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Announcement Date: October 19, 2005 
Proposed Effective Date: January 3, 2006 

Document Number: PROS.10.19.05.F.03380.ExpeditesEscalationsV30 
Notification Category: Process Notification 
Target Audience: CLECs, Resellers 
Subject: CMP - Expedites and Escalations V30 
Level of Change: Level 3 
  
Summary of Change: 
On October 19, 2005, Qwest will post planned updates to its Wholesale Product Catalog 
that include new/revised documentation for Expedites and Escalations V30.  These will 
be posted to the Qwest Wholesale Document Review Site located at 
http://www.qwest.com/wholesale/cmp/review.html.  
  
Qwest is changing its Expedite process to require an expedite amendment to be signed 
for expedited requests that involve products that follow the designed services flow in 
order to bring parity across its entire customer base.  Qwest recognizes that time is 
required for some customers to get amendments signed and is therefore extending the 
implementation of the Level 3 process change beyond the allotted 45 day time frame.   
  
Current operational documentation for this product or business procedure is found on 
the Qwest Wholesale Web Site at this URL: 
http://www.qwest.com/wholesale/clecs/exescover.html.   
  
Comment Cycle: 
CLEC customers are encouraged to review these proposed changes and provide 
comment at any time during the 15-day comment review period.  Qwest will have up to 
15 days following the close of the comment review to respond to any CLEC comments. 
This response will be included as part of the final notification.  Qwest will not implement 
the change sooner than 15 days following the final notification. 
  
Qwest provides an electronic means for CLEC customers to comment on proposed 
changes.  The Document Review Web Site provides a list of all documents that are in 
the review stage, the process for CLECs to use to comment on documents, the submit 
comment link, and links to current documentation and past review documents.  The 
Document Review Web Site is found at 
http://www.qwest.com/wholesale/cmp/review.html. Fill in all required fields and be sure 
to reference the Notification Number listed above. 
  
Timeline: 
Planned Updates Posted to 
Document Review Site 

Available October 19, 2005 

CLEC Comment Cycle on 
Documentation Begins 

Beginning October 20, 2005 

                          

http://www.qwest.com/wholesale/cmp/review.html
http://www.qwest.com/wholesale/clecs/exescover.html
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CLEC Comment Cycle 
Ends 

5:00 PM, MT November 03, 2005 

Qwest Response to CLEC 
Comments (if applicable) 

Available November 18, 2005 
http://www.qwest.com/wholesale/cmp/review_archive.html 

Proposed Effective Date January 3, 2006 
  
If you have any questions on this subject, please submit comments through the following 
link: http://www.qwest.com/wholesale/cmp/comment.html. 
  
 
Sincerely 
 
 
Qwest Corporation 
 
 
Note: In cases of conflict between the changes implemented through this notification and any 
CLEC interconnection agreement (whether based on the Qwest SGAT or not), the rates, terms 
and conditions of such interconnection agreement shall prevail as between Qwest and the CLEC 
party to such interconnection agreement. 
 
The Qwest Wholesale Web Site provides a comprehensive catalog of detailed information on 
Qwest products and services including specific descriptions on doing business with Qwest. All 
information provided on the site describes current activities and process. Prior to any 
modifications to existing activities or processes described on the web site, wholesale customers 
will receive written notification announcing the upcoming change. 
 
If you would like to unsubscribe to mailouts please go to the ''Subscribe/Unsubscribe'' web site 
and follow the unsubscribe instructions. The site is located at: 
 
http://www.qwest.com/wholesale/notices/cnla/maillist.html 
 

http://www.qwest.com/wholesale/cmp/review_archive.html
http://www.qwest.com/wholesale/cmp/comment.html
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Expedites and Escalations Overview – V29.0V30.0 
History Log (Link italicized text to: Replace Existing Download With Attached History Log) 

Introduction 
Qwest quickly responds to your escalation or expedite requests offering you clear and complete 
explanations so you can satisfactorily respond to your end-users.  
 
• Expedites are requests for an improved standard interval that is shorter than the interval 

defined in our Service Interval Guide (SIG) (Link italicized text to: 
http://www.qwest.com/wholesale/guides/sig/index.html) or your interconnection Agreement 
(ICA), Individual Case Basis (ICB) or committed to ICB (Ready for Service (RFS) + Interval) 
date. 

• Escalations can be initiated for any issue, at anytime, and at any escalation point.  
Escalations can also be for requests for status or intervention around a missed date. 

The following summarizes the processes used within Qwest for all Wholesale Products and 
Services to handle expedite and escalation requests. 
 

Expedites 
Requesting an expedite follows one of two processes, depending on the product being requested 
and the language in your Interconnection Agreement (ICA).  If the request being expedited is for a 
product on the list of productscontained in the “Pre-Approved Expedites” section below(see 
below), and your ICA hasmust contain language supporting expedited requests with a “per day” 
expedite rate, then the requested does not need approval.  If the request being expedited is for a 
product that is not on the defined list, or your ICA does not support a “per day” expedite rate, then 
the expedited request follows the process defined in the “Expedites Requiring Approval” section 
below. 
 
Expedites Requiring Approval 
For products not listed in the Pre-Approved Expedite section below, (non-designed products such 
as POTS, Centrex or DSL service), or if your ICA does not contain, or has not been amended to 
include language for expedites with an associated “per day” expedite rate for those specified 
designed services, the following expedite process applies.  Expedite charges are not applicable 
with the Expedites Requiring Approval process. 
 
