History Integra Escalation PROS.04.18.08.F.05290.P_and_I_Ovrw_V119
-----Original Message-----

From: Isaacs, Kimberly D. [mailto:kdisaacs@integratelecom.com] 

Sent: Monday, August 11, 2008 1:46 PM

To: 'cmpesc@qwest.com'

Subject: FW: Integra Telecom, Inc. --- CR#PROS.04.18.08.F.P_and_I_Ovrw-V119.--- Completed

Attached is the history for Integra's Eschelon on PROS.04.1808.F.P_and_I_Ovrw_V119

Kim Isaacs | ILEC Relations Process Specialist ph. 612.436.6038 | fax 612.436.6138 730 Second Avenue S | Suite 900 | Minneapolis, MN 55402

----------------------------------------------------------------------

· On 4/18/08 Qwest sent Level 3 notice: PROS.04.18.08.F.05290.P_and_I_Ovrvw_V119.  
The notice indicated that Qwest was proposing updates the Provisioning and Installation Overview to provide additional language regarding customer conduit requirements and the associated supplement to change the due date. These updates can be found in the Provisioning Points of Interface and the Circumstances Impacting Service Delivery sections. Also an update will be made to Jeopardy Code C24 and C29 found in the LSR Jeopardy Data download. 
Qwest proposed the following changes to the Provisioning and Installation Overview:
…Orders may be delayed if the conduit is has not been placed or inspected and passed inspection. … 
Qwest CLEC Coordination Center (QCCC) or DSC cannot reach you, they will leave a voice message.  After You should contact the property owner or end-user contacts you to advise that conduit placement is complete, the order can be re-scheduled.  At that time, you will update Qwest by issuing a SUP, Type 3 (Other), to the pending LSR.  You will also need to mark the SUP for manual handling and add “Conduit has been placed” in the Remarks section of the LSR to determine when conduit placement will be complete and ready for inspection.  Your order will be placed in a customer jeopardy status and Qwest will initiate a supplemental request on the LSR for a revised DD.   Note: aAn order in jeopardy status must be addressed within 30 days by modifying the requested DD (SUP Type 2) , advising Qwest that conduit has been placed (SUP Type 3), or by canceling the order (SUP Type 1).  If the order is canceled, you can resubmit a LSR when the property owner provides confirmation that the conduit has been placed.  …
· 4/18/08 Integra submitted the clarifying questions to determine the scope of the change: 

From: Johnson, Bonnie J. 
Sent: Friday, April 18, 2008 9:55 AM
To: Isaacs, Kimberly D.; 'cmpcr@qwest.com'
Cc: Roberson, Laurie
Subject: RE: Additional Clarification Request : Process Notice: Interconnection: GN: CMP - Provisioning and Installation Overview V119.0: Effective 6-2-2008 
Integra actually needs total clarification on this change. Please provide the reasoning for the change. It would be helpful of you could provide an example or explain what issue or problem you are trying to fix. 



From: Isaacs, Kimberly D. 
Sent: Friday, April 18, 2008 8:49 AM
To: 'cmpcr@qwest.com'
Cc: Johnson, Bonnie J.; Roberson, Laurie
Subject: Additional Clarification Request : Process Notice: Interconnection: GN: CMP - Provisioning and Installation Overview V119.0: Effective 6-2-2008 
Integra is requesting additional clarification on notice: PROS.04.18.08.F.05290.P_and_I_Ovrvw_V119.  The red-lined language for Provisioning and Installation Overview V119.0 states:  Your order will be placed in a customer jeopardy status and Qwest will initiate a supplemental request on the LSR for a revised DD . Note: An order in jeopardy status must be addressed by modifying the requested DD (SUP Type 2) or by canceling the order (SUP Type 1).  What is meant by “Qwest will initiate a supplemental request on the LSR for a revised DD”? This language appears to indicate that Qwest not the CLEC will submit the supplemental request for a revised due date.  Please clarify.  Thank you.  

· 4/21/08 Qwest’s responded that Qwest is requesting the supplement to “…allow Qwest to adequately prepare for your desired DD.” (emphasis added)
From: New Cr, Cmp [mailto:cmpcr2@qwest.com] 
Sent: Monday, April 21, 2008 11:00 AM
To: Johnson, Bonnie J.; Isaacs, Kimberly D.; cmpcr@qwest.com
Cc: Roberson, Laurie
Subject: RE: Additional Clarification Request : Process Notice:Interconnection: GN: CMP - Provisioning and Installation Overview V119.0:Effective 6-2-2008 
Hi Bonnie and Kim,
 

This is in response to your question and request for additional clarification on the Provisioning and Installation Overview V119.
 

