Product Reason Codes
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Ordering Overview

REASON AND SUB REASON CODES and WHEN THEY ARE USED

The following codes will be used when the CLEC inquiry is regarding an LSR and no service order has been created (Pre-Order).

	Reason Code
	Examples of when code will be used:
	Applicable Sub Reason Code(s)

	
	
	

	
	
	

	Pre Order 
	Performing all pre order queries address validation, CSR retrieval, loop qual, etc.
Any questions related to IMA system processing such as: 

· Errors received when attempting to submit an LSR in the IMA GUI

· Questioning a posted work around on the external notification site

· Requesting assistance with the system

· Questioning the forms to be used within the system for a given request

· Products to submit an LSR for
	· Address Mismatch 
· Customer Education
· IMA Functionality

· Incorrect/Missing Company Info

· Pre Order Validation
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	N/A

	
	
	

	
	
	

	
	
	


 REASON AND SUB REASON CODE and WHEN THEY ARE USED (continued)

These codes will be used when a service order has been issued per an LSR request.

	Reason Code
	This Reason Code will be used when CenturyLink is contacted regarding:
	Applicable Sub Reason Code(s)

	Out of Service
	End user has no working service.

An LNP product where the end user has requested a port to another company and experiences an out of service condition due to CLEC error.

An LNP product where a port of the end user’s telephone number has not completed successfully and will need to be brought back into the CenturyLink switch.
An end user has requested to come back to CenturyLink to provide their local service.  CLEC may not have issued a disconnect order and the end user is receiving two bills for service.


	· 
· 
· 
· 
· 
· 
· Customer Disconnect in Error

· Late Activation

· Late Cancellation by CLEC

· Late DD Change

· Other CTL Error

· Port In – Out Service

· Referral to Repair

· Snapback

· Took Wrong Number

· Trigger Not Set

· Winback

· Workback

	
	
	

	
	
	· 
· 
· 
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· 

	
	
	

	
	
	· 
· 
· 
· 

	
	
	

	
	
	· 
· 
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	· 
· 
· 
· 
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	Due Date Change or Cancel
	Whether a due date was met or requesting an expedite of a due date. 
A verbal request to cancel a service order on due date, a verbal request to change a due date on due date and confirming cancellation of a service order.
	· Cancellation

· 
· Expedite/Escalate DD
· Late DD Change

· Verbal SUP


 REASON AND SUB REASON CODE and WHEN THEY ARE USED (continued)

These codes will be used when a service order has been issued per an LSR request. (continued)

	Reason Code
	This Reason Code will be used when CenturyLink is contacted regarding:
	Applicable Sub Reason Code(s)

	Status
	Status of a service order, including the following:  .
Customer was not ready for service and a SUP LSR is required to set a new due date.

Due date has been pushed out because the customer was not ready for service.

A service order that cannot be provisioned and will be held or delayed

An error condition identified after the FOC was sent and requires a sup LSR to correct the condition.

An error that occurred during the manual or flow through typing process and was identified by either CenturyLink or the CLEC.  This includes such errors as incorrect USOCs, missing USOCs, incorrect line class codes or transposed numbers in the due date, etc.

An LSR reject that after review is determined to be invalid. The LSR will be retrieved from the rejected status and an order issued for service as requested. 

An LSR reject that after review is determined to be valid and requires a SUP LSR to correct the condition.
	· Customer Education

· CNR Jep – Explain to Customer

· Completed

· Delayed Order – Status

· FOC Status

· Has Not RCVD Notice – Needs More Info

· JEP After FOC (Explain) 

· Loss Information Provided

· Missed Due Date

· Need SUP from Customer

· No Response from CLEC After JEP

· Provide Project Manger Name

· Reject in Error

· Requests Estimated Due Date

· Resend Notification

· Service Order Change

· Typing Error Found on Pending Order

· Valid Reject 

· 
· 
· 
· 

	
	
	

	
	
	N/A

	
	
	

	
	
	· 
· 

	
	
	

	
	
	· 
· 

	
	
	

	Concurrence
	Used with LNP, manual concurrence is required before the number is ported.
	· Late Activation
· System Problem

· Trigger Not Set



	
	
	

	

	
	· 
· 

	
	
	· 

	
	
	· 
· 

	
	
	

	
	
	· 
· 

	Referrals to Other CenturyLink Departments
	
	Referrals to:

· Repair

· Account Manager

· Billing

· IMA Help Desk

· Listings

· Order Management Group

· Other Wholesale Center

· Retail

· Test

· Wholesale Customer
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