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6 

7 Q. Please state your name, address and position with BeliSouth 

8 Telecommunications, Inc. ("BeIiSouth"). 

9 

A. My name is Gloria Calhoun. My business address is 675 West 

11 Peachtree Street, Atlanta, Georgia 30375. I am employed by BeliSouth 

12 Telecommunications, Inc. as a Director of Regulatory Planning. In that 

13 position I handle matters related to operations planning and 

14 implementation for local interconnection, unbundling and resale. 

16 Q . Are you the same Gloria Calhoun who previously filed testimony in this 

17 docket? 

18 

19 A. Yes. 

21 Q. What is the purpose of your testimony? 

22 

23 A. The purpose of my testimony is to refute the testimony of ICl's witness, 

24 Mr. Chase, Sprint's witness Ms. Closz, MCI's witness, Mr. Martinez, 

WorldCom's' witness, Mr. McCausland, and AT&T's witness, Mr. 
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1 Bradbury, regarding BellSouth's electronic interfaces for Alternative 

Local Exchange Companies (ALECs). 2 
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Generally speaking, does the testimony of these witnesses accurately 

reflect BellSouth's recommended, available ALEC interfaces? 

No. In many instances it appears that these intervenors are not aware 

of the electronic interfaces BellSouth has made available for ALECs, 

are not aware of the capabilities of those interfaces, or have chosen not 

to take advantage of the interfaces available. The chart attached as 

Rebuttal Exhibit GC-28 summarizes the currently available interfaces 

for each required function. Before 1997, BellSouth did deploy some 

interim interfaces, so that we could support the earlier market entry of 

companies who indicated they wanted to start doing business. Some 

ALECs have chosen to continue using those interim interfaces rather 

than taking advantage of the electronic interfaces we have available 

today, so BellSouth continues to make the earlier ones available. 

Many of the intervenors describe those earlier interfaces. However, it 

is important not to confuse what BellSouth made available early on to 

allow ALECs to get into business as quickly as possible -- or how some 

ALECs, for their own reasons, choose to operate -- with the best of 

what BellSouth has to offer today. 
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Much of the intervenors' testimony is devoted to criticizing the ordering 

capabilities of BellSouth's Local Exchange Navigation System (LENS). 

Is ordering the primary function of LENS? 

No, the industry standard for ALEC ordering is EDI, and BellSouth's 

ED1 interface provides the ordering capabilities many intervenors, 

particularly Mr. Bradbury, cite as lacking in LENS. BellSouth, along 

with the industry, recommends ED1 for ordering. BellSouth originally 

intended LENS as a pre-ordering tool, and makes a range of 

connection options available that support both large and small ALECs 

for that purpose. BellSouth also developed interactive ordering 

capabilities as an option through LENS, and over time, we expect the 

LENS ordering functions to mirror the capabilities already available 

through EDI. Currently, however, the primary function of the LENS 

interface is for obtaining real-time, interactive access to pre-ordering 

information, which is substantially the same time and manner as 

BellSouth's access for its retail operations. The fact that LENS for 

ordering does not yet provide all the capabilities available through the 

industry standard ED1 ordering interface does not detract from the pre- 

ordering capabilities available through LENS. 

21 

22 Q. Is ED1 a viable option for smaller ALECs? 

23 

24 A. 

25 

Yes. In addition to working with large carriers such as AT&T who want 

to customize EDI, BellSouth also worked with a third party software 
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8 Rebuttal of J. L a n s s  Testimonv- IC1 

vendor to develop a personal computer-based ED1 software package, 

known as EDI-PC. EDI-PC is compatible with BellSouth’s ED1 

interface, and is readily available to even the smallest ALEC that might 

not want to develop its own system. Examples of screens from the 

EDI-PC package were included with my direct testimony as Exhibit GC- 

17. 
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Has IC1 implemented BellSouth’s currently available options for 

electronic ordering and provisioning, such as the industry-standard 

electronic data interchange (EDI) interface? 

No. According to Mr. Chase’s testimony, IC1 is placing most of its 

orders manually by facsimile machine and a few by LENS. The fact 

that IC1 has chosen, for its own reasons, not to avail itself fully of 

BellSouth’s electronic ordering capabilities is not a deficiency on the 

part of BellSouth. 

Mr. Chase’s direct testimony, at pages 3-5, describes ICl‘s 

dissatisfaction with BellSouth’s handling of ICl’s ordering and 

provisioning information. Does the process Mr. Chase describes reflect 

BellSouth’s available electronic ordering and provisioning interfaces? 
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No. The problems enumerated by IC1 would be obviated by the use of 

BellSouth’s recommended ordering and provisioning interface, EDI. 