Following is a list of conditions where an expedite is granted: 
• Fire  
• Flood 
• Medical emergency  
• National emergency  
• Conditions where your end-user is completely out of service (primary line) 
• Disconnect in error by Qwest  
• Requested service necessary for your end-user’s grand opening event delayed for facilities or 

equipment reasons with a future RFS date  
• Delayed orders with a future RFS date that meet any of the above described conditions 
• National Security  
• Business Classes of Service unable to dial 911 due to previous order activity 
• Business Classes of Service where hunting, call forwarding or voice mail features are not 

working correctly due to previous order activity where the end-users business is being 
critically affected 

 

http://www.qwest.com/wholesale/guides/sig/index.html
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For any of the above conditions, expedited request can be made either prior to, or after, 
submitting your service request. 
 
To request an expedite on a Local Service Request (LSR) you can either: 

• Submit the request with your expedited due date and populate the EXP field.  Also 
include in REMARKS the reason for the expedited request and then call the Qwest Call 
Center. 

• Submit the request with a due date interval from our SIG (Link italicized text to: 
http://www.qwest.com/wholesale/guides/sig/index.html) or your ICA and then call the 
Qwest Call Center. 

 
In both scenarios, a call to the Qwest Call Center is required on 1-888-796-9087 to process 
the expedited request. 

 
To request an expedite on service requests issued via an Access Service Request (ASR), you 
may use either of the options described above for LSRs to submit the ASR.  You should then call 
1 800-244-1271   

 
You may be asked to provide verification of the expedited reason or situation for any of the 
expedite reasons listed above.  In some cases, you may be asked for the service order number 
that caused the expedite condition, such as the service order number that caused the hunting or 
call forwarding expedite. The type of verification required will depend on the specific 
circumstances of the expedite and will be determined on an Individual Case Basis (ICB). 

 
Once your expedite request is received, your Wholesale representative will review the request 
based on the previous list of available expedite scenarios to determine if the request is eligible for 
an expedite.  If approved, the next step is to contact our Network organization to determine 
resource availability.  
 
Depending on the type of service on the account, the following action is taken once the request is 
determined to be eligible for an expedited due date: 
 
Non-Designed/No Dispatch Required 
For requests that do not require a dispatch, the order is issued with the expedited due date. 
 
Non-Designed/Dispatch Required 
For requests that require a dispatch, the Network organization is contacted to determine 
Technician availability.  If appointments are available on the requested due date, your expedite is 
granted.  If no appointments are available, then Qwest will offer an alternative date, if one is 
available, prior to the requested due date.  You can expect to receive a response to your 
expedited request usually within four business hours. 
 
Designed Services 
For Designed Services, the Network organization is contacted to determine resource availability 
for the Central Office and Outside Technicians as well as for the Testers that work with you to 
accept the service.  You can expect to receive a response usually within four business hours. 
 
Approved Expedited Requests 
 
If the expedited request is approved and the original request contained the expedited due date 
and the EXP field was populated, Qwest will return a Firm Order Confirmation (FOC) 
acknowledging the agreed to expedited due date.  If the expedited or agreed to due date is 
different from what was originally submitted on the ASR or LSR, Qwest will contact you and 
request that you supplement your request with the agreed to expedited date.  The EXP field on 
the supplement ASR or LSR must also be populated.  If the supplement is not received within 

http://www.qwest.com/wholesale/guides/sig/index.html


Exhibit Eschelon 3.64 
Page 5 of 19 

 
 
 

four business hours, Qwest will continue to process the ASR or LSR as if the expedited request 
was not received and will FOC back the standard interval or the original due date provided on the 
ASR or LSR if it was longer than the standard interval. 
 
 
 
Denied Expedited Requests 
 
If denied, then we will provide you reasons that the request was denied or we will offer an 
alternative date that we could install the service.  If the request is denied, and you still want to 
continue to have Qwest provision the service request, Qwest will return a FOC with the standard 
interval or the original due date provided on the FOC if it was longer than the standard interval. 
 
Pre-Approved Expedites 
 
The Pre-Approved expedite process is available in all states except Washington for the products 
listed below when your ICA contains language for expedites with an associated per day expedite 
charge.   
 
Note:  Resold Designed products are automatically included based on the terms and 
conditions outlined in the ICA and individual state tariffs, catalogs or price lists. 
 
For products other than the Resold Design products identified below, if your contract does 
not contain the appropriate expedite language, you will not be able to expedite the request 
unless the expedite is due to a Qwest caused reason. 
 
The Expedites Requiring Approval section of this procedure does not apply to any of the 
products listed below (unless you are ordering services in the state of WA). 
 
An expedite charge applies per ASR or LSR for every day that the due date interval is improved, 
based on the standard interval in the SIG, ICA, or ICB criteria as described above.  It is not 
necessary for you to call into Qwest to have the expedite approved.  To expedite a service 
request on an ASR or LSR you must populate the EXP field and put the desired expedited due 
date in the DDD field on the ASR or LSR. 
 
NOTE:  If you order Resold Design Products, which are identified below, you do not need to sign 
an amendment.  You are automatically included based on the terms and conditions outlined in the 
ICA and individual state tariffs, catalogs or price lists. 
 