The reason for this change is to allow Qwest to work together with the CLEC regarding their estimated completion date when there is a delayed order condition that is held for customer reasons.  Requesting the SUPP will allow Qwest to adequately prepare for your desired DD.  
 

Qwest agrees additional language is needed and will change the language in the PCAT to read: Your order will be placed in a customer jeopardy status and Qwest will initiate a supplemental request ( from you)  on the LSR for a revised DD . 
· 4/30/08 Integra submitted an objection to Qwest CMP indicating the purpose and effect of Qwest’s proposed changes remain unclear. 
Integra and its affiliates (Integra) object to Qwest’s proposed changes. The purpose and effect of Qwest’s proposed changes remain unclear.  When Integra sought clarification (see below), Qwest responded that it “agrees additional language is needed,” even though we did not indicate that additional language is needed (as no change is needed), and (1) Qwest did not explain the operation or effect of its change.  When Qwest changed the language, Qwest did not confirm where the language is going in the PCAT (so the factual scenario is unclear, such as whether the order is already in a Qwest jep status for held facilities, in every case). (2)  Integra objects to Qwest adding language to the PCAT stating Qwest will be soliciting supplements for CLEC requests that Qwest has placed in a customer not ready (CNR) jeopardy status.  Qwest’s current process already requires a CLEC to supplement a request with a due date (DD) at least 3 days out from the date of the supplement (supp).  (So, although Qwest claims there is a need for advance notice of a supp, that is not the case, as a supp is required.)  And, under its current process, Qwest has said it uses the three days of advance notice to prepare.  Therefore, there is no reason to separately request/initiate the supp, unless for example Qwest is trying to affect the timing of the supp, such as to impact the operation/application of the PIDs/PAP.  (If it is already in a Qwest jep, for example, and Qwest realizes it cannot meet its commitment, Qwest may be planning to request a supplement by the CLEC, so it appears the CLEC desires a different due date when in fact the missed commitment is really due to the Qwest jep.)  (3) Qwest also has not explained what Qwest means when it states Qwest will “initiate” a supplemental request.  Who is placing the order for the supp and, if not Qwest, what is Qwest initiating (and is it initiating anything that is different from the current process, under which Qwest already sometimes call the CLEC).  (4) Qwest’s previous proposed change states that it will initiate a supp “in some customer situations.”  Qwest has not identified which customer situations or why this is required.  In short, Qwest has failed to indicate what process change it is requesting and what impact that change will have.  In addition, (5) Qwest states in its most recent version of its proposed language that it will (without identifying any exceptions) place the order in a customer (CNR) jeopardy status.  Particularly as Qwest has not adequately explained the scenario, it is unclear that this is always the case.  For example, the order is in a Qwest jep status, end user customer access was not provided, and Qwest did not send an FOC before Qwest attempted to deliver service, Qwest should not be placing the order in CNR status, per its existing process.  Qwest should withdraw the proposed changes.

· 5/16/08 Qwest Responded to Integra’s objection: 
(1) In response to your additional clarification request, Qwest proposed changes to add “Your order will be placed in a customer jeopardy status and Qwest will initiate a supplemental request (from you) on the LSR for a revised DD”. This language was going to be placed in the Circumstances Impacting Service Delivery section under Service Drop Wire or Conduit Placement.  See the response Number 3 which shows our new proposed language to be placed in the same section. 
(2) This change should not be confused with the existing Customer Not Ready Process (CNR). It relates to the 3-day advance notice since delayed orders with open Qwest issues do not follow the CNR process. The CNR process is not changing. After further review, Qwest agrees that the additional language “In some customer jeopardy situations, Qwest will initiate the resolution process by requesting a supplemental service request from you “, which was added to the following sections and sub-section; Jeopardy Resolution Responsibilities, Jeopardy Notice Timeline and Jeopardy Data was not needed because existing processes are already described in those sections.  Therefore, Qwest will remove the additional language. 
(3) In the Service Drop Wire or Conduit Placement sub-section, Qwest realized the word “initiate” created confusion, so Qwest will rephrase the sentence to read.  Your order will be placed in a customer jeopardy status and Qwest will request a supplement from you on the LSR for a revised DD.

(4)  As stated in the initial response to your  additional clarification request, Qwest said: The reason for this change is to allow Qwest to work together with the CLEC regarding their estimated completion date when there is a delayed order condition that is held for customer reasons.  Requesting the SUPP will allow Qwest to adequately prepare for your desired DD. Customer situations may include but are not limited to, customer conduit requirements and/or other equipment for a new entrance cable facility.  