ED1 electronically accepts orders, and electronically provides order 

acknowledgments, firm order confirmations, and completion 

notifications. 

How long has the ED1 interface been available to IC1 and other ALECs? 

BellSouth’s ED1 interface has been available since December, 1996. 

The EDI-PC software has been available since March 31, 1997. This 

enables any ALEC to use the commercially available ED1 software 

package developed by a third party vendor following BellSouth’s 

specifications. 

Mr. Chase complains, on pages 20-21, that when using LENS for 

ordering “switch-with-changes” service where the only change is long 

distance service, IC1 must recreate each telephone number with all 

feature codes and then designate a long distance PIC. Is this a 

BellSouth requirement? 

No. This ordering requirement was developed by the industry’s 

national Ordering and Billing Forum, and BellSouth complies with the 

industry’s standard. 
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According to Mr. Chase (pages 21-22), LENS does not automatically 

send the FOC (Firm Order Confirmation) for orders placed through 

LENS. Do you agree? 

No. An ALEC can view at will firm order confirmations for orders 

placed through LENS. 

Mr. Chase complains, at page 22, that LENS does not automatically 

provide Customer Service Records (CSRs). Please comment. 

As described in my direct testimony, on-line access to customer service 

record information is available through LENS. These records may be 

accessed and printed by ALECs as needed. Examples of customer 

service record screens seen by ALECs using LENS were attached to 

my direct testimony as Exhibit GC-15. 

On pages 20-22, Mr. Chase complains that LENS does not support all 

service orders. Does the industry-standard ED1 ordering interface 

support the order types identified by Mr. Chase? 

Yes. These types of orders are available through EDI, BellSouth’s 

industry-standard ordering interface. While LENS currently supports 

many of the most common types of orders and its ordering capabilities 

will expand in the future; the primary purpose of LENS is for pre- 

ordering. 
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I of Robert W. McC4lbsland's Testimonv - Worldcom. InL 

Q. Mr. McCausland asserts that LENS cannot be used to order unbundled 

network elements and interim number portability. Do you agree? 

A. No. Mr. McCausland appears to base this assertion on an e-mail 

message that, by my reading, does not address unbundled network 

elements one way or the other. "Complex services" refers to complex 

resold services, and is not synonymous with unbundled network 

elements. The primary ordering interface for loops, ports, and interim 

number portability is EDI. In addition, BellSouth will accept orders for 

these services through LENS. Additional unbundled network elements 

(UNEs) can be ordered through Exchange Access Control and 

Tracking (EXACT). 

Q. Mr. McCausland claims, at page 22, that the ED1 interface will not meet 

WorldCom's needs because "it is not mechanized." Is this accurate? 

A. On the contrary, ED1 is the mechanized ordering interface 

recommended by the industry for ALEC ordering. In addition, as 

described in my direct testimony, BellSouth has implemented 

mechanized order creation capabilities on BellSouth's side of the ED1 

interface. Mr. McCausland provides no support for this contention; it 

appears he is simply mistaken. 
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4 Q. 
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9 agree? 

On page 9 of her direct testimony, Ms. Closz asserts that BellSouth’s 

Operational Support System (OSS) interfaces have not met the 

standard of nondiscriminatory access because the interfaces 

introduced by BellSouth to date are not fully deployed and tested, and 

that the proposed OSS interfaces are only interim solutions. Do you 

10 

i 1 A. No. Contrary to Ms. Closz’s assertions, BellSouth’s interfaces have 

12 been fully tested and have been deployed in a “real world” 

13 environment. I described BellSouth’s testing methods in detail in my 

14 direct testimony. These interfaces are available to and in use by 

15 ALECs in BellSouth’s region. While these are not intended as interim 

16 solutions, the interfaces will, of course, continue to evolve, just as 

17 BellSouth’s retail systems do. For example, the Regional Negotiation 

i a  System (RNS) used by BellSouth’s retail service representatives has 

19 been in use for several years, but changes still are introduced in 

20 monthly software releases. An expectation of an unchanging or 

21 

22 

23 

24 Q. 

25 

“permanent” interface is unrealistic, particularly in view of the fact that 

ALECs themselves request changes and enhancements. 

Ms. Closz claims, on pages 16 and 17 of her direct testimony, that 

Electronic Data Interchange (EDI) is not an industry standard interface, 
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and that an ED1 ordering interface will not support the interaction of an 

ALEC's OSS with BellSouth's OSS. Is either point correct? 