When Qwest receives an ASR or LSR with the EXP populated and the DDD is less than the 
standard interval, Qwest will determine if the request is eligible for an expedite without a call from 
you.  If the request meets the criteria for the Pre-Approved Expedite process, Qwest will process 
the request and return a FOC acknowledging the expedited due date.  The appropriate expedite 
charge will be added to your service order. 
 
If the request does not meet the criteria for the Pre-Approved Expedite process, the ASR or LSR 
will be processed under the guidelines for Expedites Requiring Approval as described aboveusing 
the standard interval that is defined in the Standard Interval Guide for Resale, UNE and 
Interconnection Services (Link italicized text to: 
http://www.qwest.com/wholesale/guides/sig/index.html). 
 
Following is a list of the products, which require an amendmentexpedite language in the ICA and 
may be expedited that will receive the appropriate Expedite Charge: 

• UBL all except 2w/4w analog 
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• UBL DID (Unbundled digital trunk) 
• UBL DS1 (Unbundled digital trunk facility) 
• UNE-C PL (EEL) 
• UNE-P ISDN BRI 
• UNE-P DSS Facility 
• UNE-P DSS Trunk 
• UNE-P PRI ISDN Facility 
• UNE-P PRI ISDN Trunk 
• UNE-P PBX Designed Trunks 
• UNE-P PBX DID IN-Only Trunks 
• UDIT 
• LIS 
• CCSAC SS7 Trunk or Facility 
• Unbundled Dark Fiber 

 
Following is a list of Resold Designed Products, which do not require an amendment, which may 
be expedited and will receive the appropriate expedite charge: 

• Analog PBX DID 
• Private Line (DS0, DS1, DS3 or above) 
• ISDN PRI T1 
• ISDN PRI Trunk  
• ISDN BRI Trunk 
• Frame Relay Trunk 
• DESIGNED TRUNKS (Includes designed PBX trunks) Trunk 
• MDS / MDSI (IIS Only) 
• DPAs (multiple DPAs or FX, FCO) Trunk 

 
Note:  Any requests that are expedited due to a Qwest caused reason, do not incur an expedite 
charge.  Additionally, if the due date of an expedited request is missed due to Qwest reasons, 
expedite charges do not apply. 
 
If the order becomes a Delayed Order on the due date, Qwest will cooperatively work with you to 
obtain the best Ready For Service date (RFS) possible and expedite charges do not apply. 
 
If an order becomes delayed for facilities prior to the due date, once Qwest establishes a new 
RFS it is communicated to you via the FOC.  If you do not accept the due date that is established 
and request to expedite the RFS, expedite charges may apply.  Each expedited delayed order 
request will be reviewed on an ICB to determine if expedite charges apply.  If the expedited due 
date request results in Qwest incurring additional costs to improve the date that was FOC’d, 
expedite charges apply.  Qwest will advise you if expedite charges apply prior to confirming the 
expedited request to obtain approval from you, or offer an alternate date that Qwest can meet.  
The expedite charges will be based on the number of days improved from the original RFS date.  
 
Expedites Supporting Non-Qwest caused Restoral Requests 
 
This process includes Restoral Requests on Resale/UNE-P/Retail to Resale or UNE-P 
Conversions and Transfer of Service when the service orders have completed.  This process 
applies to Resale/UNE-P POTS, Resale/UNE-S and Resale UNE-P Centrex 21 products, 
including DSL. 
 
You will follow this documented Expedite process as outlined when you require an expedite to a 
standard interval in order to restore an end-user due to a Non-Qwest caused out of service 
condition.  An expedite restoral request is a result of your inability to complete a conversion or 
outside move service request where you were unable to cancel or change the due date on the 
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service order(s) prior to order completion.  Restoral requests may involve you alone, a Qwest 
Retail account and you, or you and a different CLEC on conversion and outside move (T & F) 
type service order’s.  Restoral requests will be accepted for both full and partial restorals. 
 
When an expedite restoral request situation occurs, refer to the following when you prepare your 
service request:  
• Issue the Restoral Request LSR as directed per the Decision Charts and order type 

scenario’s. 
• Populate the RPON field with the PON used on the original LSR if available 
• Populate the EXP field 
• Populate Manual IND = Y 
• The REMARKS field can be populated with the specific reason for the request such as: 

 Restoral request Full, Resale to UNE-P conv, restore original service, Or 
 Restoral request, Partial, Resale to UNE-P conv, restore original service, Or 
 Restoral request, Partial, UNE-P to Resale conv, restore original service, Or 
 Restoral request, Full, Resale or UNE-P T&F, restore F location, etc., Or 
 Restoral Request, Restore original full service back to CLEC XXXX, Or 
 Restoral Request, Restore original partial service back to CLEC XXXX, Or 
 Restoral Request, Restore original F Loc service, full/partial back to old CLEC 
 Restoral Request, Disc service, restore original Retail service, full/partial 

• Contact the Wholesale Interconnect Services Center (ISC) at 888 796-9087 
• Open an Escalation ticket. 
• Request a Warm Transfer to the Customer Service Inquiry and Education Center (CSIE) Tier 

1 support group.  
• Request a Restoral Request for Previous Service. 
• Provide LSR ID if appropriate per Decision Chart and order type scenario’s. 
Benefits 
• Expedited intervals for restoral of previous service 
• Uniform documented process for restoral requests 
• Qwest will negate the one month minimum billing on a disconnect or conversion service order 

as applicable. 
 
