PROCEDURES FOR

NONPUBLISHED NUMBER MESSAGING

PURPOSE OF THE QWEST NON-PUB BUREAU

In “an urgent situation requiring immediate action to prevent serious harm to life, health, or property”, Qwest Directory Assistance (DA) will attempt to reach Non-Pub subscribers and inform them that an end-user is urgently trying to reach them.  Qwest will not provide the nonpublished telephone number to anyone in another DA Provider organization.

REACHING THE QWEST NON-PUB BUREAU

To obtain the telephone number to the Non-Pub Bureau contact the Qwest Directory Assistance List (DAL) Service Manager.  Contact information for the DAL Service Manager is located in the Contact section of the DAL Product Catalog (PCAT).

Note: The Non-Pub Bureau telephone number is not to be used by your operators or end-users.  Only supervisors from your Operator Services (OS) Organization are authorized to contact the Non-Pub Bureau.

INFORMATION REQUIRED BY THE QWEST NON-PUB BUREAU

Gather the following information before contacting a Qwest Customer Service Consultant (CSC) at the Non-Pub messaging bureau.  All of the information is required before a message will be relayed: 

· Name of the DA Provider

· Name of the DA Provider representative

· DA Provider telephone number

· Non-Pub subscriber’s name, address, and city

· Caller’s name, address, city, and telephone number (including area code)

Note: information given to Qwest by an operator or end-user will not be accepted.

The Qwest CSC will search for the listing to determine that it is in the listing database.  If the listing is not in Qwest’s database you will be informed at the time of your call that the request cannot be completed.   If the listing is in the database, the following procedure will be utilized:

· When the Non-Pub subscriber or an answering machine is reached, the CSC will:

· Give his/her name (first and/or last name)

· Identify that this is the Nonpublished Number Bureau for Qwest

· Explain that there is an urgent call and give the caller’s Name and City

· Provide the caller’s callback number.

· If there is no answer or if a busy signal is received, three attempts will be made to reach the nonpublished subscriber.  If the Qwest CSC cannot 

reach the Non-Pub subscriber during one of the three attempts over a two-hour period, no further attempts will be made to relay information.

URGENT/EMERGENCY CALL BACK REPORTS
.  

In most cases, the CSC will not report back to you regarding the status of your request, however, you may request notification that the Non-Pub subscriber was/was not contacted.  You must make a notification request during your original request to the Non-Pub Bureau to relay a message to a specific subscriber.  If you do not request notification during your first call, any subsequent request will be considered new and must follow the procedure described previously in this document. 

When a status report is requested, the following guidelines will be followed:

· If the Non-Pub subscriber was reached, the CSC will report back to you by calling the DA Provider telephone number. 

· If the Non-Pub subscriber was not reached, the CSC will make three attempts over a two hour period. If the Non-Pub subscriber has not been reached at the end of two hours, the CSC will notify you by calling the DA Provider telephone number. 

· Once a status has been given to the DA Provider representative or an answering machine, the request will be considered complete and any subsequent inquires will require a new request to the Non-Pub Bureau.

RECORDING REQUESTS FOR NONPUBLISHED LISTINGS:

For security reasons, Qwest is obligated to maintain accurate records of any access to a nonpublished number.   Whenever an attempt is made to contact a Non-Pub subscriber, the CSC will record that attempt on the attached log form.

LOG OF CALLS PLACED TO NON-PUB SUBSCRIBERS FROM 

 DA Provider REPRESENTATIVES

DATE
TIME
 DA Provider NAME 
 DA Provider REPRESENATIVE’S NAME AND  TEL #
NON-PUB NAME, ADDRESS, CITY
CALLING NAME, ADDRESS, CITY,     TEL #
MESSAGE LEFT WITH (INITIALS)
TIME MESSAGE TAKEN
CSC INITIALS
TIME OF MULTIPLE ATTEMPTS
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