No, not at all. ED1 was adopted by the industry for ALEC order 

communications in 1996, and is recognized in the testimony of other 

intervenors' witnesses as the industry standard. Also, the very nature 

of ED1 is to exchange information between independent computer 

systems on either side of the interface. In other words, ED1 supports 

the system interaction described by Ms. Closz. 

Ms. Closz, at page 10 of her testimony, states that ALECs are able only 

to print one screen of CSR information at a time while BellSouth's 

representatives are able to print multiple pages on command. Is this 

accurate? 

No. ALECs are able to print up to 50 pages with a single command. 

BellSouth's retail service representatives obtain 50 pages at a time as 

well. 

Ms. Closz further states that LENS only allows ALECs to view the first 

50 pages of a customer's record and that a phone call to the LCSC is 

required to obtain the additional pages. Please comment. 

Currently, only the first 50 pages of a customer's records are available 

via LENS. While BellSouth is working to expand the view capabilities 
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for large records, the current view capabilities need not adversely affect 

the ALECs' ability to provide customer service. Customers with CSRs 

greater than 50 pages typically are the complex customers for which 

BellSouth uses many manual processes, and order negotiations with 

these customers typically occurs over multiple customer contacts. 

On page 13, Ms. Closz criticizes BellSouth's Trouble Analysis 

Facilitation Interface (TAFI) interface for trouble reporting. Are her 

comments correct? 

No. First, her statement that TAFl is limited to resale services is 

incorrect. Ms. Closz's description of how unbundled network elements 

such as unbundled ports or interim number portability are handled with 

TAFl is inaccurate. TAFl is the "appropriate" system for any telephone- 

number based service, whether resale or unbundled network element. 

TAFl is a real-time, interactive interface, which automatically interacts 

with the appropriate BellSouth system for the situation, and which often 

enables the ALEC or BellSouth repair attendant to clear trouble reports 

remotely. While Ms. Closz complains that TAFI does not support 

"circuits", TAFl does not support circuits for BellSouth's retail 

operations, either. There is, however, a separate, industry standard 

trouble reporting interface currently available for designed services 

identified by circuit numbers. That interface also was described in my 

direct testimony as the Electronic Bonding Trouble Reporting interface. 
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On pages 14 and 15 of her testimony, Ms. Closz describes the 

methods by which Sprint places orders in Florida, then states, at line 20 

on page 14, that “there is no way to electronically coordinate the receipt 

of these orders by BellSouth.” Is this correct? 

No. While Sprint apparently has chosen to use a combination of 

facsimile and the electronic EXACT system for placing various related 

orders, BellSouth does not require this method. All the order types Ms. 

Closz describes - unbundled loop, local number portability and 

directory listing -- can be ordered electronically through a single, 

industry standard ED1 ordering interface. The fact that Sprint chooses 

to do business in another manner is not a failure on the part of 

BellSouth. 

16 

17 Q. 

18 

19 

20 

21 

22 A. 

23 

24 

25 

Mr. Bradbury devotes more than half his testimony to LENS, and in 

particular, to the ordering capabilities in LENS. In light of what AT&T 

has asked BellSouth to undertake on the ED1 ordering interface, do you 

find this puzzling? 

Yes. For more than a year, AT&T has worked with BellSouth to 

develop the ED1 ordering interface that is the industry’s recommended 

interface for ALEC ordering. Since early this year, ATBT has 

conducted Service Readiness Testing and Market Readiness Testing, 
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which are described in its interconnection agreement, using the ED1 

ordering interface. The LENS interface provides an ordering option for 

ALECs who choose not to implement the industry standard ED1 

ordering interface, but the primary purpose of LENS is for pre-ordering. 

Nearly all of Mr. Bradbury's complaints about LENS relate not to pre- 

ordering but to the ordering capabilities in LENS. 

Mr. Bradbury introduces decisions from state commissions outside the 

BellSouth region about a supposedly-similar interface provided by US. 

West. Has AT&T provided any information to support its contention 

that BellSouth's LENS pre-ordering interface and US. West's interface 

are technically alike? 

No. Other than AT&T's assertion that U. S. West's and BellSouth's 

interfaces are both "web-based,'' AT&T provides no facts to indicate 

that the interfaces are technically alike. Based on my review, none of 

the state commission orders cited by AT&T contain any information 

indicating that the US. West interface is comparable to BellSouth's 

LENS interface. 

Please comment on Mr. Bradbury's discussion, at page 23 of his 

testimony, in which he disagrees with your direct testimony that 

electronic bonding is not a requirement for non-discriminatory access, 

and that manual handling for complex services, as long as the 
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processes are comparable for both BellSouth and ALECs, can provide 

non-discriminatory access. 