Restrictions 
• You must issue appropriate LSRs first (if directed to do so per the Decision Chart below) 

followed by opening a Call Center escalation ticket.  Restoral requests received prior to new 
LSR issuance will not be accepted, excludes Qwest Retail restorals. 

• Standard intervals must be used when submitting LSRs, CSIE will expedite due date 
appropriately for restoral 

• Expedited restoral requests must be requested within 24 hours, extending into the next 
business day, following the LSR completion date.  Restoral requests received after 3 PM will 
be considered next business day work activity; this includes restoral requests received after 3 
PM on Saturday based on the SIG (except for DSL).” 

• Service being restored must be the same type of service with same features, same TN’s, etc. 
as was previously provisioned.  Full or partial restorals are acceptable. 

• Qwest will reuse facilities when the facilities are available for the restoral. 
• All applicable recurring and non-recurring charges will apply, based on order completion and 

physical work that was completed or needs to be completed to restore service. Retail 
practices will apply when restoring Qwest Retail accounts. 

• When a restoral involves two CLECs, it is up to you and the old CLEC to coordinate and 
agree upon an expedite, prior to opening up the Call Center Escalation ticket(s). 

• Expedite charges may apply based upon individual interconnection agreements, state tariffs 
or SGATS. 
 

The following Order Type Scenario’s are included in this restoral process: 
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1. Resale / UNE-P T & F, same CLEC 
2. Resale to UNE-P Conversion as is, same CLEC 
3. Resale to UNE-P Conversion as specified, same CLEC 
4. UNE-P to Resale Conversion as is, same CLEC 
5. UNE-P to Resale Conversion as specified, same CLEC 
6. Resale / UNE-P Migration to new CLEC with move via single LSR  
7. Resale to UNE-P Conversion as is, to a new CLEC 
8. Resale to UNE-P Conversion as specified, to a new CLEC 
9. UNE-P to Resale Conversion as is, to a new CLEC  
10. UNE-P to Resale Conversion as is, to a new CLEC 
11. Qwest Retail to Resale / UNE-P Conversion as is 
12. Qwest Retail to Resale / UNE-P Conversion as specified 
13. Qwest Retail to Resale / UNE-P Conversion with move via single LSR process 
 
Decision Chart, Scenario’s 1-5, Same CLEC 

IF AND THEN 
Conversion, Migration and/or 
Move Service Order has 
completed  

You want full or partial restoral 
of previous service 

• Issue Restoral Request LSR 
as appropriate based on 
order scenario and order 
completion, such as a New 
Connect, Change or 
Conversion with or without 
move, Transfer of Service or 
Disconnect 

• Follow expedite procedures 
 

 
 
Decision Chart, Scenario’s 6-10, To a New CLEC 

IF AND THEN 
Conversion, Migration and/or 
Move Service Order has 
completed  

You want full or partial restoral 
of previous service 

• Either the end-user, or the 
new CLEC and the end-user 
must contact the old CLEC’s 
Customer Contact Center 
and request that the end-
user’s service be re-
established as previously 
provisioned for the old 
CLEC on Resale or UNE-P 
service 

• Old CLEC must follow 
expedite procedures 

• Old CLEC will issue 
Restoral Request LSR as 
appropriate based on order 
scenario and order 
completion, such as a New 
Connect, Change or 
Conversion with or without 
move 

• New CLEC must follow 
expedite procedures 

• New CLEC will issue 
Disconnect LSR if required  
based on order scenario 
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and order completion 
• Old and new CLECs will 

coordinate their order 
activity 

• Contact your Qwest Service 
Manager if you require 
assistance with old CLEC 
contact 

 
Decision Chart, Scenario’s 11-13, Conversion from Qwest Retail to New CLEC 

IF AND THEN 
Conversion, Migration and/or 
Move Service Order has 
Completed  

You want full or partial restoral 
of previous service 

• Contact the Wholesale 
ISC Call Center at 888 
796-9087 

• Open an Escalation ticket 
• Request a warm transfer 

to the CSIE Tier 1 support 
group 

• Place a verbal Restoral 
Request for Previous 
Retail Service, full or 
partial restoral  

• CSIE will advise you if a 
new LSR will need to be 
issued by you 

• If a new LSR is needed 
and is not issued within 2 
business hours, the 
escalation ticket will be 
closed. If this occurs, the 
CLEC must start the 
expedite process again 
once the LSR has been 
issued as directed. 

 

 

Escalations 
Escalations are a request for status or intervention around a missed critical date such as:  
• Plant Test Date (PTD)  
• Due Date (DD)  
• Ready For Service (RFS)  
 
Qwest’s Service Centers pro-actively escalate any critical dates in jeopardy and will notify you.  If, 
however, you find it necessary to initiate an escalation, call the assigned Qwest Wholesale 
Center Representative at one of the numbers listed in the Expedites section for assistance.  
Regardless of how initiated, by you or internally, Qwest escalation roles and responsibilities can 
be summarized as: 
• Qwest Wholesale Center Representatives 

Local Service Request (LSR) or Access Service Request (ASR) escalations related to 
Rejects/Delayed orders, critical dates and Firm Order Confirmations (FOC). 