(5) See response Number 2.
· 6/24/08 Integra received a C29 jeopardy with the remark: “Your order is delayed for cust reasons: backboard, ground and power. Submit a supp for a new DD by adding 10 bus. days to the date your work & site inspection will be completed. This will become your new requested DD.” Integra did not believe Qwest could unilaterally determine the requested due date on our LSR so we contacted our service manager. 
· 6/25/08 Our Qwest service manager responded: “Once you know the date that the inspection will be completed, you will sup your LSR with a dd of 10 days out from that date.  The interval is determined by Qwest to ensure all work is completed and to allow time to get scheduled for delivery of service.  You will not find a specific interval but the reference to this can be found in the PCAT below.” 
 

http://www.qwest.com/wholesale/clecs/provisioning.html Provisioning and Installation Overview 
Service Drop Wire or Conduit Placement
If conduit placement is required, the field technician or other Network employee will advise the property owner where the conduit should start and end. You should contact the property owner or end-user to determine when conduit placement will be complete and ready for inspection. Your order will be placed in a customer jeopardy status and Qwest will request a supplement from you on the LSR for a revised DD. Note: An order in jeopardy status must be addressed by modifying the requested DD (SUP Type 2) or by canceling the order (SUP Type 1). If the order is canceled, you can resubmit a LSR when the property owner provides confirmation that the conduit has been placed. 

· 6/26/08 Integra send the following email to our Qwest Service Manager indicating: “Integra should be able to supplement the order with the standard due date interval”
From: Isaacs, Kimberly D. 
Sent: Thursday, June 26, 2008 2:39 PM
To: 'Dobesh, Mary'
Cc: Hansen, Kristin
Subject: Supplemental Due Date on C29 Jeopardies - SD138
Mary,
 

We have run into an issue on PON CO1091396T1FAC LSRID 24628293. This order has been in K17 and C29 jeopardy. On the most recent jeopardy notice sent 06-20-08, the comments state:
 

“Your order is delayed for cust reasons: backboard, ground and power. Submit a supp for a new DD by adding 10 bus. days to the date your work & site inspection will be completed. This will become your new requested DD.”
 

We called in ticket 26206667 regarding the request to supp the order for a new due date by adding 10 business days to the date that the work and site inspection will be complete. We were advised that while no specific interval is called out, there is reference to this process in the Provisioning PCAT http://www.qwest.com/wholesale/clecs/provisioning.html and were referred specifically to the following information:
 

Service Drop Wire or Conduit Placement
If conduit placement is required, the field technician or other Network employee will advise the property owner where the conduit should start and end. You should contact the property owner or end-user to determine when conduit placement will be complete and ready for inspection. Your order will be placed in a customer jeopardy status and Qwest will request a supplement from you on the LSR for a revised DD. Note: An order in jeopardy status must be addressed by modifying the requested DD (SUP Type 2) or by canceling the order (SUP Type 1). If the order is canceled, you can resubmit a LSR when the property owner provides confirmation that the conduit has been placed. 
After reviewing the referenced information as well as the rest of the Provisioning PCAT, we have not found any information which indicates that we must supplement our order for 10 days after the work and site inspection will be complete. Based on previous experience, Integra should be able to supplement the order with the standard due date interval. 
Action Requested: 

Please provide us with the specific information regarding the request for the 10-day supplement or please assure us that we can supplement the order for the standard interval and Qwest will work the order from there.
· 7/9/08 Qwest responded, indicating “Should customers submit a supplement for less than the number of days indicated on the jeopardy notice, the supp would not be accepted or processed and a subsequent notice would be sent advising them to resubmit with an appropriate date.” 
From: Dobesh, Mary [mailto:Mary.Dobesh@qwest.com] 
Sent: Wednesday, July 09, 2008 2:19 PM
To: Isaacs, Kimberly D.
Cc: Hansen, Kristin
Subject: RE: Supplemental Due Date on C29 Jeopardies - SD138
Kim,
 

Please see response per process below.  Thanks!
 

The update to the PCAT indicates that in certain delayed order situations, Qwest will ask for a supp when there is a customer jeopardy condition. We will do this using existing jeopardy processes. Qwest feels that the scripting on the jeopardy notice is sufficient enough information to inform the customer what is needed in this situation. In working together with the customer to resolve the delayed order condition, the date they should submit their supplement for as indicated on the notice, should be the date they expect to pass inspection plus the appropriate amount of additional days indicated on the notice. Orders that are currently in a delayed order status often do not follow the standard interval flow.  Should customers submit a supplement for less than the number of days indicated on the jeopardy notice, the supp would not be accepted or processed and a subsequent notice would be sent advising them to resubmit with an appropriate date. The purpose of this process is for both the customer and Qwest to work together to complete their necessary work in order to meet the due date. 
 

