PC012004-1-E29   ESCHELON ESCALATION   June 3, 2004

06/02/2004 04:16 PM EST 

Sent by: "Johnson, Bonnie J." <bjjohnson@eschelon.com>  

To: "'cmpesc@qwest.com'" <cmpesc@qwest.com> 

cc: "Johnson, Bonnie J." <bjjohnson@eschelon.com> 

Subject: Eschelon Escalation PC012004-1 

= = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = =

Description:

Eschelon escalates CR PC012004-1, for the reasons stated in the CR and discussions of that CR.
History of Item:

See CR # PC012004-1
Reason for Escalation / Dispute:

In the CMP May meeting, Qwest said, as a reason for denial of this CR: "it is expensive to pull the information ." (See May CMP meeting minutes.).Qwest provided no data to support this statement. Eschelon had asked Qwest whether Qwest already captures the requested data, or any subset of that data. Qwest did not respond to this request. (Please provide a response.)  Particularly to the extent that data already exists, the expense, if any, of providing it to CLECs is outweighed by the benefit to Qwest of this proposal. As discussed, in the past, Qwest has claimed that CLECs have a high number of escalation tickets and Qwest would like to see that number reduced. Reducing the number of such calls would save resources and thus expenses for Qwest (resources that are currently spent on taking these calls, as well as on data reconciliation efforts, etc.). Will Qwest agree not to make such statements in the future and not to ask CLECs to reduce the number of such calls? If not, Qwest needs to take the steps necessary to allow CLECs to help analyze these issues. This includes providing the requested detail, or at least some agreed upon subset of that detail, for these calls.

In the CMP May meeting, Qwest also said, as a reason for denial of this CR: "we are not required to compile your data." (See May CMP meeting minutes.). CLECs are also "not required to compile" Qwest's data. Nonetheless, Qwest routinely asks CLECs to do so (e.g., frequent requests for "examples"), and CLECs do so. Qwest indicates that it needs such data to root cause/identify problems, address process compliance, improve training, etc. Qwest routinely asks Eschelon for "examples" when Eschelon communicates it has identified a Qwest caused system, process compliance or training issue. In almost all cases, the data Qwest asks Eschelon for is data Qwest already has in its possession. Qwest asks Eschelon, however, to spend the time and resources to, and incur the expense of, providing Qwest data to Qwest. A good example is the loss report examples Eschelon provided to Qwest -- for more than two years. This has been a resource intensive effort by Eschelon to provide Qwest with Qwest's own data, which Qwest requested. As a result of Eschelon's devotion of these resources, Qwest has said that it has made system improvements. These improvements benefit Qwest both with increased efficiencies and with avoidance of performance problems/payments. The daily analysis Eschelon did since April of 2001 and still does today, is analysis Qwest could have done itself, because Qwest provided the raw data to Eschelon in the first place. Qwest did not do so, however.. Another example is Qwest service order error data Eschelon provides to Qwest. Eschelon gives Qwest detail on errors Qwest makes on service orders on a monthly basis. Eschelon's Director of Service Management told Eschelon in a meeting on April 29th, 2004 the data has been a valuable tool to help Qwest address Qwest service order errors. Qwest has this data in the Qwest escalation database. When Eschelon asked Qwest to address Qwest's service order accuracy, however, Qwest asked Eschelon to provide Qwest with Qwest's own data.
Business Need and Impact:

See CR # PC012004-1
Desired CLEC Resolution:

Eschelon asks Qwest to reconsider the response to this CR and provide further detail to CLECs on the escalation report.

= = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = =
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