• Qwest Service Manager 
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Involved only after normal processes fail to resolve the escalation to your satisfaction. 
Evaluates the situation based on commitments managing associated resolution activities.  

• Qwest Senior Service Manager/Director 
Involved only when the Service Manager’s efforts are unsuccessful.  Provides direction to 
those working the issue, partnering with Center Coaches and Team leaders.  

• Qwest Senior Service Director/Vice President 
Contacted for direction and/or assistance for those working the escalation, providing timely 
status updates back to the prior level and you directly. 

Escalations – Maintenance and Repair 
At your discretion, you may initiate an escalation of your trouble report through our electronic 
interface Customer Electronic Maintenance and Repair (CEMR) or by calling either the Account 
Maintenance Support Center (AMSC) for Unbundled Network Elements (UNEs) and Complex 
services or the Repair Call Handling Center (RCHC) for Plain Old Telephone Service (POTS) and 
Non-Complex services.  Refer to our Maintenance and Repair Overview (Link italicized text to: 
http://www.qwest.com/wholesale/clecs/maintenance.html) for additional information.  You will be 
referred to Held, Escalated & Expedited Tool (HEET) (Link italicized text to: 
http://www.qwest.com/wholesale/systems/heet.html) for ongoing status if your service was 
requested on an ASR.  
 
Escalations – Technical Escalation Process 
Additional information about the Technical Escalation Process can be obtained from Qwest’s 
Operations Support Systems General Information.  (Link italicized text to: 
http://www.qwest.com/wholesale/systems/generalinfo.html)   
Note: Occasionally, your end-user may find their way to the Qwest Wholesale Center or Qwest 
Service Manager and our Wholesale Center Representatives will explain that you are our 
customer and direct them to you for assistance. 
 
Should you have questions, or need additional information related to the expedite or escalation 
processes defined above, contact your Qwest Service Manager (Link italicized text to: 
http://www.qwest.com/wholesale/clecs/accountmanagers.html) for assistance. 

 

Training 
Qwest 101 "Doing Business With Qwest"  
This introductory instructor-led training course is designed to teach the CLEC and Reseller how to 
do business with Qwest. It will provide a general overview of products and services, Qwest billing 
and support systems, processes for submitting service requests, reports, and web resource 
access information. Click here (Link italicized text to: 
http://www.qwest.com/wholesale/training/ilt_desc_qwest_101.html) for course detail and 
registration information. 
 

 

Contacts 
Qwest contact information is located in Wholesale Customer Contacts. (List italicized text to: 
http://www.qwest.com/wholesale/clecs/escalations.html)  
Expedites and Escalations  
• Local Service Requests (LSRs)  

http://www.qwest.com/wholesale/clecs/maintenance.html
http://www.qwest.com/wholesale/systems/heet.html
http://www.qwest.com/wholesale/systems/generalinfo.html
http://www.qwest.com/wholesale/training/ilt_desc_qwest_101.html
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Wholesale Center 
Tier Responsibility Activity Contacts  
Tier 0 Interconnect Service Center (ISC) First point of contact 

for CLECs 
Ticket opened 

888-796-9087 
 

Tier 1 Customer Service Inquiry and 
Education Center (CSIE) 

Respond to issues not 
resolved at Tier 0 

888-796-9087 

Tier 2 Subject Matter Expert (SME), Team 
Leaders, Team Coaches 

Respond to issues not 
resolved at Tier 1 

 800-366-9974 
 

Tier 3 Appropriate Qwest Service 
Manager 

Respond to issues not 
resolved at Tier 2 

Service Manager 
(Link italicized text to: 
http://www.qwest.com
/wholesale/clecs/acco
untmanagers.html) 

 
NOTE: The Interconnect Service Center (ISC) will not be available for transfers after 8:00 PM 
Mountain Time Monday through Friday and transfers will not be available on Saturday.  Qwest’s 
Service center is available to assist with your needs and, if additional assistance is required you 
will be transferred to the customer Service Inquiry and Education (CSIE) Center until 8:00 PM 
MTN Time Monday – Friday.  If additional assistance is required after 8:00 PM or on Saturday, 
Qwest will coordinate a call back or provide additional assistance as needed. 
 
A call center ticket is opened on every call into the ISC or the CSIE Center.  Upon resolution of 
the ticket a close code is assigned to the ticket.  Upon request the close code is provided to you.  
Should you disagree with the codes used to close the ticket you will use the escalation process. 
For a list of the close codes used at the CSIE level see the Call Center Database Ticket Reports 
section of the Ordering Overview PCAT (Link italicized text to: 
http://www.qwest.com/wholesale/clecs/ordering.html). 
 
• Access Service Requests (ASRs)  

 Products & Services Contacts Fax 

 All  800-244-1271  800-335-5680 
 

 
 

 

 

Frequently Asked Questions 
This section is currently being compiled based on your feedback. 

 
Last Update:  October 18, 2005January 3, 2006 
 
META Tags: Expedites; Escalations

http://www.qwest.com/wholesale/clecs/ordering.html
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Qwest Response to Document In Review 
 

Response Date: November 18, 2005 

Document: Process: Expedites and Escalations V30  
Original Notification Date: October 19, 2005 

• Notification Number: PROS.10.19.05.F.03380.ExpeditesEscalationsV30 

• Category of Change: Level 3 
 
Qwest recently posted proposed updates to Expedites and Escalations V30   CLECs 
were invited to provide comments to these proposed changes during a Document 
Review period from October 20, 2005 through November 3, 2005.  The information listed 
below is Qwest’s Response to CLEC comments provided during the review/comment 
cycle.   
 