· 7/9/08 Integra responded that it does not agree with Qwest’s position that Qwest can determined the requested due date of an LSR. Integra indicated that Integra’s expectations is that Qwest will process the supplemental LSR with the due date requested by Integra or if Qwest can not meet this due date Qwest should apply a PIA = 2 to the LSR. 
From: Isaacs, Kimberly D. 
Sent: Wednesday, July 09, 2008 2:46 PM
To: 'Dobesh, Mary'
Cc: Hansen, Kristin
Subject: RE: Supplemental Due Date on C29 Jeopardies - SD138
Mary, 

As you know from past communication, Qwest does not consistently provide accurate information on jeopardy notices, therefore Qwest’s position that “Should customers submit a supplement for less than the number of days indicated on the jeopardy notice, the supp would not be accepted or processed and a subsequent notice would be sent advising them to resubmit with an appropriate date” is unacceptable.  CLECs may submit a supplemental LSR to a “C” jeopardy based on the standard interval and the date the end user will be ready (conduit, backboard in place and inspected) if Qwest can not meet the due date on the supplemental LSR Qwest can send the FOC with a PIA = 2 Due Date Change by Qwest.  If it turns out that the end user made an error and they are not ready on the requested due date Qwest can send a “C” jeopardy. Integra will continue to submit supplemental LSRs on C29 jeopardies based on the standard intervals and our communication with our end user customers.  It is our expectation that Qwest will process the supplemental LSRs and FOC the supplemental request with either the Request Due Date or a PIA = 2 Due Date Change by Qwest.  Please confirm that Qwest will process supplement LSRs.  Thank you.
· 7/16/08 Qwest responded that the process change was associated with a Level 3 notification to the CLEC community. 

From: Dobesh, Mary [mailto:Mary.Dobesh@qwest.com] 
Sent: Wednesday, July 16, 2008 12:15 PM
To: Isaacs, Kimberly D.
Cc: Hansen, Kristin
Subject: RE: Supplemental Due Date on C29 Jeopardies - SD138
Please see response below as well as the two attachments on the notices that were sent out on this.  Thanks!
 

Qwest initiated this change in process with a Level 3 notification to the CLEC community. Qwest responded to all CLEC issues and moved forward to implement this process as of 6-2-08. Updates were made to the PCAT indicating that in situations where Service Delivery has been impacted by customer delays, contributing to the delayed order condition, Qwest will request a supplement from the CLEC using existing jeopardy processes with the purpose of obtaining a revised DD. Because Qwest has 30 days after notification that the conduit is in place to inspect it and place entrance facilities, it is important for the customer to determine an accurate date that they will have passed inspection by and to also add the appropriate number of days to their subsequent due date as indicated in the jeopardy notification scripted language. This is important to ensure that both parties will be able to meet the due date. All CLECs will be treated equally and the expectation is that they will participate in this new process. 
 

If the subsequent due date does not meet the criteria as indicated on the jeopardy notification, the supplement will be FOC'd with no change and a subsequent jeopardy notification will be sent to advise the CLEC again that they must include the appropriate number of days within their new due date; Qwest will not send a PIA -2 Due Date Change by Qwest.  This new process should not be confused with a customer caused delay when there is no longer any type of delayed order condition. The Customer Not Ready process will be followed in these circumstances and due date supplements will be accepted based on the criteria of the Customer Not Ready process and handled accordingly.
· 7/16/08 Integra responded that Integra objected to the Level 3 notification. 
From: Isaacs, Kimberly D. 
Sent: Wednesday, July 16, 2008 4:58 PM
To: 'Dobesh, Mary'; 'New Cr, Cmp'
Cc: Hansen, Kristin
Subject: RE: Supplemental Due Date on C29 Jeopardies - SD138
Mary, 

Integra received the Level 3 notifications and we objected to the changes because we could not determine operational impact of the changes.  The Qwest notifications do not mention that we are required to submit the supplemental LSR with the due date indicated on the C29 jeopardy notification.  The Level 3 notifications indicated that Qwest will initiate the supplement request from the CLEC for a revised due date. Integra understand the term “revised due date” to mean a due date that meets the needs and expectations of all parties involved, the end user, the CLEC and Qwest. The PIA 2 value on the FOC would seem to be the most efficient what to communicate that Qwest will not be able to meet the due date requested by the CLEC and the end user.  