In a similar proceeding in Louisiana in May, 1997, Mr. Bradbury agreed 

that it is not necessary to eliminate all manual intervention in order for 

an interface to meet the non-discriminatory access requirement. 

(Louisiana Public Service Commission, Docket No. U-22252, May 28, 

1997, Hearing Volume Number 7, Page 1782.) As described in my 

direct testimony, manual intervention is involved in certain of the 

processes which BellSouth uses to provide certain services to its retail 

customers. Thus, nondiscriminatory access to such functions for 

ALECs can involve manual processes also. 

Mr. Bradbury’s Exhibit JB-1 (referred to on page 29 of his testimony) 

lists “Market Entry Interfaces” with BellSouth. Are these interfaces the 

best of what BellSouth offers ALECs today? 

No. These interfaces simply represent how AT&T has chosen to do 

business with BellSouth for AT&T’s market entry. For example, for pre- 

ordering, AT&T chose a combination of on-line, file transfer and manual 

processes for the various pre-ordering functions, yet ATBT could have 

chosen real-time, interactive access for these functions through LENS, 

and Mr. Bradbury recently testified in a similar proceeding in Georgia 

that AT&T is in the process of training several hundred AT&T 

employees on the use of LENS for pre-ordering. Likewise, Mr. 
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Bradbury’s chart shows that AT&T has chosen a manual interface for 

maintenance and repair, but AT&T could have chosen to use the 

interactive, real-time TAFl system BellSouth uses for its retail 

operations. 

On pages 32-33 of his direct testimony, Mr. Bradbury states that 

because LENS does not allow BellSouth’s and an ALEC’s OSS to 

interact electronically, the ALEC’s service representative must manually 

input data into BellSouth’s OSS, then re-enter that same data into its 

OSS. Please comment on that statement. 

There is no need for an ALEC to manually re-enter data obtained from 

LENS into the ALECs’ operational support systems as described in my 

direct testimony. There are several methods, ranging from simple to 

more sophisticated, that obviate the need to re-enter data. An ALEC 

using LENS can simply “cut and paste” information from LENS into any 

other computer application that supports “cut and paste,” such as 

Microsoft Windows. Another method makes available the data 

underlying the presentation screens supplied through LENS for 

customization by an ALEC’s sof’tware developers, as shown on 

Rebuttal. The data also can be provided in additional formats 

independently of the LENS presentation screens, through a process 

known as Common Gateway Interface, or CGI. CGI is described in my 

direct testimony at pages 11-12. 
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At page 38 of his direct testimony Mr. Bradbury suggests that BellSouth 

has not cooperated with AT&T on the CGI process that would allow 

AT&T to integrate LENS data with AT&T's OSS. Do you agree? 

No. BellSouth has made efforts over a number of months to 

accommodate ATBT, and in fact, is developing an electronic bonding 

pre-ordering interface designed to AT&T's specifications under the 

terms of the interconnection agreement. In addition to that effort, 

BellSouth has made several proposals to AT&T regarding methods for 

integrating AT&T's OSS with LENS. Mr. Bradbury on page 38, line 15 

complains that AT&T received a March 20, 1997 specification that later 

was withdrawn. What Mr. Bradbury does not say is that BellSouth, in 

March, 1997, had told AT&T that the CGI specification in question was 

not ready to be released, and would be available April 30, 1997. The 

specification at AT&T's insistence was released to AT&T for review on 

March 20, 1997, before the BellSouth technical developers considered 

it complete. AT&T was aware of this on April 8, 1997, BellSouth did 

retract the document for technical reasons. BellSouth then 

discontinued its work on the specification, given that at that time AT&T 

indicated it did not plan to proceed, and that there was no other ALEC 

expressing an interest in the development. Nonetheless, BellSouth is 

willing to continue development of this approach with any interested 

ALEC. 

Is LENS a stable system? 
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Yes. LENS was designed as a highly reliable system and has 

continued to perform reliably in actual use. In contending that LENS is 

an “unstable” system (page 40 of his direct testimony), Mr. Bradbury 

refers to correspondence from the LENS project manager. However, 

that correspondence was a response to a request from AT&T for 

information about whether and how frequently there would be 

enhancements to LENS. That May 19 correspondence indicates that 

with the exception of a few changes, some of which already have been 

made, “the pre-order capabilities are stable.” While the letter indicated 

that changes would occur in the ordering functions over the next six to 

nine months, for its primary purpose of pre-ordering, LENS is stable. 

Beginning on page 40, Mr. Bradbury provides a lengthy chronology 

regarding the process for obtaining AT&T’s LENS user set-up. Is the 

process described by Mr. Bradbury typical? 

