For Level 4 changes that do not impact
PCATs or NonFCC Tech Pubs, a comments link will be provided within the
notification.

e CLECs have 15 calendar days following notification of the planned change to provide
written comments on the notice

o Qwest will reply to CLEC comments no later than 15 calendar days following the
CLEC cut-off for comments. The Qwest reply will also include confirmation of the
implementation date. In the event there are extenuating circumstances, (e.g.
requested change requires significant research, information is required from national
standards body or industry (e.g. Telcordia)), Qwest’s response will indicate the
course of action Qwest is taking and Qwest will provide additional information when
available. Once the information is available Qwest will provide a notification and any
available updated documentation (e.g. Tech Pubs, PCATSs) at least 15 calendar days
prior to implementation.

e Qwest will implement no sooner than 15 calendar days after providing the response
to CLEC comments. For example, if there are no CLEC comments, Qwest may send
out a final notification on the first day following the CLEC cut-off for comments (day
16 after the initial notification). Thus, implementation would be 31 days from the
initial notification. However, if Qwest does not respond to the CLEC comments until
the 15" day after the CLEC cut-off for comments, the earliest possible
implementation date would be 45 calendar days from the initial notification.

CLEC comments must be provided during the comment cycle as outlined for Level 4.
CLEC comments may be one of the following:

¢ General comments regarding the change (e.g., clarification, request for modification)
e Request for stay or delay implementation, or effective date for which comments are
being provided.

For general comments, Qwest will respond to comments and provide a final notice of the
change. Additionally, Qwest will provide documentation of proposed changes to Qwest
PCATs and NonFCC Tech Pubs available to CLECs and implement the change(s)
according to the timeframes put forth above.

For a request to stay or delay, Qwest will follow the procedures as outlined in Section 4
of this document.

If the CLECs do not accept Qwest's response, any CLEC may elect to escalate the CR
or pursue dispute resolution in accordance with the agreed upon CMP Escalation or
Dispute Resolution procedures.

PHX/1289281.1/67817.150
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Change Management Process (CMP) Improvements — 11-26-01

Revised 3-29-02

Improvement Implementation Date(s)
Scope October 2001

Standard Naming Convention August 2001

Web Site Improvements October 2001

Customer Notification Letter Archive — Searchable Website January 2002

Database

CMP Process Improvements
- 1. CR Clarification Meetings

- 2. Meeting Distribution Package

- 3. Meeting Minutes

- 4. CR Tracking and Reporting Database
- 5. CR Project Management

- 6. Interactive CR Reports

1. August 2001

2. September 2001 P&P
October 2001 Systems

3. August 2001 P&P
September 2001 Systems

4. September 2001 P&P
October 2001 Systems

5. August 2001

6. November 2001

Escalation and Dispute Resolution Process Redesign Improvements
- 1. Process

- 2. Web Site

1. November 2001

2. November 2001

Interim Exception Process

September 2001

OSS Interface 12 Month Development View
- 1. Updated on web

- 2. Most recent presentation at CMP

1. November 2001

2. January 2002

CLEC/Qwest Initiated OSS Interface CR Process Redesign

Improvements
- 1. Process 1.October 2001
- 2.Form 2. Revised November 2001
CLEC Initiated Product and Process CR Process Redesign
Improvements
- 1. Process 1.October 2001
- 2.Form 2. Revised November 2001
PCAT Red-Line Started November 2001
Tech-Pub Red-Line Started October 2001
Point of Contact List October 2001
Established CMP Full Day Meetings October 2001

Prioritization of Qwest Originated OSS Interface CRs

IMA 10.0 August 2001 and
late October/ early November
2001

IMA 11.0 February 2002

Introduction of New OSS Interface Ready when applicable
Web Tool to Support CLEC Comments November 2001
Retirement of OSS Interface Ready when applicable

Changes to an Existing OSS Application to Application Interface
- Draft Technical Specifications Walkthrough
- CLEC Comment Cycle
- Final Technical Specifications
- CLEC Testing

Effective with IMA 10.0
Release

Changes to an Existing GUI

Effective with IMA 10.0




- Draft User Guide Release

- CLEC Comment Cycle

- Final User Guide
OSS IMA EDI Versioning In Effect
3 Major/3 Point IMA Releases per Year In Effect
IMA Releases no Less than 3 Months Apart In Effect
Modification of Past Versions of IMA EDI In Effect

Interface Testing Environment
- SATE

SATE Available with IMA 9.0

Production Support

February 2002

Qwest Initiated Product and Process CR Process

April 2001




