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f | power s@schel on. com on 01/ 03/ 2002 03:57:59 PM

To: f | power s@schel on. com
ccC:
Subj ect: Eschelon Telecomlnc. --- CR#PC032801-4 --- P

Escal ati on

Conpany: Eschel on Tel ecom I nc.
CR#: PC032801-4

Status Code: P

Qnest Acti on Request ed:
stop inpacted activities

Description:

This escalation deals with the sinple proposition that a custoner has a
right to know when rates and ternms pursuant to its contract and business
relationship are altered. The custoner also should be told the basis
for

t he change and be given an opportunity in advance to dispute the change,
i f

the custonmer can show a basis in the contract or otherw se for doing so.
At a minimum the customer should be able to identify when and how rates
and terns are changed. Despite the sinplicity of these fundanental

busi ness concepts, Eschel on has been pursuing this issue since at |east

January of 2000, to no avail. Now, after two formal CRs and many
requests
to Eschel on's account team Qmest has enbarked upon a bill "validation"

process that makes the very kinds of changes that Eschel on has protested
wi t hout inplenenting any of the safeguards that Eschel on has requested.
Eschel on once again asks Qwmest to suspend Qmest's bill "validation”
process
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and work cooperatively with Eschel on a!
nd other CLECs to devel op a workabl e process. Eschelon escal ates
Qnest' s
failure to process CR # PC032801-4 (and CR # 5043204) in a tinely
manner,
failure to follow CVWP processes for system and process changes affecting
Eschelon's rates and profile, and Qunest's recent refusal to suspend a
bi |
"val i dation" process that will result in rate and profil e changes
wi t hout
advance notice and opportunity to di spute changes.

Hi story of Item
On August 31, 2000, Eschelon submtted CR # 5043204 to Qnest. The
description of the requested change provides:

Eschel on sel dom receives notification of billing changes
(rates/terns/etc.). Quest sinply nakes the changes with no expl anation
of

why the changes were made. Proper notification should include the rate
change or rate structure change with references to specific tariff
sections, interconnection sections, or contract sections of applicable
docunent s.

As indicated in an Eschelon email to its then account manager at Quwest
on

Sept enber 6, 2000, at that tinme, Eschelon had al ready been pressing the
i ssue of advance notification of rate changes for eight nonths ? since
at

| east January of 2000. ("During the past 8 nonths, Eschel on has
informal |y

approached Qnest on these issues with either yourself, billing reps or
our

former account rep. . . .")
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(Qnest listed CR # PC032801-4 in the distribution packages for CW
meet i ngs
dated Cctober 18, 2000, Novenmber 15, 2000, Decenber 20, 2000, and
January
17, 2001. The nost recent of these distribution packages lists the CR
as
bei ng on "hold" for discussion in the Product/Process CVWP. Eschel on
could
not find this CRin Quvwest's list of CRs currently on the web. Notes in
t he
di stribution packages indicate that Eschel on should attenpt to obtain
notice of rate changes through its account team Eschelon has tried to
do
so, but Qmest has nonetheless failed to provide such notice.)
On March 26, 2001, Eschelon submtted CR # PC032801-4 to Qwmest. The
description of the requested change provides:
Qnest requires CLECs to conpl ete custonmer questionnaires/profiles, in
addition to entering into interconnection agreenents with Qwest, when
CLECs
enter a Qwest state. Periodically, the questionnaires/profiles are
updat ed,
agreenents are anended, or rates change. Wuen these docunents are
conpl eted or rates change, Qwest generally nakes changes in its systens
to
reflect such changes. For exanple, if a CLEC signs an anendnent to its
i nterconnection agreenent that contains new rates, Qwmest may | oad
additional USCCs with those rates into a table that is specific to that
CLEC in that state. Before the USOCCs and rates are | oaded, Quest's

syst ens

reject orders for itenms associated with those USOCs. After they are
| oaded, the systens will process the orders. Wile sonme of these
changes

may be apparent to the CLEC because they coincide with execution of such
docunents, sonetinmes Qmest nmakes unantici pated changes to the system or
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t he

codes. For exanple, Eschelon has been ordering!

coordi nated cutovers in Mnnesota for sonme tine. Suddenly, wthout
notice
to Eschel on, Qnest's systens began to reject those orders. Upon
inquiry,

Qnest's representatives indicated that Qwest had performed a "scrub on
i nterconnect contracts" pursuant to which Qrest unilaterally determ ned
t hat Eschel on coul d not order coordinated cutovers in M nnesota because
Eschel on had not signed a contract anmendnent proposed by Qnest. Only
after

Eschel on denonstrated that its existing contract, w thout anendnent,
provi des for coordinated cutovers did Qwvest restore Eschelon's ability
to

use the functionality of IMA to order coordinated cutovers. 1In the
meantime, Eschelon's orders were disrupted. If Qaest had notified
Eschel on

sufficiently in advance of its "scrub" of Qwest's plans, Eschelon could
have addressed the issue at that time and avoided the disruption to its
ordering and provisioning processes. Qwest should inplenent a process
to

provi de advance notice to CLECs before chan!