No. This particular chronology appears to have resulted from a 

combination of miscommunication on the part of both BellSouth and 

AT&T, and does not reflect BellSouth’s typical experience with other 

ALECs. The total time averages about two weeks, as AT&T was 

advised in the May 7, 1997 entry in its chronology. However, where 

the ALEC has already obtained an appropriate network connection and 

requires password access only, that process has been accomplished in 

as little as 48 hours. 
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Inquiry Mode, LENS requires new entrants to validate addresses 

repeatedly in order to perform various pre-ordering functions. Do you 

agree? 

A. The ALEC will need to validate the address only for the functions that 

rely on address information. For example, to determine available 

telephone numbers or available features, the system must be able to 

associate an address with a particular central office. However, this 

association can be made simply by entering an existing telephone 

number. 

Q. On pages 52-53, Mr. Bradbury states that LENS does not display the 

same type of information that is available to BellSouth’s services 

representatives, such as driving instructions. What is the application of 

driving instructions in today’s world? 

A. Driving instructions come into play only where an address is 

unnumbered, a situation which currently is rare and continues to 

decline. With the proliferation of 91 1 services, local authorities have in 

recent years worked diligently to number all addresses, and most local 

authorities do not permit BellSouth to install new telephone service at 

an unnumbered address, nor to assign house numbers, but require the 

customer to obtain a numbered address first from the local authority. 
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Mr. Bradbury states, at page 53 of his direct testimony, that “LENS is 

unable to perform certain telephone number searches as advertised.” 

4 Please comment. 

5 

6 A. 

7 

a number searches for BellSouth’s retail customers. LENS allows an 

Telephone numbers are not always available that match selected 

criteria. This is not a LENS limitation, and the same is true for special 

9 

10 

11 

ALEC to customize a telephone number search, but, just as for 

BellSouth’s retail customers, there is never a guarantee that the 

telephone number database will have a number available matching the 

criteria selected. LENS will display available telephone numbers that 

match the requested criteria. 

12 

13 

14 

15 Q. 

16 

According to Mr. Bradbury, at page 53, LENS does not allow new 

entrants to select the options of RingMastea,, hunting and specific 

17 

ia 
19 

20 A. 

21 

NXX, but he states that BellSouth service representatives have those 

capabilities when selecting telephone numbers. Please respond. 

RingMastea is available to ALECs through the product and service 

feature of LENS. Specific NXX is available to ALECs via the telephone 

22 

23 

24 

25 

number search capabilities of LENS. Hunting is accomplished by an 

ordering code placed on a service order, not as part of telephone 

number selection for BellSouth retail orders. 
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Mr. Bradbury complains, at page 56 of his testimony, about the manner 

in which LENS presents the list of available interexchange carriers. 

Please comment. 

Mr. Bradbury is complaining about the random order in which the list of 

carriers is presented, and the fact that an ALEC might have to scroll 

through several screens to find a carrier serving that customer’s 

location. BellSouth’s databases are designed to comply with the 

regulatory requirement that lists of available carriers be presented in 

random order. In addition, unless AT&T plans to presubscribe its local 

customers’ long distance service to carriers other than itself, it is 

difficult to imagine how AT&T feels disadvantaged by this arrangement. 

On the other hand, one of AT&T’s suggested remedies, an alphabetical 

listing of available carriers, could produce an advantage for AT&T. 

Mr. Bradbury, at page 75, suggests that BellSouth’s ED1 ordering 

interface is deficient in that it does not support complex services of any 

sort. Do you agree? 

No. As indicated in my direct testimony, ED1 supports “complex 

business” services such as PBX trunks, SynchroNeta service (a private 

line service), hunting, and basic rate ISDN service. However, as can 

be noted from the discussion earlier in this testimony about manual 

handling of many complex services, it is clear that BellSouth does not 

use mechanized ordering for all of its retail services. Complex services 
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requiring account team handling are therefore not currently supported 

by EDI, but given BellSouth's manual handling of those services for its 

retail customers, that is not discriminatory. 

Does the "batch" nature of the ED1 interface mean that an ALEC's 

orders will be delayed, as described by Mr. Bradbury on pages 75-76? 

No. Batch times can be adjusted to accommodate the needs of 

ALECs. While the ED1 batches currently are set up to run every 30 

minutes, they can be adjusted to short intervals to accommodate 

specific market needs. Also, the EDI-PC package allows orders to be 

transmitted immediately. 

Mr. Bradbury asserts, on page 87, that BellSouth is able to submit 

orders and obtain status reports for all its trouble reports, while TAFl for 

ALECs only supports basic local exchange services. Is this correct? 