Resources: 
Customer Notice Archive http://www.qwest.com/wholesale/cnla/ 
Document Review Site http://www.qwest.com/wholesale/cmp/review.html 
 
If you have any questions on this subject or there are further details required, please 
contact Qwest’s Change Management Manager at cmpcomm@qwest.com. 
 
 
Qwest Response to Product/Process Expedites and Escalations V30   Comments 
 
As a course of doing documentation updates, it is not unusual for multiple changes to be 
in process at any given time.  These changes may or may not ultimately be 
implemented.  Therefore, CMP standard practice is to base the proposed changes on 
the current production Version, not a Version that is in process.  It appears that this 
practice led to the submittal of comments by the CLECs during the V30 comment cycle 
that actually addressed changes made in V27 of this document.   
 
The picture below provides a timeline of the changes that have been made to this 
document.  Version 27 of the document included the change to make 2w/4w analog 
loops eligible for expedite payments.  That change was not commented on (other than a 
clarifying question on the rate) during the comment cycle and became effective on 
10/27/05.  Because Version 28 had already become effective, Version 31 was issued -- 
and merged the Version 27 changes with the Version 28 changes.   
 
Meanwhile Version 30, which added language requiring an amendment to address 
expedites, had been created.  Because Version 30 was created before Version 27 had 
taken effect, it did not include the Version 27 language per CMP practice.  The Version 
30 changes will be incorporated into the version that is in production on 1/3/06.  
 
Several of the comments received on the Version 30 document actually address 
changes that were made in Version 27.  Qwest will not respond to the comments which 
address Version 27 changes but will respond to comments related to the Version 30 
amendment language. 
 

http://www.qwest.com/wholesale/cmp/review_archive.html
http://www.qwest.com/wholesale/cmp/review_archive.html
http://www.qwest.com/wholesale/cmp/review.html
mailto:cmpcomm@qwest.com
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7/25
7/18/2005 1/6/2006

8/1 8/8 8/15 8/22 8/29 9/5 9/12 9/19 9/26 10/3 10/10 10/17 10/24 10/31 11/7 11/14 11/21 11/28 12/5 12/12 12/19 12/26 1/2

V26 in Effect

V27

V28

V28 (based on
production V26)

Posted for Review
09/23/05

Effective 10/14/05

V28
Eff 10/14

V29

V29 (based on
prod V28)

Noticed 10/17
Retracted 10/18

V30 (based on Production V28

V27 (based on prod V26)
Identifies 2w/4w analog loops as

eligible for expedite charges
Posted for Review 09/12/05,

Comments Recv’d,
Effective 10/27/05

V30 (based on Production V28)
Included requirement for contract

amendment
Posted for Review 10/19/2005

Effective 01/03/06

V31 Eff. 10/27
(Merged v27 & v28 changes) I

If no add’l changes filed, v31 remains
 in effect until v30's effective date.

 
 
# Page/Section CLEC Comment Qwest Response 
1  McCloud 

10/26/05 
Comment:  
Qwest announced it will 
begin charging expedite fee 
for 2w/4w loops on Oct. 
27th. Qwest just posted a 
Expedites and Escalations 
V30 which still has the 
2w/4w analog loop 
exception included. I looked 
at the previous version 
(V29) and the exception was 
also present in that version. 
Qwest has given until 
November 3rd to comment 
on the V30 so I don’t see 
how (1) Qwest can begin 
charging tomorrow (Oct. 
27th) when the review isn’t 
complete and (2) Qwest can 
even claim that 2w/4w 
analog loops are no longer 
an exception in the Pre-
Approved Expedite process 
when it doesn’t appear that 
Qwest has addressed this 

The change referenced in this comment was 
included in Version 27 which is already in 
effect. 
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issue in prior reviews 
2  McCloud 

11/1/05 
Comment: 
Can you please clarify which 
condition is being removed 
where an expedite is 
granted?  Also, I see under 
the "Pre-Approved 
Expedites" section that the 
first product listed is "UBL all 
except 2W/4W analog".   
 
Does this mean that we are 
going to have this as an 
exception starting with V30 
going forward?  I don't see 
this listed in the history log 
as something that is being 
added back into the 
document as an exception.  
Please advise.  Thank you.  

There is no condition being removed in the 
Version 30 change.  The change referenced 
in this comment was included in Version 27 
which is already in effect. 
 
V30 is changing the process to require 
expedite language in the customers 
Interconnection Agreement (ICA) when an 
expedite is requested for products that follow 
the designed services flow.  Products that 
follow the designed services flow will not be 
part of the Expedite Requiring Approval 
process except in the state of Washington. 
 
 
  

3  Eschelon 
11-3-05 
Comment: 
In Qwest’s response to 
Covad’s CR PC021904-1, 
Qwest said: “If a CLEC 
chooses not to amend their 
Interconnection Agreement, 
the current expedite criteria 
and process will be used.” 
The current “expedite 
requiring approval process” 
allows a CLEC to request an 
expedite, at no charge, 
when the customer’s needs 
met certain criteria.  
Eschelon relied upon 
Qwest’s response and 
based its decision to 
comment, or not comment, 
on that response.  Qwest is 
now failing to keep the 
commitments it made to 
CLECs in CMP, and in its 
response to Covad, by now 
changing its position on 
expedites and unilaterally 
imposing charges via a 
process change in CMP. 

