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PIC Dispute Resolution
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Purpose

The purpose of this section is to provide information about CenturyLink PIC Dispute processes.  The term PIC is used generically to describe PIC, LPIC, or both. 
Changes in this section
· Update QPDRT contact information (11/15/07)
· Change name of Carrier Service Bureau to Customer Service Inquiry and Education Center (10/13/08)

· Change page layout to align content (03/10/11)

· Update name change (08-08-11)

PIC Dispute Overview

PIC Dispute is defined as any time an end user alleges an unauthorized PIC change has been made to their account.  
When a CenturyLink Retail customer discovers that their carrier selection (interLATA, intraLATA, or both) has been changed without their knowledge or permission, they may report the dispute to CenturyLink, the alleged unauthorized Interexchange Carrier (IXC), or their IXC of choice.  Only CenturyLink and their IXC of choice have the ability to change them back to their authorized PIC/LPIC.
Option 1 - End User Contacts CenturyLink to Report Unauthorized Change
CenturyLink Retail end users may contact their CenturyLink business office to report alleged unauthorized PIC changes.  They are immediately changed back to their carrier of choice at no charge.  The end user is refunded any PIC/LPIC change charges associated with the alleged unauthorized change.  In some situations, the end user's toll charges may be adjusted.
End users are advised to contact State PUC (if State PUC administers FCC rules) or FCC Consumer Information Bureau for resolution of the complaint.  End users are also advised that they may seek resolution from the alleged unauthorized carrier and, in addition, may contact the authorized carrier.

If the alleged unauthorized PIC change was IXC originated, both the winning (alleged authorized) and losing (disputed or alleged unauthorized) carriers are notified via CARE of the end user's claim.

Option 2 - End User Contacts Their Carrier of Choice to Report Unauthorized Change
CenturyLink Retail end users may contact their IXC of choice to report the alleged unauthorized PIC change.  The carrier has the ability to return the end user to their service using the Dispute Change order (0120 input transaction) or the Three-Way Call into the CenturyLink PIC Dispute Resolution Team (QPDRT) for the end user reported dispute.
To submit a Disputed PIC change order, the submitting carrier must have been the end user's carrier before the alleged unauthorized change took place.

The end user's carrier of choice (authorized) receives CARE output showing that the end user has been placed back on their service.

The alleged unauthorized carrier receives notification via CARE output showing that the end user has disputed the change to their service.

Service Order Disputes

When the end user contacts CenturyLink to have a PIC change made via service order and later disputes that PIC change.  CenturyLink does not dispute the issue with the customer but immediately places the customer back on the carrier of their choice waiving the change charges on the order.  IXCs are not billed PIC Disputes charges.
CenturyLink PIC Dispute Reporting Number

End users report PIC Disputes to CenturyLink at 1-800-922-1879 Option 1 for residence and Option 2 for business, then Option 1.
CARE Output Notification

This table provides the output sent to both IXCs in an alleged unauthorized carrier change where the end user has contacted CenturyLink.
	Carrier
	TCSI

	Winning Carrier (Authorized)
	2011 (with alleged unauthorized CIC in position 811-814)

	Losing Carrier (Alleged unauthorized)
	2219 (with alleged authorized CIC in position 811-814)


This table provides the output sent to the IXCs when the end user is not returning to their previously authorized carrier.
	Carrier 
	TCSI

	Winning Carrier (New)
	2009

	Previously Authorized Carrier
	2248 (with alleged unauthorized carrier in positions 811-814)

	Losing Carrier (Alleged Unauthorized)
	2219 (with alleged authorized carrier in positions 811-814)


The date the dispute was reported is provided in fields 39-44 of the AP to AC Detail Record.
Disputed PIC Change Process 
Carriers have two options for submitting Disputed PIC changes:

· Batch process
· RSS Onlines
Only the authorized carrier (the customer’s previous carrier) may submit the Disputed PIC order.

PIC disputes are processed at the intraLATA, interLATA, or both level.  For example, if the account was changed at JI E and if the Dispute PIC change is submitted as JI B, RSS sends the 2039 on the side that was changed without authorization and the 3161 on the other side (jurisdictional).

The submitting carrier is billed the PIC change charges for the Disputed PIC Change.  These charges appear on the carrier's PIC change bill.