No. TAFl is used by BellSouth and ALECs to handle trouble reports for 

both business and residence basic local exchange services, including a 

range of features and functions associated with such basic exchange 

services. Contrary to Mr. Bradbury's statements, an ALEC may use 

TAFl to input trouble reports, obtain commitment times, and check the 

status of reports for complex services, such as Mu l t iSed  service or 

PBX trunks. An ALEC may also use TAFl to report troubles associated 

with unbundled network elements that are identified by a telephone 
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number, such as unbundled ports or interim number portability. For 

"designed" or "special" services, principally those identified with a circuit 

rather than a telephone number, ALECs can report trouble using the 

same electronic bonding interface used by interexchange carriers for 
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7 Q. 
a 
9 attendants. Do you agree? 

Mr. Bradbury also suggests, on pages 87-88, that the capacity of TAFl 

is inadequate because it is smaller than AT&T's total number of repair 
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No. BellSouth has received no indication that AT&T plans to use TAFI, 

and Mr. Bradbury recently testified in Georgia that AT&T does not plan 

to use TAFI at all. In any event, with the cooperation of any ALEC, 

TAFl can be sized to accommodate any number of ALEC users, just as 

it is for BellSouth's retail repair attendants. In the meanwhile, the 

ALEC TAFl system has far more capacity today than is needed to 

support either current or forecasted TAFl users. As of late July, TAFl 

supports 130 simultaneous users with a volume of 2600 troubles 

handled per hour for the BellSouth region. A "hot spare" processor 

also is in place for TAFI. This can be activated almost immediately if 

necessary, and would increase capacity by an additional 65 users and 

1300 troubles per hour, for a combined total of 195 simultaneous users 

and 3900 troubles handled per hour. 

24 

25 
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Q. Is BellSouth building an additional trouble reporting interface at AT&T’s 

request? 

A. Yes. At AT&T’s request, BellSouth has agreed to develop a local 

exchange trouble reporting system similar to the existing interexchange 

carrier gateway, known as the Electronic Communications Gateway. 

This is scheduled for delivery in December, 1997, and will also be 

available to any other requesting ALEC. 

I of Mr. m e z  Tes- * I  

Q. How will your rebuttal of Mr. Martinez’ testimony be organized? 

A. MCl’s witness Mr. Martinez begins by addressing some “background” 

themes, and then addresses BellSouth’s systems for each function. I 

will organize my rebuttal to his testimony along these lines. 

Q. Mr. Martinez, at page 6 of his direct testimony, draws a distinction 

between automated electronic interactive access, which he 

characterizes as “modern”, and manual access, which he characterizes 

as “primitive.” Do you agree with this distinction? 
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No, this is an oversimplification, and also is largely irrelevant. The 

relevant question from the perspective of non-discriminatory access is 

not whether processes are “modern” or even mechanized, but whether 

they provide access to information and functions in substantially the 

same time and manner as BellSouth’s access for its retail customers. 

BellSouth relies on many manual processes itself when providing 

complex retail services, and has those same processes available for 

complex resale services, as described in my direct testimony. 

Complex, variable processes are relatively difficult to mechanize, and 

BellSouth has concluded that mechanizing many lower-volume 

complex retail services for its retail operations would be imprudent, in 

that the benefits of mechanization would not justify the cost. However, 

If MCI or any other ALEC, in exercising its independent business 

judgment, were to reach a different conclusion, it could certainly fund 

the cost of complex service mechanization through a bona fide request 

for additional functionality. The statement by Mr. Martinez, at page 10 

of his direct testimony, that “manual intervention on the ILEC‘s side 

cannot be acceptable in either the short or long term” misses the mark. 

The requirement is not total mechanization; the requirement is non- 

discriminatory access. 

At line 15, page 3 of his direct testimony, Mr. Martinez states that 

BellSouth “has immediate real-time access to all information necessary 

to respond fully and correctly to customer queries . . .” (- 

added). Do you agree? 
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No. There are many situations in which BellSouth service 

representatives must obtain information manually in the normal course 

Mr. Martinez implies. at page 8 and elsewhere in his direct testimony, 

that "electronic bonding" is necessary for real-time access to pre- 

ordering information. Do you agree? 

i o  A. 
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l a  

19 

20 

21 

22 

23 

24 Q. 

25 entrants? 