The Qwest Provisioning and Installation PCAT does not state that Qwest will solely determine what interval will be applied when determining revised due date on C29 jeopardies.  The documentation does not state that Qwest will automatically jeopardized supplement LSRs if the due date on the supplemental request does not match the Qwest revised due date on the C29 jeopardy.  If it was Qwest intent with notice: PROS.04.18.08.F.05290.P_and_I_Ovrvw_V119 to require that CLEC submit the supplemental LSRs with a due date that Qwest alone determines is appropriate, then the notice and Qwest’s response to Integra’s objections were unclear and misleading.   If Qwest would like to require that CLECs submit supplemental LSRs in response to C29 jeopardies using due dates that are solely determined by Qwest then Qwest should update the PCAT documentation and notice the CLEC community according to the CMP Guidelines.  Thank you. 
· 7/18/08 Qwest responded: 

From: Dobesh, Mary [mailto:Mary.Dobesh@qwest.com] 
Sent: Friday, July 18, 2008 2:45 PM
To: Isaacs, Kimberly D.; New Cr, Cmp
Cc: Hansen, Kristin
Subject: RE: Supplemental Due Date on C29 Jeopardies - SD138
Kim,
 

Qwest understands your concerns, however, when Qwest initiated this change in process, the intent was to follow existing jeopardy notification guidelines which is to provide specific details of the customer requirements within the notification.  The PCAT is not intended to document specific details about each jeopardy condition as that information is included in the notification itself.
· 7/18/08 Integra responded:

From: Isaacs, Kimberly D. 
Sent: Friday, July 18, 2008 4:40 PM
To: 'Dobesh, Mary'; New Cr, Cmp
Cc: Hansen, Kristin
Subject: RE: Supplemental Due Date on C29 Jeopardies - SD138
It was my understanding that Qwest’s intent was to follow the existing jeopardy process as well.  The existing jeopardy process provides specific details of what work is required at the customer site. However, the process prior to notice PROS.04.18.08.F.05290.P_and_I_Ovrvw_V119 did not entail telling the CLEC what due date would be and requiring that the CLEC put the Qwest derived due date on the supplemental LSR. Is it Qwest position that Qwest alone will determine the revised (supplemental) due date on C29 and C24 jeopardies?  If so, Qwest should document and notice that requirement.  Thank you.

· 7/21/08 Qwest responded: 

From: Dobesh, Mary [mailto:Mary.Dobesh@qwest.com] 
Sent: Monday, July 21, 2008 4:45 PM
To: Isaacs, Kimberly D.; New Cr, Cmp
Cc: Hansen, Kristin
Subject: RE: Supplemental Due Date on C29 Jeopardies - SD138
Qwest is not solely determining the revised due date on C29 and C24 jeopardies nor is Qwest telling the customer what specific due date to submit on the LSR supplement. The expectation is that the customer will submit a supplement with a new due date which represents the date the end user/property owner expects to pass inspection plus the required number of days identified by Qwest on the jeopardy notification.
· 7/23/08 Integra responded: 

From: Isaacs, Kimberly D. 
Sent: Wednesday, July 23, 2008 3:09 PM
To: 'Dobesh, Mary'; New Cr, Cmp
Cc: Hansen, Kristin
Subject: RE: Supplemental Due Date on C29 Jeopardies - SD138
Mary, 

I believe Integra will be moving this issue to CMP for further resolution. Thank you for your assistance
· To date Integra continues to receive C24 and C29 where Qwest unilaterally is determining the service interval.

· Additional Examples 

· PON = FD-1902296-UQWL/E03

Hv adv eng of your remark. Order remains in held status: Cust nds to pass inspect for backboard, ground, mule tape, etc. Submit a supp for new DD by adding 20 bus days to the date your inspect will be completed. This will become your new requested DD.

· PON = JM-1893921-EEL1/O03
SUPP DD CABLE PLACEMENT REQUIRED. Your order is delayed for cust reasons: 

BUILDING AND CONDUIT NOT READY. Submit a supp for new DD by adding 20 bus. days  to the date your work & site inspection will be completed. This will become 

your new requested DD."

· PON = JM-1893921-EEL3/O03
SUPP DD CABLE PLACEMENT REQUIRED. Your order is delayed for cust reasons: 

CUSTOMER BLDG/CONDUIT NOT READY. Submit a supp for new DD by adding 20 bus.  days to the date your work & site inspection will be completed. This will  become your new requested DD.

