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Version Notice 

All revisions of this document are listed in chronological order. 
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Qwest Wholesale Training and Development has made every effort to ensure that this training artifact is accurate at the time its distribution. 

The information provided herein is for training purposes only. The information provided does not create or modify any legal obligations between Qwest and The Competitive Local Exchange Carrier (CLEC) customer.  The parties relationship is governed by existing legal obligations.
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Course Description

Course Description:

This Job Aid provides the introduction and description of the Web based Held, Escalated, Expedite Tool (HEET). HEET allows Wholesale customers to access the Web to obtain a current status on service orders that have been delayed due to facility shortages, equipment shortages or other issues.  For product specific information view the Wholesale Markets Web site at: http://www.qwest.com/wholesale/pcat/index.html
Course Objectives:

When using this Job Aid, the participant should have the ability to use the Held, Escalate, Expedite Tool. 

Prerequisites:

Basic Telephony course and/or equivalent industry experience

Qwest 101 "Doing Business with Qwest"

Audience:

The target audience for the training is primarily CLECs and external customers, but the training is available to anyone that would like a good overview of the subject. We believe this training will assist the CLEC in gaining a better understanding of the product and processes involved in submitting the service request via IMA.

Course Length:
Approximately 2 hours

Course Registration:

No registration is necessary. The training course catalog is available to External Customers and CLECs on the Qwest Wholesale Markets Customer Training Web site at: http://www.qwest.com/wholesale/training/coursecatalog.html.

This Job Aid is downloadable from the Training site at the Title “HEET” by selecting the link “Click to Begin”. 

This Course Last Updated: August 4, 2003
This Page Last Updated: August 4, 2003
If you have any questions regarding these training materials, please call Wholesale Markets Training and Development at 303-896-4952, or e-mail us with your comments using the e-mail address provided on the training materials.

Brad Cookson, brad.cookson@qwest.com 
Wholesale Training and Development
303-896-4952

Overview of the HEET tool

HEET (Held, Escalated & Expedited Tool) is an on-line tool that provides a single source of order information related to:

· Qwest Held Orders

· Escalated Orders

· Customer Initiated Expedited Orders

By providing this information on-line, HEET will reduce the number of calls you need to make to the Qwest Wholesale Markets Service Delivery Centers to check on your orders.  

You may use HEET to check on the status of orders for the following Service Types:

· 56k

· 64k

· 9.6k

· DS0

· DS1

· DS3

· Feature Group

· Local Interconnection Service (LIS)

· Wireless

*  This does not include unbundled elements at this time.

HEET is easy to use – it can be accessed from the Qwest E-Commerce WEB site by typing in the following URL on the World Wide Web:


http://ecom.qwest.com

HEET provides secure access to your records.  By obtaining your digital certificate, you can be assured that no other company will have access to your company’s order information.

HEET is accessible:

· Monday through Saturday
5:00 am – 10:00 PM (MST)

· Sundays and Holidays

7:00 am – 7:00 PM (MST)

	
	When to Use HEET
You can use HEET to check on the status of Held, Escalated or Expedited service orders.

You will be notified of Held Order status through the Firm Order Confirmation (FOC) that you receive from Qwest.  The due dates on the FOC of a Held Order will typically be later than the Desired Due Date on the request you submitted to Qwest.

Expedites are initiated by the customer; escalations may be initiated by either the customer or Qwest.


	
	Getting Ready to use HEET

You will need a User ID and PIN code to use HEET.  To get your User ID and PIN, send the following information to your Qwest account team representative:

· Name

· E-Mail ID

· Street Address

· Telephone Number

· Company Name

· CCNA (Customer Carrier Name Abbreviation

You should receive your User ID and PIN within 24 hours via e-mail.

You will also need:

· A personal computer

· Access to the World Wide Web

· Internet Explorer 5.0 or Netscape 4.05 browser


Accessing and Using HEET

	
	E-Commerce Web Page 
Type the following URL in the address field of your Internet browser to get to the E-Commerce WEB Page:

http://ecom.qwest.com

The  E-Com WEB page provides information on digital certificates. Contact your Qwest service manager for assistance in obtaining your digital certificate.