ges are made to the CLEC s profile and rates in Qwmest's systens. The
notice should be sufficiently detailed to allow the CLEC to understand
t he

i nplications of the change and should be provided sufficiently in
advance

of any change to allow the CLEC to object, if necessary. A process
shoul d

be put in place to handl e objections to changes before the changes are
made. (enphasis added)

Qnest's Status History (on the web) provides:
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"03/26/01 - CR Received fromK. C auson of Eschel on
03/ 28/ 01 - CR Logged and status changed to New ? To be Eval uat ed
04/ 06/ 01 - Status changed to Reviewed ? Under Consideration
04/ 06/ 01 - Discussed in April CR Review Meeting
04/16/01 - Qwest will address this during the April C CWP Industry Team
Meeting (TK - SO
04/ 18/ 01 - Qwest is currently working this issue (A2
05/14/01 - Qwest has identified 3 circunstances (1) Contract amendnent
or
new contract in which the Qwvest Service manager w Il provide
notification,
(2) Cost Dockets or state PUC rulings in which letters are nailed to
effected CLECs, (3) Internal maintenance required in which a process is
currently being devel oped in which the Qwest Service managers wil |
provi de
notification to the CLEC. Witten docunentation will be prepared by
Qnest
and comuni cated externally, tentative tine frane for notification TBD.
(AZ)
08/09/01 - CR Response sent to the CICWP teamvia email and included in
t he
August CICMP Distribution Package. (MR
08/ 15/01 - CLEC CWP Meeting Product & Process Qaest's response dated
08/ 03/ 01 was presented
09/19/01 - CWP Meeting -Qwest provided status update.
09/27/01 - Qnest's draft response posted to database.
10/17/01 - CWP Meeting: Qnest presented draft response. Qwest to revisit
response and address "Clarification on how CLEC gets notification on
rate
and USOG changes." No "Current Status" change.
11/09/01 - Revised Draft Response dated 11/09/01sent to Eschel on and
post ed
i n dBase.
11/14/01 - CWP Meeting - Qmest presented its revised response. CLECs

Page 5



escal ati onPC032801- 4. t xt
expressed concern over changes to rate table w thout advance
notifications.
Qnest requested that this subject be reviewed off-line. It was agreed
t hat
this woul d be an agenda item for next nonth's CMP neeti ng.
12/12/01 - CWP Meeting - Al an Zi mmerman, Qwest presented an update to
t he
current Qmest response regardi ng advance notice of profile and rate
tabl e
changes. A witten summary of this update has been posted in the CW
dat abase. Qmest indicated that an internal validation (scrub) of the
profile and rate tables is currently in progress for all CLECs. This
val i dation addresses USOCs and SGAT rates, and should be conpleted this
year. The CLEC community requested a redline of the validation changes
prior to incorporation into billing. Qwest indicated that no feasible
mechanismis avail able to provide advance notification for the
val i dati on
exerci se. However, Qwnest will provide final USOG and SGAT rates for al
CLECS when the validation effort is conpleted. Eschel on requested that
t he
current validation effort by Qwaest be stopped until an advanced notice
procedure is in place. Discussions resulted in Qwest conmtting to
re-1 ook
ways to provide advance notice for the validation exer!
cise. Qwest conmitted to instituting a new process by March 1, 2002 to
provi de advance notice to the CLECs
for the followi ng rate change catalysts: (1) future rate validation
efforts, (2) cost dockets, (3) new existing interconnect agreenents, (4)
bill errors/disputes, and (5) new product inplenentation and product
price
changes. "Current Status"” of CR renmains in "Presented” status."