No, not at all. BellSouth's pre-ordering interface, the Local Exchange 

Navigation System (LENS), provides ALECs with real-time interactive 

access to BellSouth's pre-ordering information, regardless of whether 

LENS meets MCl's definition of electronic bonding. This was depicted 

on Exhibit GC-2 filed with my direct testimony. Thus, there is no merit 

to Mr. Martinez' further claim, at page 35, line 10 of his direct testimony, 

that a system such as LENS is time-consuming for customers waiting 

on the phone, nor for his claim, at page 25, line 13, that LENS is a 

manual dedicated access system that is incapable of integrating with 

an ALEC's OSS. From the customer's perspective, pre-ordering 

interactions with an ALEC using LENS are indistinguishable from pre- 

ordering interactions with BellSouth, regardless of whether LENS 

meets MCl's definition of electronic bonding. 

Would electronic bonding arrangements meet the needs of all market 
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No. Electronic bonding arrangements, because of the “sophistication” 

described by Mr. Martinez, are difficult, expensive and time-consuming 

to implement, and, as experience in the access world has shown, are 

of interest to only the very largest potential ALECs. While BellSouth 

has committed through its interconnection agreements to implement 

additional electronic bonding arrangements for pre-ordering 

information, BellSouth nonetheless has developed the LENS pre- 

ordering interface for the entire ALEC industry. LENS provides real- 

time, interactive access to pre-ordering information, and is available to 

support any ALEC that chooses to enter the local market today. 

In his discussion of industry standard interfaces, Mr. Martinez, at line 

21, page 10 of his direct testimony, states that BellSouth uses 

essentially the same OSS interfaces and formats throughout its region. 

Is this accurate? 

No, Mr. Martinez is quite mistaken. As described in my direct 

testimony, for its retail pre-ordering transactions BellSouth uses 

different systems, depending on whether the customer is a residence 

or business subscriber, and based on the customer’s location. 

BellSouth uses the Regional Negotiation System (RNS) for most types 

of residence orders. For business customers in Alabama, Kentucky, 

Louisiana, Mississippi and Tennessee, BellSouth uses the Service 

Order Negotiation System (SONGS): for business customers in Florida, 
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Georgia, North Carolina and South Carolina, the Direct Order Entry 

(DOE) system is used. SONGS and DOE also are used by service 

representatives for residence customer transactions not supported by 

RNS. These systems also vary considerably in their formats and ease 

of use, as was shown in many of the exhibits attached to my direct 

testimony. For example, RNS is a newer system that provides more 

English-language and point-and-click capabilities. SONGS and DOE 

are older systems that are less user friendly, relying more on the use of 

special codes and function keys. LENS, however, is superior to the 

BellSouth systems in that it provides a single interface for both 

residence and business, and supports all states in the BellSouth 

region. 
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14 Q. 

15 standard interfaces? 

Is Mr. Martinez’ testimony consistent on the subject of industry 
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25 

No. Mr. Martinez admits, on page 12 of his direct testimony, that the 

industry has not yet developed standards for the “information 

exchanges that typically occur before an ALEC actually places an order 

with an ILEC“ (i.e., pre-ordering information). Nevertheless, at page 25 

and again at page 26 of his direct testimony, Mr. Martinez criticizes 

BellSouth’s pre-ordering interface, LENS, as not being an industry 

standard interface. In the absence of industry standards for pre- 

ordering, BellSouth has developed LENS. The only current alternatives 

to LENS are either another non-standard pre-ordering interface, such 
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as the customized interface being developed for AT&T, or no pre- 

ordering interface at all. Having no pre-ordering interface is hardly the 

outcome contemplated by the FCC order, or by this Commission’s 

resale and arbitration decisions. 

Are there further inconsistencies in Mr. Martinez’ testimony on industry 

standards? 

Yes. For example, at page 14 of his direct testimony, Mr. Martinez 

indicates that a satisfactory interface requires that “[wlherever there 

exists an industry standard, the BOC must have adopted and 

implemented it”. However, at page 44 of his direct testimony, Mr. 

Martinez suggests that the industry is considering adopting an ED1 

standard for pre-ordering transactions; Mr. Martinez then suggests that 

if BellSouth were to implement an ED1 interface for pre-ordering 

transactions, as BellSouth plans to do given the industry’s current 

direction, the interface would still be lacking because ED1 is a “batch” 

interface. 

Mr. Martinez states, on pages 12 and 13 of his direct testimony, that in 

the absence of industry standards, the incumbent should adopt the 

“least costly interim solution that would give requesting carriers the 

same level of access to the BOC‘s OSS functions as the BOC itself 

enjoys.” Is the development of LENS consistent with that view? 
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Yes. While I know of no requirement in either the Telecommunications 

Act or the FCC’s implementing orders that an incumbent adopt the 

least costly interface, LENS nonetheless is consistent with that view. 