To Submit Disputed PIC Change Order via Batch

Following are the fields to be populated (in addition to the WTN, CIC, and authorization date) for a Carrier Initiated Dispute PIC Change:
· Input TCSI must be 0120

· Record Layout Position 405 must be Y

· Jurisdictional Indictor (E, A, or B) must be populated
To Submit Disputed PIC Change Order via RSS Onlines
Following are the fields to be populated (in addition to the WTN, CIC, and authorization date) for a Carrier Initiated Dispute PIC Change:
· Input TCSI must be 0120

· Bill Carrier PSP field Y is auto-populated

· Jurisdictional Indictor (E, A, or B) must be populated
CARE Output Notification
This table provides the output sent to both IXCs in an alleged unauthorized carrier change where the end user has contacted their IXC.
	Carrier
	TCSI

	Winning Carrier (authorized)
	2832 This TCSI is the first TCSI sent.  Once completed in the switch, the carrier then receives…

	
	2039 (with alleged unauthorized carrier in positions 811-814)

	Losing Carrier (alleged unauthorized)
	2243 (with authorized carrier in positions 811-814)


The date the dispute was reported is provided in fields 39-44 of the AP to AC Detail Record.
PIC Changes Submitted in Error--Correcting After Completion of Order

At times, a carrier may inadvertently input PIC changes in error.  As long as those PIC changes have occurred within the last 90 days, the CenturyLink PIC Dispute Resolution Team (QPDRT) can assist with their correction.  
The PIC Change in Error process provides the opportunity for the carrier to correct PIC changes submitted in error after the order has completed.

If you have a few of these changes, you may three-way call into the QPDRT at 1-800-922-1879.  Select option 1 for residence or option 2 for business, then option 1 to have them handled as PIC Disputes.  If there are more than 20 changes, please contact Jon Osborne at 402-422-8084 or jon.osborne2@CenturyLink.com to negotiate having them handled as a project.

The carrier must supply the QPDRT a list of phone numbers that were changed in error.  The QPDRT validates each of the accounts to ensure they were changed and then changes each line back to their previous carrier using the PIC Dispute process.  The IXC is charged the PIC Dispute charge for each line changed and each PIC change in error is reported to the FCC as a PIC Dispute.

We request that you contact the end users via mail to inform them of the error.
CenturyLink Error

When a CenturyLink employee inadvertently mistypes a PIC code which places the end user on the incorrect PIC and the end user reports the error to CenturyLink, the customer is immediately placed on the carrier of their choice and all change charges waived.  This may occur during the manual (service order) or electronic (RSS input) process.  IXCs are not billed PIC Dispute charges.

PIC Dispute Resolution via Three-Way Call

Three-Way Call PIC Dispute Resolution provides a process for the carrier to jointly handle PIC disputes with the QPDRT.

Carriers having been contacted by end users that were either PIC'd away from them or PIC'd to them (without end user authorization) may three way call into QPDRT to resolve these PIC disputes. 

Under no circumstances will CenturyLink initiate contact with the carrier or with the end user. 

The disputed PIC change must meet the following criteria: 

· The disputed PIC change must be carrier initiated 

· The PIC change source must be batch, call into QPDRT, or input via onlines 

· The disputed PIC change must have been completed within the last 90 calendar days.

The carrier is billed the appropriate PIC dispute charge per line and the dispute is reported to the FCC.
PIC Dispute Criteria

The following chart provides guidelines used by CenturyLink Business Office and PIC Dispute Resolution Team for handling PIC Disputes:
	Dispute Criteria
	Activity

	Alleged unauthorized PIC change was end user initiated via a service order
	End user is immediately returned to their previous carrier at no charge.  
Manual PIC change charges from alleged unauthorized PIC change service order credited.

	Alleged unauthorized PIC change was IXC initiated via RSS onlines, internet, transmission, or call into CSIE.  Change was made within last 90 calendar days
	End user is immediately returned to their previous carrier at no charge.  
Electronic or Manual PIC change charges from alleged unauthorized PIC change are credited.
Alleged unauthorized IXC is charged PIC Dispute charges.

	Alleged unauthorized PIC change was done via merger process activity (08XX input)
	If the “From” carrier is disconnected, the end user is referred to the new “To” carrier.

	
	If the “From” carrier has not been disconnected, the end user is placed back on that carrier.  Change back to “From” carrier is handled as a PIC Dispute.