In regards to Eschelon’s comments regarding 
Qwest’s commitments with PC021904-1, 
discrimination allegations and timing of 
process notifications, Qwest submits the 
following response: 
 
Qwest did meet its commitment to 
PC021904-1.  As with all processes that 
exist, they do change over time.  Qwest 
utilized the appropriate CMP notification 
processes to notify CLECs of the pending 
changes.  In fact, with this particular PCAT, 
process changes have been implemented 
since PC021904-1 was closed.  For example, 
Qwest changed the process when it bills 
expedite charges in the following situations: 
billing per ASR/LSR instead of per service 
order, bill expedite charges on delayed 
orders only when additional costs are 
incurred, and finally, changed the pre-
approved expedite process to include port 
in/port within. 
 
Qwest does not sell Unbundled Loops to its 
end user customers so it is not appropriate to 
make a comparison to retail in this situation.  
Qwest is selling a pipe, not a switched POTS 
service.  The DS0 UBL product can be used 
for services other than a POTS type service 
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Qwest’s proposed change to 
remove the existing 
approval required expedite 
process for designed 
products will negatively 
impact Eschelon and its 
customers.  Qwest said its 
basis for this change is 
“parity” and that Qwest retail 
charges for all expedites for 
“designed” services.  
However, this claim of 
“parity” is misleading as 
Qwest’s new pro!  cess now 
treats CLEC POTS 
customers differently than 
Qwest POTS customers.  
Qwest defines parity based 
on whether a service is 
“designed.”  Qwest has 
chosen to apply the “design” 
process to DS0 UBLs, but 
not to its own POTS 
customers.  The result is 
that though from the 
customer perspective the 
service is the same, Qwest 
now proposes to treat them 
differently for the expedite 
process.  The change 
Qwest is proposing is 
discriminatory to CLECs and 
their customers. A CLEC 
DS0 UBL and a Qwest retail 
1FB functionally are the 
same service. A DS0 loop is 
merely a POTS line that 
Qwest choose to provision 
using a design flow process. 
For example, a customer 
could request an expedite 
using the approval required 
process when ordering 
service from Qwest (e.g. a 
1FB), and would not have to 
pay additional charges for 
the expedite. However, if the 
customer orders service 
from a CLEC via a DS0 loop 
and the customer requests 
an expedite from the CLEC, 

and Qwest does not know what service the 
CLEC is providing its end user with the DS0 
pipe. Therefore, Qwest’s position is that there 
is not the parity component that is being 
raised with this comment. 
 
Finally, Qwest did choose to implement the 
changes on different process notices.  This 
was done to allow the CLEC community 
ample time to get the expedite amendments 
through the implementation process, which is 
longer than the CMP Level 3 notification 
requirements.  For each of the process 
changes that were made on this process 
since PC021904-1 completed, Qwest stated 
clearly in the notification the process change 
that was being made in each of the 
notifications. 
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the CLEC and the customer 
would have to! 
  pay an additional charge 
for the same basic service.  
 
Eschelon objects to Qwest’s 
proposed changes to the 
current approval required 
expedite process because it 
is discriminatory to CLECs 
and CLEC customers. In 
addition, because Eschelon 
relied upon Qwest’s 
comments to Covad’s CR, 
Eschelon also objects to 
Qwest’s addition of UBL 
DS0 products to the pre-
approved list of products. 
Qwest chose to make the 
change to the approval 
required expedite process 
after it added DS0 loops to 
the product list for pre-
approved products.  The 
result is that CLECs were 
unable to effectively 
comment on a change that 
now, coupled with Qwest’s 
further change, significantly 
impacts a CLEC’s business.  

4  McCloud 
11-3-05 
Comment: Qwest’s removal 
of the 2w/4w analog loop 
exception from the 
Expedites Requiring 
Approval process places 
CLECs at a competitive 
disadvantage because it 
forces expedite charges 
upon the end user 
consumer only when that 
end user consumer is 
purchasing from a facilities 
based CLEC. These 
expedite charges are not 
applicable if the end user 
consumer is purchasing 
from Qwest or a non-
facilities based provider.  

 The change referenced in this comment was 
included in Version 27 which is already in 
effect. 
 

5  PriorityOne The change referenced in this comment was 
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11-3-05 
Comment:  
PriorityOne 
Telecommunications, Inc. 
objects to Qwest’s proposed 
changes due to feeling that 
it is discriminatory to 
CLEC’s and CLEC 
customers. Adding UBL 
DSO to the list of products is 
not “parity” as the 
customer’s perception is 
that they are requesting a 
“line”. The end user does 
not know whether the line is 
POTs or UBL DSO. They 
just know that it’s a line.  
 
 
 
Also, PriorityOne objects to 
Qwest’s proposed change to 
remove the existing 
approval required expedite 
process for designed 
products and note that it will 
negatively impact 
PriorityOne and its 
customers.  

included in Version 27 which is already in 
effect. 
 
Qwest has noted PriorityOne’s objection to 
the process change associated with V30.  
The process change associated with V30 is 
being made to create consistencies across 
Qwest’s entire customer base for products 
that follow the Designed Services flow. 

