CenturyLink™ Wholesale Change Management Process (CMP) Meeting Minutes


FINAL
Change Management Process (CMP) Monthly Meeting

Product - Process

Wednesday, January 16, 2018
Introductions and Announcements

Mark Coyne – CenturyLink began the meeting by taking attendance.  
Prior Monthly Meeting Minutes (Attachment A)

Mark Coyne – CenturyLink asked if there were any comments on the prior Monthly Meeting Minutes.  There were none.
Review Global Action Items (Attachment B)

There were no Global Action Items for the January Product/Process Meeting.

Review Active CLEC Originated Change Requests (Attachment C)

There were no CLEC originated CRs for the January Product/Process Meeting.

Attachment D – CenturyLink/Qwest CRs

PC042418-1 Grandfather Frame Relay and Asynchronous Transfer Mode Service

Mark Coyne – CenturyLink said that this CR is now in CLEC Test and will remain there until the effective date of March 1, 2019 when the product will be eliminated. 
Mark Coyne – CenturyLink said that CRs PC050218-1CM, CR PC050218-2CM, CR PC050218-3CM would be discussed under Attachment E.
PC120518-1 Update Network Outage notification process
Mark Coyne – CenturyLink said this new CR was presented last month.  It is associated with the CenturyLink plans to update the process associated with Network outages.  Mark said that following the discussion in the CMP meeting in December and a follow-up email from Allstream, the CL SME team is researching including additional functionality in the CLEC Network outage notifications as they consider their updates to this Network Outage process.  The Level 4 notice associated with updates to the Maintenance and Repair Business Procedure is on hold for now.  Mark asked if there were any questions. There were none.

Attachment E – Proposed Modifications to CMP Framework

CenturyLink CR PC050218-1CM CMP Document Update to Eliminate the Dispute Resolution process and CMP Dispute mailbox (Section 15.0)

CenturyLink CR PC050218-2CM CMP Document Update to Eliminate the Performance Indicator Definitions (PID) Wording – Section 2.6

CenturyLink CR PC050218-3CM CMP Document Update to Eliminate the Optional Arbitration process associated with a Postponement (Sections 5.5.4 5.5.4.7)

Mark Coyne – CenturyLink stated that for the above three CRs, we are continuing to hold on doing anything with these CRs associated with CMP document updates until the Wholesale calendar and CNLA are re-hosted.  Mark said he has some good news that the CNLA is now in a pre-production environment to load the history.  The Wholesale calendar will soon follow.  If the tools are available, we will be able to conduct the CMP votes in February. 
CMP Oversight Committee Self Nominations

Mark Coyne – CenturyLink said the CMP notice for the CMP Oversight Committee self-nominations is included in the package.  He said CenturyLink has received two self-nominations so far:

Kim Isaacs – Allstream 
Rod Cox - TDS Metrocom
Mark said CenturyLink will accept self-nominations through January 25, 2019.  Besides the representative from CenturyLink, up to six CLECs can be on the Committee along with one representative from each PUC.  Anyone wishing to self-nominate should send an email to CMPCOMM@centurylink.com mailbox.  The new roster for 2019 will be included in the package for February.  
Attachment F – Walk On Items

CSIE Ticketing Database and Elimination of Customer Reports
Mark Coyne – CenturyLink said this item is associated with the CMP notice to eliminate the CSIE ticketing reports to customers which was also discussed last month.  A final notification sent on December 26, 2018.  Mark said CenturyLink did receive customers comments on this change and we provided the CenturyLink Response to Comments with the final notice.  The Response to Comments document is posted to the December Product Process Document Review Archive site.  The change was implemented on January 10, 2019.  Mark said CenturyLink received some additional questions from Allstream which are included in the package. He read the Allstream comment and then said that the revised CenturyLink process will be capturing data like the type of customer contact, customer name, PON, Product type, reason for the call, etc.  Center Managers will be carefully monitoring this data. If there is a spike in calls for a particular customer, they will get with the Service Management team who will be able to pull reports.  This ability to pull customer reports has already been shared with the Service Management team.   Mark asked if that answered Kim’s questions.  

Kim Isaacs – Allstream said it does but that she does not understand if the Service Manager can pull the reports, why they cannot send them to customers.  Kim said this change was implemented over their objection. 

Mark Coyne – CenturyLink acknowledged that objection.

Budd Taylor – CenturyLink said that the Centers are excited about some planned dashboard enhancements. He said that when the customer calls in and a PON is identified, CenturyLink will be able to determine if that PON has any history of previous customer calls.  This should help CenturyLink do more root cause analysis on why the problem was not solved the first time.  Instead of CenturyLink entering caller data with each customer contact, CenturyLink is also looking to confirm the caller’s data rather than having to enter it new, such as caller contact information. Budd said this will save time for both the customer and CenturyLink.  The CSIE data base did not have this type of history and it will be helpful in the new tool in the coming months.  
Mark Coyne – CenturyLink asked if there were any other questions. There were none. 
Telephone Number Consolidation within Wholesale 
Mark Coyne – CenturyLink said that CenturyLink is working toward consolidating customer call in numbers so there will be a single number for customers to call CenturyLink Wholesale.  He said the number that is being retained is the CSIE 866-434-2555 number.  Once consolidation occurs, there will be different options to get customers to the right location.

Kim Isaacs – Allstream asked about the future VRU.  She said today CenturyLink is “best in class” for a customer calling in to getting to the correct person to talk to.  She said some VRUs take 10 minutes to get through all of the options.  Kim said CenturyLink does a great job today but that she does not want to add minutes to her calls to CenturyLink. 

Mark Coyne – CenturyLink said in the future, when the number is called, there will be multiple options.  If the option for local service is selected, it will then ask if the customer is calling for the Legacy QC or the Legacy CenturyLink.  Depending on that selection, the customer will be sent to the correct Center.  There might be one more VRU layer added. 

Andrea Smith – Comcast asked if CenturyLink could provide a listing of the options so customers have an idea ahead of time of what to select.
Mark Coyne – CenturyLink said he thought that was possible.  He said the old numbers will be disconnected April 1, 2019 but the VRU updates will be implemented ahead of time. A notice will be going out in early February with an effective date of March 1, 2019.  

Kim Isaacs – Allstream said the list of options is a great idea and asked what types of call in numbers were impacted with the consolidation.

Mark Coyne – CenturyLink said this is just for ordering.

Andrea Smith – Comcast requested that CenturyLink keep this group informed of changes so they can keep their company informed.
Rebecca Byland – Popp requested that CenturyLink include the numbers that will be disconnected in the notification.

Kim Isaacs – Allstream asked if the old numbers could include a referral to the new number.

Mark Coyne – CenturyLink said yes, the notice will identify the numbers to be disconnected.  The disconnected numbers will remain in place one month after the effective date.  He will check with the SME team if it is possible to include a referral. He asked if there were any other questions.  

Nancy Taylor – Allstream asked when the USOC FID Finder tool would once again be available.

Mark Coyne – CenturyLink said he did not have a specific date but said that it is in line for rehosting.  
This concluded the review of the CMP December Product Process Distribution package.
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