Electronic PIC change charges from alleged unauthorized electronic PIC change are credited.
Alleged unauthorized IXC is charged PIC Dispute charges


100% Adjustment Policy

Effective May 17, 1999, the FCC ruled on the issue of Unauthorized PIC changes and has put the responsibility of resolving the dispute on the authorized and unauthorized carriers.  The FCC rules, as currently defined, are followed in this method.  Additional FCC requirements for CenturyLink may change in the future.

When an alleged unauthorized PIC/LPIC change is reported and the end user requests an adjustment of the associated charges, CenturyLink will adjust 100% of the disputed charges including the Universal Service Fund (USF) and monthly fees when CenturyLink has a B&C contract with the alleged unauthorized carrier.  

The 100% Adjustment Policy applies to all carriers including CenturyLink as a Local Long Distance carrier if CenturyLink has a B&C contract with that Carrier. 
Every effort is to be made to ensure a quality implementation and application of this policy.  Adjustments will be tracked to monitor impacts of the policy on CenturyLink and to our carrier customers.

The 100% Adjustment Policy applies to the following:

· Non-inquiry and Inquiry carrier charges

· Only charges resulting for an actual unauthorized change

· Unauthorized PIC and LPIC changes

· Changes reported within 90 days of the date the PIC/LPIC was changed

· CenturyLink as an authorized Local Long Distance carrier when charges appear on the CenturyLink bill, and those charges have not been paid

· CenturyLink as an unauthorized Local Long Distance carrier for paid or unpaid charges

The 100% Adjustment Policy does not apply to the following:

· Disputed carrier charges that have been paid and CenturyLink does not have a B&C contract with that Carrier

· CenturyLink is the authorized carrier and charges have been paid

· Disputes not reported within 90 days of the PIC/LPIC change

· End user initiated PIC/LPIC changes via service orders or RSS

· Non-slamming toll disputes
Absolution Rights

When dispute charges have not been paid, the FCC rules require that CenturyLink advise the end users of the following Absolution Rights.

“You are not required to pay for any charges incurred for the first 30 days that resulted from the unauthorized PIC/LPIC change.  After the first 30 days, your authorized carrier may choose to bill you at their rate for the calls made through the unauthorized carrier.  If the alleged unauthorized carrier is able to provide verification that the change was authorized, you may be required to pay all previously adjusted charges.

PIC/LPIC Dispute Charges

The disputed carrier is billed the equivalent of two PIC change charges per line, per jurisdiction.  The charges follow:
Electronic Charges
	State
	PIC Only
	LPIC Only
	Both PIC & LPIC 

	AZ
	$2.50
	$2.50
	$3.76

	CO
	$2.50
	$2.50
	$2.50

	IA
	$2.50
	$2.50
	$2.50

	ID
	$2.50
	$2.50
	$2.50

	MN
	$2.50
	$2.50
	$2.50

	MT
	$2.50
	$2.50
	$2.50

	NE
	$2.50
	$2.50
	$3.76

	ND
	$2.50
	$2.50
	$2.50

	NM
	$2.50
	$2.50
	$2.50

	OR
	$2.50
	$2.50
	$2.50

	SD
	$2.50
	$2.50
	$2.50

	UT
	$2.50
	$2.50
	$2.50

	WA
	$2.50
	$2.50
	$2.50

	WY
	$2.50
	$2.50
	$2.50


Manual Charges
	State
	PIC Only
	LPIC Only
	Both PIC & LPIC

	AZ
	$11.00
	$10.00
	$15.50

	CO
	$11.00
	$11.00
	$11.00

	IA
	$11.00
	$11.00
	$11.00

	ID
	$11.00
	$11.00
	$11.00

	MN
	$11.00
	$11.00
	$11.00

	MT
	$11.00
	$11.00
	$11.00

	NE
	$11.00
	$11.00
	$16.50

	ND
	$11.00
	$11.00
	$11.00

	NM
	$11.00
	$11.00
	$11.00

	OR
	$11.00
	$11.00
	$11.00

	SD
	$11.00
	$11.00
	$11.00

	UT
	$11.00
	$11.00
	$11.00

	WA
	$11.00
	$11.00
	$11.00

	WY
	$11.00
	$11.00
	$11.00


Carrier Claims

If you feel you have a claim due to a service order issue, please contact your CenturyLink Service Manager.
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