6  Covad 
11-3-05 
Comment: 
Regarding Qwest’s 
proposed change to remove 
the existing approval 
required expedite process 
for designed products, 
Covad requests clarification 
regarding availability of 
expedited services in the 
state of Washington, where, 
currently, Qwest does not 
offer an expedited services 
amendment.   Covad 
requests that Qwest 
reiterate that the Expedites 
Requiring Approval products 
will still be available in the 
State of Washington. 

Qwest has reiterated that the Expedites 
Requiring Approval process will still be 
available in the state of WA in the V30 redline 
document.  Qwest currently has the following 
two statements addressing the state of 
Washington: 
 
The Expedites Requiring Approval section of this 
procedure does not apply to any of the products 
listed below (unless you are ordering services in 
the state of WA). 
 
The Pre-Approved expedite process is available 
in all states except Washington for the products 
listed below when your ICA contains language for 
expedites with an associated per day expedite 
charge.   
 
 

7  Integra 
11-3-05 

Integra was not advised that by signing the 
amendment it would change the Expedites 
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Comment: 
Integra objects to Qwest 
proposed change to remove 
the existing approval 
required expedite process 
for designed products.  
When Integra signed the 
Qwest Expedite Amendment 
we were not advised that by 
signing the amendment it 
would change the current 
Expedites Requiring 
Approval process. We 
signed the amendment 
believing that this would 
ADD to our options of 
having an order completed 
outside the standard 
interval.  When Integra 
signed the amendment UBL 
DS0 loops were not 
included as a product on the 
list of products in the "Pre-
Approved Expedites" list.  
When the UBL DS0 was 
added to this list Integra did 
not comment as at that time 
we still believed the 
Expedites Requiring 
Approval process was in 
place for our use. 

Requiring Approval Process for a couple of 
reasons: 
 
1)  When an expedite amendment is signed, 
the CLEC is automatically included in the 
pre-approved process and the Expedite 
Requiring Approval process is not applicable 
any longer for the products identified in the 
Pre-Approved Expedite section of the PCAT.  
This was clarified and documented with 
PC021904-1.  In the meeting minutes for the 
ad-hoc meeting held on July 9, 2004, Qwest 
clarified that when a CLEC amends their 
contract there are no reasons any longer and 
that if Qwest expedites a request, expedite 
charges apply. 
 
2)  The PCAT that was revised with 
PC021904-01 states the following:   
 
Requesting an expedite follows one of two 
processes, depending on the product being 
requested and the language in your 
Interconnection Agreement (ICA). If the 
request being expedited is for a product on 
the list of products in the "Pre-Approved 
Expedites" (see below) and your ICA has 
language supporting expedited requests with 
a "per day" expedite rate, then the request 
does not need approval. If the request being 
expedited is for a product that is not on the 
defined list, or your ICA does not support a 
"per day" expedite rate, then the expedited 
request follows the process defined in the 
"Expedites Requiring Approval" section 
below. 
 
For the change that is being implemented 
with V30, there is no change to the CLECs 
that already have an expedite amendment in 
place. 
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Announcement Date: November 18, 2005 
Effective Date:  January 03, 2006 
Document Number: PROS.11.18.05.F.03492.FNL_Exp-EscalationsV30 
Notification Category: Process Notification 
Target Audience: CLECs, Resellers 
Subject: CMP – FINAL NOTICE and Qwest Response to 

Comment - Expedites and Escalations V30 
Level of Change: Level 3 
Associated CR Number or 
System Release Number: 

Not Applicable 

  
Qwest recently posted proposed updates to Expedites and Escalations V30. CLECs were 
invited to provide comments to these proposed changes during a Document Review period 
from October 20, 2005 through November 3, 2005.  The response has been posted to the 
Document Review archive web site under the original document review segment for 
Expedites and Escalations V30. The response will be listed in the Comments/Response 
bracket. The URL is http://www.qwest.com/wholesale/cmp/review_archive.html. 

  
Resources: 
Customer Notice Archive        http://www.qwest.com/wholesale/notices/cnla/ 
Original Notice Number          PROS.10.19.05.F.03380.ExpeditesEscalationsV30 
  
If you have any questions on this subject, please submit comments through the following link: 
http://www.qwest.com/wholesale/cmp/comment.html. 
  
 
Sincerely 
 
 
Qwest Corporation 
 
 
Note: In cases of conflict between the changes implemented through this notification and any CLEC 
interconnection agreement (whether based on the Qwest SGAT or not), the rates, terms and 
conditions of such interconnection agreement shall prevail as between Qwest and the CLEC party to 
such interconnection agreement. 
 
The Qwest Wholesale Web Site provides a comprehensive catalog of detailed information on Qwest 
products and services including specific descriptions on doing business with Qwest. All information 
provided on the site describes current activities and process. Prior to any modifications to existing 
activities or processes described on the web site, wholesale customers will receive written 
notification announcing the upcoming change. 
 
If you would like to unsubscribe to mailouts please go to the ''Subscribe/Unsubscribe'' web site and 
follow the unsubscribe instructions. The site is located at: 
 
http://www.qwest.com/wholesale/notices/cnla/maillist.html 

                          

http://www.qwest.com/wholesale/cmp/review_archive.html
http://www.qwest.com/wholesale/notices/cnla/
http://www.qwest.com/wholesale/cmp/comment.html
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