After you have requested a Digital Certificate, your service manager will provide you a nine digit certificate ID number and a four digit PIN number. From the Qwest E-Com web page located at: http://ecom.qwest.com ,click on the link that states, “Begin Digital Certificate Download Process”.
Step 1: Complete this information:
· Enter the first letter of your middle name

· Enter your email address

· Enter your Qwest ID

· Enter your Qwest PIN
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Step 2: Choose a Challenge Phrase. Do NOT use punctuation in your phrase.
The challenge phrase is a word or phrase that you will use if you need to revoke (cancel) or replace your Digital ID.  

[image: image2.jpg]Challenge Phrase

e —




Step 3: Enter Comments 

If you wish, enter a comment to the Administrator. This comment will NOT be included in your Digital ID. 
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Step 4: Accept Digital ID Subscriber Agreement 

· Click the Accept button at the bottom of the page.

Once you submit this Digital ID application by clicking the Accept button, your browser will generate your public and private keys. The browser will also prompt you to set up a password to protect your private key and to store it on a diskette. Your private key is a secret file that you will use to digitally sign or encrypt e-mail. Your public key will become part of your Digital ID—your business associates can use it to verify your digital signature or to send you encrypted e-mail. 

Step 5: Click the OK button to generate a private key.
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Step 6: Enter a password in the Password field and click the OK button.
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Step 7.  Click the OK button.
Step 8: Click the OK button to install the certificate.
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Step 9: You can choose to save your certificate now or save it later.  Click the Continue button to save it later.
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Step 10: Click on the Access Your Qwest E-Com Applications link to open the Select a Certificate window.
Step 11: Click the Continue button.
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Step 12: Click on the HEET Application link to start using HEET!
Using the HEET Search Screen

Step 1: Enter one of the following:

· The Purchase Order Number of the record you are searching for

· The Qwest Order Number of the record you are searching for

· Both of the above for the record you are searching for
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Step 2: Click on the Find Order button.
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HEET Search Result Screen
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The Search Results screen contains the following information concerning your order:

	Purchase Order Number
	This is the PON (Purchase Order Number) you submitted on your ASR/LSR.

	Order Number
	The Qwest order number.  You will see this number on the Firm Order Confirmation (FOC) you receive from Qwest.

	Follow up Date
	The next date that Qwest will perform a follow up on this order.

	Customer
	Your Customer Carrier Name Abbreviation (CCNA).

	Service Type
	The service type that was requested on the ASR/LSR.  You may see one of the following:

· 56k

· 64k

· 9.6k

· DS0

· DS1

· DS3

· Feature Group

· Local Interconnection Service (LIS)

· Wireless

	Date Due
	The original due date for this order that was specified on the Firm Order Confirmation (FOC)

	State
	The state that the order will be completed in.  You may see one of the following entries:

· AZ (Arizona)

· CO (Colorado

· IA (Iowa)

· ID (Idaho)

· MN (Minnesota)

· MT (Montana)

· ND (North Dakota)

· NE (Nebraska)

· NM (New Mexico)

· OR (Oregon)

· SD (South Dakota)

· UT (Utah)

· WA (Washington)

· WY (Wyoming)

	Why Held
	Reason for Held Order status.  You may see one of the following entries:

ASGN
 

Released from Held - CENTREX

BSW


Buried Service Wire.  Need a buried service wire.

CAN


Pending Cancel.  Waiting to get a Cancel request from the customer.

CFA


Pending Interoffice Facility other than Qwest.  Waiting for customer to provide completion work and CFA.

CIA


Pending Completion Interoffice Facility by Qwest.  This is

Qwest initiated action.

CIP


Construction (by Qwest) in progress.

CMP


Complete.  The order is complete.  The information will remain in HEET for 3 months; and will then be archived.

DIP


Design In Progress by Qwest Designer

DPL


Defective Pair Recovery.  Qwest is recovering cable pairs.

EIP


Engineering In Progress: engineer working on job design.

ENG


Engineering review: new work to engineer.

FUND – 

Pending funding

ICO – 

Pending Independent Company

PCST – 

Pending Customer.  Waiting for customer to complete addition tasks.

