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CenturyLink recently posted proposed updates to CMP- Expedites and Escalations Overview – V67.0.  CLECs were invited to provide comments to these proposed changes during a Document Review period from February 27, 2018 through March 5, 2018.  The information listed below is CenturyLink’s Response to CLEC comments provided during the review/comment cycle.
Resources:

Customer Notice Archive
http://www.centurylink.com/wholesale/notices/cnla/ 

Document Review Site
http://www.centurylink.com/wholesale/cmp/review.html
If you have any questions on this subject or there are further details required, please contact CenturyLink’s Change Management Manager at cmpcomm@centurylink.com.

CenturyLink’s Response to Comments on: Expedites and Escalations Overview – V67.0.

	#
	CLEC Comment
	CenturyLink Response

	1
	Popp Communications
February 27, 2018
Question 1: If Tier 2 and 3 Escalation is Repair does that mean CenturyLink Repair will be able to escalate issues regarding pending orders (ie, circuits that have not installed yet)? Our primary reason for escalating issues to our service manager is for orders that are in progress in which there is an issue for the order that CSIE or the Test Center are unable to resolve. 
Question 2: If Tier 2 and and 3 Escalation is not able to resolve the issue can we still escalate to our service manager? 
Question 3: I have some concerns about Tier 2 and Tier 3 being the same escalation team. If Tier 2 CenturyLink Repair Wholesale Team does not resolve an escalation what is the next level to escalate to? It doesn't make sense to "escalate" to the same team. 

	1. The LSR information located under the Contacts section was updated in error.  That information refers to the provisioning process. Pending orders are part of the provisioning escalation process and are not handled by CenturyLink Repair.  CenturyLink will retain the current production information in that section when the final version is posted.
2. The provisioning escalation process is not being changed.  The current escalation procedure as documented in the Expedites and Escalations Overview indicates the Service Manager and the Senior Service Manager/Director as contacts for Tier 2 and Tier 3, respectively. 

3. As mentioned in the response to Question 1 above, the proposed changes to the LSR information located under the Contacts section was updated in error.  These changes will not be reflected in the final published version.  Additionally, CenturyLink Repair will offer five (5) levels of escalation as indicated in the Service Assurance Escalation Matrix that was published to the CenturyLink Wholesale Document Review site located at http://www.centurylink.com/wholesale/cmp/review.html

	2
	Allstream

March 12, 2018

Attached are Allstream’s redlines to the Expedite and Escalation Overview.  The intent of the changes is to provide clarity for the individuals who will be using the contact list.  

For the Service Assurance Escalation Matrix and National Voice/Local DSL Escalation List, Allstream requests that CenturyLink include information on the Circuit ID Service Code and Modifier covered under the given matrix/list.  The individuals using the Service Assurance Escalation Matrix and National Voice/Local DSL Escalation List typically will only have the Circuit ID when making a decision on which escalation path to follow. These individuals may not be familiar with whether the circuit is “National”, “Local”, “Voice”, “DSL” so adding this information will be helpful in minimizing misdirected escalations. 


	Note:  Allstream’s proposed additions to the Expedites and Escalations Overview business procedure are posted as a separate document in order to retain CenturyLink’s redline changes and Allstream’s comments.  CenturyLink will respond to each concern in conjunction with each recommendation.

Escalations – Maintenance and Repair section:
Allstream comment:  I did not see a Technical (aka OSS) Escalation list posted with the CWTT documents for review.  Is the Technical OSS Escalation list going to be included on CWTT?  

CenturyLink response:  This update was added in error and will not appear in the final published version.  The Final Notification will make mention of this change.

Contacts – Local Service Request (LSR) Wholesale Center table:

Allstream recommended adding “Local LSR” to the proposed changes in Tier 2 and Tier 3 updates.
CenturyLink response:  This section was also updated in error as it refers to order provisioning and not repair.  This section will also remain as is for the final published version.  See response to Questions 1 and 2 in Popp Communications comments above.

Contacts – Access Service Requests (ASR):
Allstream recommended adding: “submitted in EASE ASR” after the existing bullet.

CenturyLink response:  CenturyLink accepts this recommended addition and will add it to the final published version.

Allstream recommended change:  Remove existing table and replace with “ASR Assistance and Escalations, see CWTT Wholesale Provisioning Contacts, Local ASR for TDM/Local Ethernet for requests submitted via EASE ASR.”

CenturyLink response:  CenturyLink accepts this recommended addition and will add it to the final published version.

Allstream recommended change:  Add bullet 
· National Service Requests (NSR) submitted via Control Center

National Service Requests (NSR) Assistance and Escalations refer to CWTT Wholesale Provisioning Contacts National NSR

CenturyLink response:  CenturyLink declines this addition.  National products are non-CMP and there is a separate National escalations document.  The CMP team will work with the National process team to ensure their document is updated accordingly.
CenturyLink acknowledges Allstream’s suggestion, however in the interest of keeping the displayed information concise, we decline this request.  As a potential alternative, CenturyLink recommends customers create an internal matrix to provide this circuit breakdown.
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