
SBC Midwest Billing Claims 

	Claims Process Category
	Definition and Identification
	Example



	· Claims on invoices greater than 4 months old.


	Any claims on Bill dates greater than 4 bills prior to the receipt date will be marked for exclusion within the claims tracking system.


	Where the bill date when compared to the received date exceeds 4 bill  cycles, exclude the claim.

Ex. 1

Bill Date: June 15th, Received Date: Oct 25th.  Claim would not be excluded since Oct 25th falls within the calculated date range. (Bill Date plus 5 months, minus one day = Nov 14) 

Ex. 2

Bill Date: April 15th, Received Date: Sept 15th.  Claim would be excluded since Sept 15th falls outside the calculated date range. (Bill Date plus 5 months, minus one day = Sept. 14)
Claim is processed, as normal but will be excluded from PM: CLEC BLG 3.

	· Rejected Claims


	SBC will review the claim for all required data.  If claims are missing required data they will be rejected.  Any claims in Rejected Status will be excluded from the PM’s-CLEC BLG 2 and CLEC BLG 3.

Some reasons for Rejects include the following:

· Reject-Missing USOC 

· Reject-Missing CKT ID/WTN 

· Reject-Missing SO/PON 

· Reject-Incomplete explanation

· Reject-Missing CLLI

· Reject-Multiple reasons

· Reject-Duplicate Claim

Note: Specific criteria for Rejecting of claims will be established in the CLEC Handbook—Claims and Adjustment process.
	CLEC is disputing Monthly Recurring Charges for a specific USOC but the circuit id/wtn’s are not listed. 

= Reject-Missing CKT ID/WTN

CLEC is disputing Non-Recurring charges but does not provide the SO or PON referenced on the bill. 

= Reject-Missing SO/PON



	· Invalid Reject
	If the CLEC disagrees with the reject they can respond to the reject letter within 5 business days of receipt of the reject. The response must be to the original e-mail with the word “reject” in the subject line and sent to the appropriate LSC or CSC e-mail address. If it is determined that the reject is invalid the original day of receipt will be used for the performance calculation. If no response is received from the CLEC within 5 days the claim will be considered closed.  A new claim will need to be submitted.
	· 

	· Duplicate Claims
	A duplicate claim is any claim submitted that has the exact same information as a previous claim.  

Duplicate claims will be marked as Denied-Duplicate Claim and will be excluded from PM CLEC BLG 3.   SBC will provide the original claim number to the CLEC.


	· Claims for the same CKT ID/WTN and USOC during the same given timeframes

· Claims for LPC or taxes on the same account for the same bill date

· Claims for same issue, which has been previously denied.  IE.  CLEC disputing collect calls but refuses to add blocking to accounts. 

· Claims for same usage and toll on same CKT/WTN 



	· Negotiated Projects
	Projects are claims that are managed within a negotiated time interval. A claim can be marked as a project anytime during the life of a claim. Some projects include the following:

· Complex Issues- Issues that require a system fix and are scheduled for a future release. 

· Policy Issues-- CLEC challenging existing policies/ contract interpretation

· Large claims exceeding 5000 lines. 

· Mutually agreed to by CLEC and SBC Ameritech.

Complex issues will be handled via a project due to the need for Billing IT programming.  These types of issues could involve multiple CLEC’s. 

Policy issues will normally involve negotiations between companies to reach a mutual decision.  These discussions could continue for several months. 

When claims are identified  as projects a Project Status letter  will be sent to the CLEC.  The letter will advise reasons for consideration to move the claim into Project Status. Meeting will be held  to discuss Project Status and address CLEC concerns. 

  .  
	Complex Issue: CLEC over-billed for MRC Loop USOC-AELKB, UNE-P Coin product.  Billing IT establishes system fix to be implemented in 3 months.  After fix is processed SBC-LSC will also handle any fallout.  

Policy Issue CLEC ordering DS1 via Access (CLEC contract or ICA unclear of how to order DS1 Trunks) and LSC billing UNE-Loop Interconnection agreement 



	· Claims Received on Non-Standard forms
	· CLEC’s should send claims on the standard claims dispute form found in the CLEC Handbook.  If exact format is not followed, SBC will mark the claim as Non-Standard and these claims will be excluded from PM’s- CLEC BLG 2 and CLEC BLG 3. 

	· CLEC sends claim via email as a word document.  SBC will create spreadsheet and load the claim and work as normal but claim will be marked for exclusion. 

· CLEC uses form but doesn’t follow format.  Puts explanation of claim on separate tab of workbook instead of in Customer Comment field; moves, adds, deletes columns, or inserts non-standard characters (i.e. *, @, #, etc); sends multiple BAN’s (Account ID’s) on one tab.

	· Holidays and Weekends
	PM’s will exclude holidays and weekends based on current regional holidays.  Will be modeled after current FOC, SOC PM’s.
	Claim received on a Friday.  The first day is considered day 0.  Day 1 would be Monday not Saturday.



	· Jeopardy Status
	The Jep status will be used on claims that have been accepted and confirmed and are in process of being worked.  During investigation of the claim, SBC determines additional information is needed to proceed.  The claim will be put in Jeopardy Status and notification sent to the CLEC. The CLEC must respond to the jeopardy e-mail with the word “jeopardy” in the subject line and send to the appropriate LSC or CSC e-mail address.  Time in Jeopardy Status will be excluded from PM CLEC BLG 3.

Requests sent to CLEC for additional information but no response received within 10 business days.  SBC will  notify the CLEC that the claim was closed in Jeopardy Status. 
	During investigation SBC needs additional information on why CLEC feels a different rate should apply.  i.e. What tariff or ICA are they quoting.

	· Time in Jeopardy
	Once the claim is put in Jeopardy Status the system will populate the Jep “start clock” with the current date.  SBC will request additional information from the CLEC.  Once CLEC responds, additional data will be added to the claim and SBC will restart the clock based on the date the e-mail was received from the CLEC.   Days waiting for response from the CLEC will be excluded from PM CLEC BLG 3.  
	Claim received on Mon. June 9th.  Confirmation letter is sent and claim assigned to rep.  On Fri. June 13th rep investigates claim and determines that the CKT ID on the claim is not billing on the Account and Bill Date provided on the claim.  Rather than denying the claim, SBC will place the claim in Jeopardy Status and request additional information from the CLEC.  CLEC sends response on Tues. June 17th .  . SBC notes claim and sets Jeopardy stop clock to the date on e-mail response.

	

	· Resolved-


	A resolution notification will be sent via an e-mail (in a predefined standard format) to the e-mail address from which the CLEC sent the claim and that 
1) denies the claim and provides a specific, non-generic reason; or 
2) grants the claim and informs the CLEC that a specific $ amount credit/ will be applied to the bill  (with note of the bill/invoice on which the credit should appear); or 
3) denies the claim in part and grants the claim in part and specifies the exact $ amount "granted" (with note of the bill/invoice on which the credit should appear).  
	

	· Repeat –


	The same as duplicate
	

	· Referred –


	Is part of the "negotiated project" process where other Businesses Units are involved to reach resolution.
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