CenturyLink Regional Subscription System User Guide

Custer Service Inquiry and Education Center
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Purpose

The purpose of this section is to provide information about functions performed by the Customer Service Inquiry and Education Center  for Interexchange Carriers (IXCs).

Changes to this section
· Change name from Carrier Service Bureau to Customer Service Inquiry and Education Center and contact information (10-13-08)

· Update contact info to WHSLCRSU@CenturyLink.com (02-04-10).
· Change page layout to align content (03/10/11)

· Update name change (08-08-11)

Overview of Functions

The Customer Service Inquiry and Education Center is the CenturyLink single point of contact for IXC Subscription support on CenturyLink Retail accounts.  This group performs the following functions for carriers:

· Carrier Initiated PIC Changes

· PIC Changes via Three-Way Calling
· PIC Changes to PIC NO
· Switch Verification

· PIC Repair

· Account Data Verify (ADV) information

· Billing Name and Address (BNA) information

· Special Project Handling (Large PIC Account PIC Changes)
CSIE Hours

For information about Hours of Operation, refer to the Customer Contract business procedure at http://www.CenturyLink.com/wholesale/clecs/customercontacts.html.
Contact Information

	Numbers by CSIE Function

	Escalations
	Jeremiah Tolbert 612-349-2301

	3 Way Calls
	1 (800) 922 1879 Opt 3, Opt 1

	3-Way Calls to PIC NO
	1 (800) 922 1879 Opt 3, Opt 1

	Account Data Verify (ADV)
	1 (800) 922 1879 Opt 3, Opt 1

	Billing Name & Address (BNA)
	1 (800) 922 1879 Opt 3, Opt 1

	IXC PIC Changes
	1 (800) 922 1879 Opt 3, Opt 1

	Repair
	1 (800) 922 1879 Opt 3, Opt 5

	Switch Verify
	1 (800) 922 1879 Opt 3, Opt 5


These lines are strictly for carrier use.  Please do not refer your customers to these numbers.
PIC Change Due Dates

	Service Type
	Due Date

	Residence, Simple Business, PAL
	Next bus day

	Complex business
	1-3 bus days


The Regional Subscription System (RSS) processes PIC changes six days a week (Monday through Saturday) and sends the changes to the switch six days a week (Tuesday through Sunday).

Due date intervals change whenever there is a sync-up, RSS release, or holiday.

Customer Change of Mind

There may be times end users change their mind about a PIC change after having agreed to change their long distance service.  If the PIC change has been originated with the customer’s IXC, the carrier must do what they can to stop the PIC change within their own systems.  If the order cannot be canceled, a PIC dispute results.

CenturyLink does not have the ability to stop  carrier initiated PIC changes from being worked.  Please do not refer these end users to the CSIE or CenturyLink business office.

Carrier Initiated PIC Changes

The CSIE handles carrier initiated PIC change requests for all customer types.

The following information is required for every PIC change request:

· CIC code

· Carrier representative name and telephone number

· BTN or WTN to be changed

· Jurisdictional Indicator (JI A, E, or B for each WTN)

· Effective Date (this is the LOA date and must be today's date or earlier)

· Do you want the entire account changed (all lines and TERs) or just one line? (Entire or partial indication)

· Do you want to pay the PIC change charge or have it charged to the end user?

· Is this a switchless reseller?

PIC Change via Three-way Call

A three-way call is when the IXC and end user together request a PIC change. 
PIC changes taken on a three-way call are end user initiated and cannot be disputed. 
PIC changes from a three-way call are input into RSS immediately.  
It is not necessary for the carrier to stay on the call once the contact has begun.
Note to Authorized Resellers of Long Distance:  To have your PIC change marked “Switchless Reseller”, please tell the CSIE agent to add that to the PIC change.

PIC Change via Three-way Call to PIC NO

FCC 47 CFR Part 64 CG Docket No. 02-386 “Customer Contacts IXC to Cancel PIC and to Select No-PIC Status.”  