Reason for Escalation / D spute:
Eschel on has requested notice of rate and term changes for at |east two
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years. CR # PC032801-4 has been pendi ng since March 26, 2001.
Nonet hel ess, after all of these requests, Qaest inplenented its bil
"val i dation" process and proceeded with rate and profil e changes wi thout
advance notice to Eschel on and over Eschel on objecti ons.
(To the extent that Qwest has provided any notice, the notices have been
general docunents saying that sone changes are or had occurred w thout
provi di ng specific information identifying the changes, support (such as
citations to interconnection agreenents) for the changes, or supporting
docunentation. In an email dated Novenber 26, 2001, Eschel on inforned
Qnest's CMP Managers that the notices Qrvest was sending did not address
t he
concerns raised by Eschelon in this CR  Eschelon said: "Just to
confirm
The mail outs descri bed bel ow do not address the concern raised in our CR
on
Advanced Notice of Profile and Rate Changes. (In fact, the mailouts
i ncrease the concern.) W need specific notice of each change to
Eschelon's rates or profile (with the basis for the change). A general
notification that a validiation [sic] is happening sinply neans that
specific notice will be needed sufficiently in advance of any change, if
any changes are nade as a result of the validation." !
Eschel on cannot even identify the date(s) on which changes were made
much
|l ess identify each change. This makes it inpossible to confirm whether
t he
changes were proper or to assess the financial inpact on Eschelon's
business. In its CR Eschel on asked for neaningful, advance notice of
each
change. Eschelon al so asked that objections be handl ed before changes
wer e
i mpl enented. Wthout such a process, there is no way to confirm
conpl i ance
wi th Eschelon's interconnection agreenents.)
At the CWP neetings in Novenber and Decenber of 2001, Qwest said that it
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was proceeding with a bill "validation" process that would result in
rate
and profile changes w thout advance notice to CLECs as to the specific
nature of the changes. Qwest has not provided any citations to
provi si ons
of Eschelon's interconnection agreenents show ng Qvwest has authority to
make each change. A very real possibility exists that Quvest may be
unilaterally inposing terns on Eschelon that are inconsistent with
Eschel on's interconnection agreement with Qrvest. Quest's bil
"val i dation"
process was started after Eschelon submtted its CRs asking Qmest for
notice and opportunity to object before such changes were made. Quest
sai d
that it does not plan to provide a red-line or other docunentation
show ng
each change nmade to date. Wthout such docunentation, identifying and
verifying the changes manually will be virtually inpossible. (If Qnest
cannot identify them how are CLECs supposed to d!
0 so0?) At a mninmum doing so will be a |abor intensive process that
wi ||
force Eschelon and other CLECs to expend resources and noney needl essly.
At
both CMP neetings, in Novenber and Decenber of 2001, Eschelon's
Pr esi dent
and Chief Operating Oficer, Rick Smth, enphasized the inportance of
this
i ssue to Eschelon's business and asked Qwmest to suspend its bil
"val idation" process until Qeest inplenented a better process. O her
CLEGCs
joined in these coments. But, Qaest has not suspended the process.
Therefore, by the tinme that Eschelon receives a conplete response to its
CR, nost or all of Qwmest's project will be conpleted. Eschelon repeats
its
request that Qwnest suspend the validation process and work cooperatively
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with CLECs to inplenment a workabl e process.

Busi ness Need and | npact:

The business inpact is substantial. 1In the situation that pronpted CR
#PC032801- 4, provisioning of Eschelon's cutovers in Mnnesota was

br ought

to a standstill until Qwmest reversed a profile change that never shoul d

have been nmade. This directly and adversely affected Eschelon's

end- user

custoners. Had Eschel on been gi ven advance notice and procedures been
in

pl ace to deal with objections before inplenentation of changes, as
request ed, Eschelon's end users and Eschel on's busi ness woul d not have
been

adversely affected. The whole situation could have been avoi ded.

The inability to identify, analyze, plan for, dispute, and respond to
rate

and profile change is a legitimte, inportant business need. Eschelon
needs to be able to identify potential changes and, if they are valid,
pl an

for themin its budgeting and provisioning processes. These are sinply
a

good, efficient business practices. Quest is preventing Eschelon from
operating efficiently by not providing sensible information in advance
of

proposed changes. Qaest is not even planning to identify specific
changes

after the fact for changes that it has recently made. Therefore, an
addi tional business inpact is the expenditure of tinme and resources to
manual |y attenpt to find the changes and determ ne their financial

I npact .

A very real possibility exists that Qwest may be unilaterally inposing
terms on Eschelon that are inconsistent with Eschel on's interconnection
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agreenent with Qwest. Qnest has prevented Eschelon fromverifying this
by
maki ng validation of Qwvest's bills a tim
e-consum ng and unrealistic effort. Qaest should not be able to
unilaterally inpose such an unnecessary burden on Eschel on and ot her
CLEGs.

For all of the reasons |listed above, the business need is great and the
i npact is substantial.

Desired CLEC Resol ution
Suspend Qnest's bill "validation" process and work cooperatively with
Eschel on and other CLECs to devel op a workabl e process.

| dentify changes nade to date and provi de basis and docunentation for
each
change.

Before inplenenting rate and profil e changes, nake the changes requested
in

CR #PC032801-4, including providing adequate, specific information in
advance of changes to allow CLECs to determ ne the financial and

busi ness

i npacts of the changes, providing basis (authority) for the changes, and
handl i ng obj ecti ons before inplenmenting changes.

Ensure conpliance with interconnection agreenents and provide sufficient
information to Eschel on and other CLECs to allow themto verify this.

Adhere to CMP processes before maki ng such changes.

Nanme: Lynne Powers
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Title: EVP, Custoner Qperations

Phone Nunber: 612-436-6642
E-mai | Address: fl powers@schel on.com

Date/ Tinme Submitted: Thu Jan 3 15:52:07 CST 2002
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