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1.0 Post Consolidation Customer Support Methods
CenturyLink will provide various communication methods to resolve external customer issues after consolidation.
1.1 Consolidation Hotline

CenturyLink will establish a toll free Consolidation Hotline (1-844-210-8821) to assist customers. This hotline will be staffed by trained Customer Support analysts and will be available Monday to Friday from 7am to 5pm (MT) from January 30, 2017 through February 10, 2017. (The end date may be extended through February 24, 2017 if required.) 
1.2 Consolidation eMail Box

CenturyLink will provide an email box (asrconsolidationtesting@centurylink.com) to receive emails from external customers as well as communicate the ticket status solution with external customers.
1.3 Other Customer Support Not Related to this Consolidation
Today, there are many ways to support CenturyLink wholesale customers.  Customers may continue using those to contact CenturyLink on different issues.  For more information on Wholesale customer contacts, please visit the website: http://www.centurylink.com/wholesale/clecs/customercontacts.html 
1.3.1 Online Chat
CenturyLink will continue to provide Online Chat to assist with wholesale service requests.  The hours of operation are Monday to Friday, from 7am to 7pm (MT).

Online Chat can be accessed via this URL: https://www.centurylink.com/wholesale/customerservice.html 
1.3.2 Online Ticketing
Online ticketing functionality is also provided via CenturyLink.com.  Customers can submit their ASR tickets to Customer Care.
Online Ticketing can be accessed via this URL: http://www.centurylinkapps.com/wholesale/customerservice/asr.cfm 

1.3.3 Provisioning Support Line
For any questions related to LOAs and all service requests, order status, CNRs, Jeopardy or how to complete ASRs, the customer should contact the CenturyLink ordering and provisioning center @ 800-244-1271.  The hours of operation are Monday to Friday, from 7am to 5pm (MT).
1.3.4 Billing Support Line

The CenturyLink’s Billing Centers  assist customers with  any billing questions.  For any questions related to customer access billing, the customer may contact the CenturyLink Billing Center @ 800-335-5672.  The hours of operation are Monday to Friday, from 7am–3pm (MT).
1.3.5 Wholesale Systems Help Desk
The Wholesale Systems Help Desk (WSHD) is the single point of contact for system related questions regarding connectivity issues, outputs and system outages. If the WSHD professional is unable to assist you, they will refer your ticket information to the proper CenturyLink Subject Matter Expert (SME). The SME will either contact you directly or pass the resolution information to the WSHD professional who will then provide you the information and confirm resolution   The contact number for the EASE system is 888-796-9102, option 2.  The hours of operation are Monday to Friday, from 6am to 7pm (MT) and Saturday 7am to 2pm (MT).  NOTE:  During the Consolidation Hotline period availability, please contact  the Hotline first for any system issues.
1.4 Expedites and Escalations

For Expedites and Escalations during and after the consolidation, CenturyLink will follow the current procedure which is defined on the CenturyLinkwebsite at URL https://www.centurylink.com/wholesale/clecs/exescover.html. 

1.5 Support Matrix
Below is the summary for all contacts provided by CenturyLink for the consolidation.
	Contact
	Hours of Operation
	For Assistance with

	Consolidation Hotline

844-210-8821
	M-F 7am–5pm (MT)
 (1/30/17 – 2/10/17)*
	Consolidation issues

	Consolidation Mailbox

asrconsolidationtesting@centurylink.com
	1/30/17–2/24/17
	Consolidation Issues

	Online Chat
	M-F 7am–7pm (MT)
	Ordering and provisioning support

	Online Ticketing
	
	Customer care for ASR

	Provisioning Support

800-244-1271
	M-F 7am–5pm (MT)
	Service Request

	Billing Support

800-335-5672
	M-F 7am–3pm (MT)
	Customer care for ASR billing

	Wholesale Systems Help Desk

888-796-9102, option 2
	M-F 6am–7pm (MT)

Sat 7am-2pm (MT) 


	EASE ASR Helpdesk


*May be extended to 2/24/17
2.0 Consolidation Hotline and eMail Support
A special Consolidation Hotline and email box are setup for consolidation support.   Key CenturyLink resources will be available to immediately investigate and address any concerns. Customers will receive a ticket ID for their open issue. 
The Consolidation Support team will:

· Receive the calls and emails from customers for the issues related to consolidation.  They will create tickets describing the problem identified by the external customer and assign a severity to the tickets.
· Provide the customer with an adequate resolution. A resolution is generally one of the following: an answer to a customer question, a suggestion of how to accomplish a particular task, or a workaround to an issue.