PEND-COLLO – 

Referred to collocation engineer

SITE – 

Pending site visit

TIP – 

Turn Up in Progress

	Escalation Level
	The level of Qwest employee currently working the escalation.  Possible entries are:

1. Service Delivery Coordinator (SDC)

2. 1st Level Manager

3. 2nd Level Manager

4. Director

5. Vice President

6. President

	Escalation Reason
	Missed RID 

Record Inventory Date (Design issued).

Missed EC 


Missed Engineering Complete (date engineer must have job written and to field-construction)

Missed RFS 


Missed Ready for Service (date engineer has committed to job done in field)

Missed DD 


Missed Due Date

Expedite


Customer has requested an expedite.

Held Order


Order is Held for facilities but not dates missed

No Dates


Ready for Service (RFS) date not posted by engineer.



	Comment
	Additional comments related to the order.  Entries may include:

· Held for conditioned F1 pairs

· Held for conditioned F2 pairs

· Held for conditioned F3 pairs

· Held for fiber pairs

· Held for conditioned loop

· Held for bridge tap removal

· Held for removal of load coils

· Held for DACS ports

· Held for DACS ties

· Held for repeater

· Held for repeater cards

· Held for CO repeater

· Held for office repeater bay

· Held for interoffice facility

· Held for fiber between CO and hut

· Held for span ties

· Held for CO MUX

· Held for switch equipment

· Held for switch ports

· Held for fiber hut pairs

· Held for fiber slot

· Held for T3 ports

· Held for Sonoplex shelf

· Held for D4 banks

· Held for channel bank cards

· Held for ICO facilities

· Held at test and reason

· Missed at test and reason

· Missed at design and reason

· Missed ICO not ready

· Defective pair recovery

· Held for buried drop

· Pending status

· Pending customer and reason

· Entrance facilities

· Raw land site visit required

· High cost referred to account team

· Released to designer

· Released to tester



	Completion Date
	Date the order was completed


Search Results Messages

The Search Results will display one of six messages depending upon the information HEET found on your record:

	
	Search Results

Messages 

The Search Results will display one of six messages depending upon the information HEET found on your record:



	
	.
	1 record was found for the Purchase Order Number XXXXX and the Order Number YYYYY 

· Displayed when you enter both the purchase order number and the Qwest order number and HEET found one record that matched your input.



	
	
	1 record was found for the Purchase Order Number XXXXX.

· Displayed when you enter only the purchase order number and HEET found only one record that matched your input.



	
	
	1 record was found for the Order Number YYYYY.

· Displayed when you enter only the Qwest order number and HEET found only one record that matched your input.



	
	
	ZZ records were found for the Purchase Order XXXXX and Order Number YYYYY.

· Displayed when you enter both the Purchase Order and Qwest Order numbers and HEET found more than one record that matched your input.  All records will appear on the screen and you may scroll through them to view the record you need.



	
	
	ZZ records were found for the Purchase Order Number XXXXX.

· Displayed when you enter only the Purchase Order Number and HEET found more than one record that matched your input.  All records will appear on the screen and you may scroll through them to view the record you need.



	
	
	ZZ records were found for the Order Number YYYYY.

· Displayed when you enter only the Qwest Order Number and HEET found more than one record that matched your input.  All records will appear on the screen and you may scroll through them to view the record you need.
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	Search for Other

Orders

By clicking on Search For Other Orders on the Search Results screen, you will be presented with a new Search screen.




	
	HEET Error Page

You may receive a HEET Error Page.  


The following are the possible messages you will see and some suggestions for resolving the errors.




	   
	Time Out 

This search timed out at the database.  Please try your search again later.

· To resolve this error, try your search again later.



	
	Not Found 
No records with the Purchase Order Number or Order Number that you entered were found.

· To resolve this error, verify that you typed the PON or Order number correctly.  This condition can also occur when a user is trying to access a record that HEET’s built-in security feature will not allow.  It can also occur if no records matching the search criteria were found.



	       Enter Search Criteria 
HEET could not read your search criteria.  Please go back to the Search page, enter your search criteria again, and then click the ‘Find Order’ button.

· To resolve this error, go back to the Search screen, enter your Purchase Order number or Order number again, and then click the Find Order button.
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