[image: image1.jpg]£V CenturyLink-





CLEC Impacting Change Process Clarification Request
April 2014
For inquiries regarding updates/maintenance to this document, contact:

CenturyLink Change Management
cmpcr@centurylink.com

Confidential

Copyright 2005-2014 by CenturyLink. All rights reserved.

The information provided herein is for training purposes only.  The information provided does not create or modify any legal obligations between CenturyLink and a CLEC.  The parties’ relationship is governed by existing legal obligations.

CLEC Impacting Change Process Clarification Request 

The CLEC Impacting Change Process Clarification Request was created to provide the CLECs a method to notify CenturyLink when CenturyLink unintentionally makes a change to an undocumented or documented existing process (when the current documentation may not address specifics of a process), which impacts the CLECs.  This process is used when previous attempts to resolve the concern have failed and the issue needs to be escalated to determine final resolution.
CLEC originated documentation request

1.0
If you identify a situation where CenturyLink unintentionally changed an undocumented or documented existing process, which impacts you, submit a CLEC Impacting Change Process Clarification Request to CenturyLink via the web.  The request is found on the CenturyLink Wholesale web site at the following location:  http://www.centurylink.com/wholesale/clecs/exdocprocessrequest.html
· In order to accommodate your needs, it remains the expectation of CenturyLink that you:

· continue to work with your Service Manager on issues of operational concern; or

· jointly decide to submit a CLEC Impacting Change Process Clarification Request Form with your Service Manager. 

Within One Business Day from Receipt of Request CenturyLink Will:

2.0
Review the request for completeness.

2.1
If the request is complete, then CenturyLink will continue to review the request, proceed to step 3.0.
2.2
If the request is not complete, CenturyLink will within one business day request additional information from you and/or your Service Manager.
3.0
Verify if the request is in scope.

· Refer to the table following step 3.0 for a definition of in scope and out of scope.

3.1
If the request is in scope, CenturyLink will process the request internally, proceed to step 4.0.

3.2
If the request is felt to be out of scope, CenturyLink will within one business day contact the CLEC via telephone call to discuss.

3.2.1 If the discussion determines the request is in scope, CenturyLink will process the request internally, proceed to step 4.0.

3.2.2 If the discussion determines the request is out of scope, CenturyLink will provide the reasoning for the denial via email and will close the request.

3.2.3 You may escalate to the Director level or follow the CMP process to request this change if steps 3.2.1 or 3.2.2 are not closed to your satisfaction.

	In Scope
	Out of Scope

	Changes to undocumented or documented existing process, which affect CLEC operations where CenturyLink unknowingly affected the CLEC and previous attempts to resolve the situation through the Service Management team or CMP notification process failed.
	Changes to an existing process, which should be submitted through CMP

	
	New or modified process

	
	OSS System Changes

	
	Changes to an existing process that were correctly notified through the CMP process


4.0
If the request is complete, in scope and has High CLEC Impact, CenturyLink will within two business days contact the CLEC to determine if an immediate short term course of action is possible until meetings can be scheduled to work through the issue and obtain resolution.
5.0
If the request has Medium or Low CLEC Impact, CenturyLink will send an email confirming the request has been received and will schedule an Ad-hoc meeting (minimum 5 day notice) to start conversation on the specific issue.

After Acceptance And Until Completion:

6.0
CenturyLink will work with the CLECs to resolve the concern.  This may include a series of ad-hoc meetings, issuance of MCCs, issuance of a CMP CR or updates to CLEC internal documentation, etc.

6.1
After the request is resolved both the originating CLEC and their Service Manager will be notified via email.
6.2
CenturyLink will post the request on the external web-site once final resolution is reached. 
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