When an end user customer contacts their IXC to discontinue service, the IXC must verify with the customer that they want no long distance (PIC and/or LPIC NO).  If the end user confirms they no longer want ANY long distance service, the carrier and the end user have the option of calling into the Customer Service Inquiry and Education Center to have the customer changed to PIC/LPIC NO.
Interexchange Carriers may place their three-way PIC NO calls to the CSIE 7:00 am to 7:00 pm (Mountain States Time) Monday through Friday at 1 (800) 922 1879 Option 3, Option 1.  
PIC changes from the three-way call are input into RSS immediately and the change takes place the next business day.
Once the carrier has announced the end user and provided the Customer Service Inquiry and Education Center with the PIC/LPIC information, they may leave the line if so desired.
Discontinuing IXC Service

If the end user contacts their current long distance carrier to inform the carrier that they no longer want their service (versus no long distance), the IXC should inform the customer to contact their LEC or their new long distance carrier to have an order placed.
PIC Change via Email to PIC NO

When an end user customer contacts their IXC to discontinue service, the IXC must verify with the customer that they want no long distance (PIC and/or LPIC NO).  If the end user confirms they no longer want ANY long distance service, the carrier has the option of sending an email to the Customer Service Inquiry and Education Center to have the customer changed to PIC/LPIC NO.

CenturyLink has set up an email box for the sole purpose of handling PIC and/or LPIC NO requests.  All other requests are deleted without response.  

The email box address is picmail@CenturyLink.com.  

Each email request should be formatted on an Excel-type spreadsheet.  The carrier may send in one email with numerous PIC NO requests or send in several emails each day.  Each request must be submitted at the WTN level.  “PIC all” requests are not accepted.

Replies are provided only when the request on a WTN cannot be completed.

Email requests are accepted 24 hours a day, 7 days per week and worked during the CSIE’s hours of operation Monday through Friday, 7am to 7pm (Mountain States Time).  Requests are completed within 5 business days of receipt.
All requests are considered carrier initiated and PIC disputable.

The following information is required for each WTN submitted:

· CIC code of the submitting carrier

· Name of the submitting carrier

· Telephone number to be changed (if there are several number on the account to be changed – list each one)

· Jurisdictional Indicator (JI A, E, or B for each WTN)

· Date of the authorization

Reject notifications are sent to the originating email address unless otherwise specified.

Rejects are provided at a WTN level and with CARE Output TCSIs:

WTN requests are rejected and not processed if:

· 3107 - The telephone number is not PIC/LPICd to the submitting carrier
· 2166- The account is frozen to another carrier
· 3133 – The account is frozen to the requesting carrier

· 2107 - The telephone number is not in our database
· 3147- The telephone number is resold
· 3126 - The account is toll restricted

CARE Output

· You receive the 2206 TCSI when PIC NO is processed via a successful PIC NO email request.  This is your notification that your email has been received and processed.

· You receive the 2209 TCSI when PIC NO has been processed via a 3-Way PIC NO Call

· You receive the 2203 TCSI when the end user contacts the CenturyLink Business Office and a service order has been issued to make the change to PIC NO.

Switch Verification

The CSIE will verify the switch to determine what PIC/LPIC the end user has programmed on their line.  Carriers may contact the Customer Service Inquiry and Education Center when their end user has PIC-related switch problems.  The Account Data Verify (ADV) security code is required before information is provided.

Two numbers are accepted per call and investigation/resolution is completed within two business hours.

· The account must be verified by the carrier prior to contacting the CSIE.
· Please have your end user check the test number to verify which carrier is in the switch

· Please check your records--this is part of the ADV product.  This information may be obtained if you have an ADV contract.
After these steps have been followed, contact the CSIE Switch Verify group.
Account Data Verify (ADV)

ADV (sometimes referred to as PIC Verify) information is provided by the CSIE for customers with a contract.
The ADV (Department) Security Code is assigned to IXCs with contracts and that must be provided to the CSIE before any ADV information can be provided.

When contacting the CSIE, provide the telephone number of the account you want ADV for, your CIC code, and your ADV code, and what information you are requesting.

RSS electronically verifies your ADV code against your CIC code and supplies ADV information to the CSIE only if the two match.

If you do not know your ADV (Department) Security Code, contact your CenturyLink Service Manager.
The CSIE does not provide ADV information on your associated CICs unless you have signed up for CIC Cross Referencing.

Billing Name and Address (BNA)
BNA information is provided by the CSIE for customers with a contract.
A BNA Department (Security) Code is assigned to IXCs with contracts and that must be provided to the CSIE before any BNA information can be provided.