· Provide statusing for all open issues through to closure.

· Soft transfer calls for issues not related to consolidation.
2.1 Issues Supported

The Consolidation Support team handles issues including:

· EASE VFO Access

· EASE VFO Password Resets

· ASR Validation Errors

· System Errors

· EASE PreOrder Functions

· Consolidation Related Issues

The Consolidation Support team will soft transfer issues not specifically related to the consolidation  including:

· Order Status

· Question on Orders

· Question on CNR, Jeopardy, FOC
· Question on Invoice/Payment

2.2 Consolidation Hotline
Customer Support analysts are available by telephone to receive support requests.  The telephone number for external customer support is 1-844-210-8821. If your call is outside of the Consolidation Hotline hours, a voice mail message can be recorded for later response. CenturyLink personnel will return your call as soon as possible.
2.3 Email Support

Customer Support analysts will respond to customer issues via email from January 30, 2017 through February 24, 2017.  The email address for external Customer Support  is asrconsolidationtesting@centurylink.com.
2.4 Consolidation Hotline Support Hours

Customer Hotline Support is available Monday through Friday, 7:00 AM to 5:00 PM MT.  This Support will be available January 30 - February 10.  These dates may be extended through February 24, 2017 depending on the needs of the business.

2.5 Consolidation Support Process
When a customer contacts the Access Services System Consolidation Support helpdesk (using any of the communication methods in section 2.0), a Consolidation Support analyst will address their request. 
The support analyst will try to address issues during the phone call first.

The support analyst will open a ticket and provide ticket ID to the customer for tracking if the issue won’t be able to be addressed during the call.

The ticket will to be directed to a live, internal bridge open at CenturyLink with key CenturyLink resources that will be available to immediately investigate and address issues.
Issue status and solution will be promptly reported back to customers by the Consolidation Support team.
2.5.1 Case Severity Levels

Table 1 provides the definitions used in identifying and assigning a severity level to the customer's reported problem.
	Table 1 - Severity Definitions

	Customer Severity
	Ticket Severity
	Criteria

	Critical
	1
	System is down or unusable resulting in total disruption of work or other critical business impact. No workaround is available

	High
	2
	Major feature/function failure
Operations are severely restricted, there is a major disruption of work, there is not an acceptable workaround available

	Medium
	3
	Minor feature/function failure
Program does not operate as designed, minor impact on usage, acceptable workaround deployed

	Low
	4
	Minor problem
Documentation, general information, enhancement request, etc.


2.5.2 Response and Resolution Targets/SLAs
Reasonable efforts will be used to meet the response times and resolution targets in Table 2.
	Table 2 - SLAs

	Severity
	Targeted Response
	Targeted Resolution
	Solution (one or more of the following)

	Critical

Severity 1
	Within 15 Minutes
	Within 4 Business Hours
	- Satisfactory workaround is provided.
- Program patch is provided.
- Fix incorporated into future release.
- Fix or workaround implemented.

	High

Severity 2
	Within 30 Minutes
	Within 1 Business Day
	- Satisfactory workaround is provided.
- Program patch is provided.
- Fix incorporated into a future release.
- Fix or workaround implemented.

	Medium
Severity 3
	Within 1 Business Hour
	Within 5 Business Day
	- Answer to question is provided.
- Satisfactory workaround is provided.
- Fix incorporated into future release.
- Fix or workaround implemented.

	Low
Severity 4
	Within 4  Business Hours
	Within 10 Business Day
	- Answer to question is provided.
- Fix or workaround implemented.
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