When contacting the CSIE, provide the telephone number of the account you want BNA for, your CIC code, and your BNA security code.

RSS electronically verifies your BNA code against your CIC code and supplies BNA information to the CSIE only if the two match.

If you do not know your BNA (Department) Security Code, contact your CenturyLink Service Manager.
PIC Repair

PIC Repair provides IXC Repair Center coverage from 7:00 am until 7:00 pm Monday – Friday.
The following is a general definition of what is considered a repair call:

· End user has reported trouble dialing 1+ via their carrier of choice

Carrier records show the end user is PIC’d to them for 1+ InterLATA calls but the end user indicates they are unable to access the carrier’s network, the 700 number indicates a different carrier on the line, or the end user is no longer on the carrier’s network.
Time frames and Limitations
The following table provides the guidelines for the number of accounts the CSIE is able to process per telephone call.  

	Function
	Amount Limitation
	Time frame

	PIC Changes accepted per call
	5 BTNs per call
	Input immediately

	Account Data Verify requests accepted per call
	5 BTNs per call
	Information provided immediately

	Billing Name and Address requests accepted per call
	5 BTNs per call
	Information provided immediately

	Switch Verify requests accepted per call
	2 BTN/WTNs per call
	Information provided immediately


Authorized Resellers and Vendors 

The Customer Service Inquiry and Education Center accepts PIC change requests only from authorized persons--the end user, carrier, or someone authorized by the carrier. 

IXCs may authorize vendors or resellers of long distance to act in their behalf to market for them and request PIC changes for them.

These companies are considered "authorized vendors or resellers" and must be officially registered with CenturyLink before the Customer Service Inquiry and Education Center can legally accept any request from them. 

To authorize another company (reseller, etc.) to submit PIC changes for them, the Interexchange Carrier must email WHSLCRSU@CenturyLink.com.  The email must include a letter from the IXC on their company letterhead stating who they are authorizing to do business for them and exactly what services they are authorizing that person/company to do.  Once that information is received, internal CenturyLink databases are updated.

The letter of authority must be written on the carrier's letterhead and contain: 

· The full business name of the reseller/vendor 

· The contact information for the carrier authorizing the vendor/reseller 

· Clearly state the nature of the business being authorized (three-way PIC changes, PIC change, , ADV, or BNA) 

· Clearly state any expiration date 

If a carrier wishes to revoke authorization, they must notify WHSLCRSU@CenturyLink.com.

Once the letter of agency is received, the reseller or vendor is considered a representative of that carrier. 

CARE output from PIC changes, ADV, BNA, and PIC dispute requests go to the carrier and not to the reseller or vendor.  Charges for any billable services are billed to the carrier. 
Carriers are responsible for any charges incurred by their authorized vendor/reseller including PIC dispute charges for valid unauthorized PIC disputes.  Charges will be assessed and billed directly to the carrier. 
Large Account PIC Changes
If you have a large account to change please contact your CenturyLink Service Manager so this work can be handled without negatively impacting the central office switch.

If you have a large account/customer with multiple locations to be changed and feel that special attention is needed, please contact your CenturyLink Service Manager so we can help work with you and your customer.

Planning will be done to determine how large the project is and determine timeframes.

We need a list of Billing Telephone Numbers (BTNs) and associated Working Telephone Numbers (WTNs) formatted on a spreadsheet of all lines to be changed and a letter of authorization from the customer to change any that may be PIC/LPIC frozen.  The spreadsheet must include the PIC and LPIC code the accounts to be changed to as well as the Jurisdictional Indicator.

We’ll go over all of the details of the project at our meeting and provide status to you at the end of the project.  Our goal is to ensure success for you and your customer.

The Customer Service Inquiry and Education Center will input the PIC/LPIC changes from your spreadsheet so it is critical to include numbers that only belong to the customer.  The CSIE will verify the BNA on each number only if requested to and only if you provide your BNA code.
Billing Questions
Questions regarding your bill should be directed to your CenturyLink Service Manager.

Questions you and your customer have regarding your customer's bill should be directed to their CenturyLink business office or the billing number listed at the bottom of their bill.

Updated  08/08/11                                                                                                                                  Page 1