LENS is compatible with inexpensive, commercially available hardware 

and software, requires no additional development effort by the ALEC, 

but also can be adapted by the ALEC with as much customization as 

the ALEC is willing to undertake. Also, LENS provides ALECs with 

access to BellSouth’s pre-ordering information in substantially the same 

time and manner as BellSouth’s access for its retail customers. 

Mr. Martinez also criticizes BellSouth’s local exchange trouble reporting 

interface, TAFI, as not conforming with industry standards. What is 

your response? 

The TAFl functionality described in my direct testimony is far superior 

to the limited functionality supported by the industry standard for 

trouble reporting, and BellSouth offers ALECs full TAFl functionality. 

TAFl allows a repair attendant to actually clear many trouble reports 

with the customer on the line, while the industry standard merely 

addresses functions such as electronically opening a trouble ticket or 

obtaining status information. While there is no industry standard for the 

superior functionality provided by the TAFl interface, it nonetheless 

allows ALECs to handle local exchange trouble reports in substantially 

the same time and manner as BellSouth does for its retail customers; 

-20- 



1 

2 

3 

4 Q. 

5 

6 

7 

a 

9 

10 

11 

12 

13 A. 

14 

15 

16 

17 

f a  

19 

20 

21 Q. 

22 

23 

24 

25 

an interface that merely conformed with industry standards would be 

inferior. 

Mr. Martinez concludes his discussion of industry standards by stating, 

at page 14 of his direct testimony , that “a BOC’s OSS interfaces 

should be deemed satisfactory” only if several conditions he lists are 

satisfied. Are you aware of any authority in either the 

Telecommunications Act or the FCC’s implementing orders to support 

MCl’s list of conditions that industry standard interfaces must be 

implemented or contractually agreed upon, or that non-standard 

interfaces must conform with “expected” industry standards. 

No. The relevant question with regard to non-discriminatory access is 

not whether BellSouth’s interfaces comply with industry standards that 

in some cases are still undefined, or whether BellSouth meets other 

aspects of MCl’s wish list, but whether both ALECs and BellSouth have 

access to the information and the functionality in BellSouth’s 

operational support systems in substantially the same time and 

manner. BellSouth’s interfaces meet this requirement. 

At pages 20 and 21 of his direct testimony, Mr. Martinez describes the 

process of deploying “operationally ready” electronic interfaces as 

“substantial” and “time-consuming.” How does this description 

compare with Mr. Martinez’ testimony during the arbitration 

proceedings? 
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At page seven of the direct testimony of Terry Farmer of MCI, adopted 

by Mr. Martinez, and filed in Docket No. 960846-TP on August 22, 

1996, MCI contended that “full implementation [of the electronic 

interfaces]. , . must be achieved . . . before the Section 271 checklist 

can be met” but that “[tlhis need not create a problem of timing . . . 

since . . . the FCC has ordered the ILECs to comply with its access 

requirements by January 1, 1997.“ It is curious that in August, 1996, 

MCI believed that full implementation of electronic interfaces could be 

accomplished in about four months, but, now that BellSouth has 

implemented its interfaces, MCI objects to finding that BellSouth has 

met the checklist by characterizing the full implementation process as 

“substantial” and “time-consuming”. 

Mr. Martinez also cites at page 19 the need for “integration” testing, 

which he describes as “full end-to-end trials designed to make sure that 

[BellSouth’s and MCl’s] systems can communicate properly with each 

other to accomplish the intended results in the designed manner.” 

Does BellSouth control MCl’s ED1 testing schedule? 

No. BellSouth is engaged in ED1 implementation discussions with MCI, 

but whether and when MCI participates in such testing is under MCl’s 

control. BellSouth, nonetheless, has demonstrated through volume 

testing that its interfaces are capable of supporting the forecasted 
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volume of commercial transactions, as described in my direct 

testimony. 

Q. At page 13 of his direct testimony, Mr. Martinez states, “Quite often, a 

BOC will restrict . . . data from their Business Office Representative”, 

and uses an example of vanity numbers. Does BellSouth restrict its 

business office personnel from accessing vanity numbers? 

A. No. Mr. Martinez’s discussion bears no relationship to BellSouth’s 

telephone number management practices, and in fact, Mr. Martinez 

recently testified in Georgia that he based this contention on his 

experience at Southern New England Telephone Company during the 

1970s. Meanwhile, LENS provides ALECs the ability to access all 

available numbers, vanity or otherwise, in substantially the same time 

and manner as BellSouth’s access for its retail customers, Le., through 

real-time, interactive access to the database containing those numbers. 

Mr. Martinez’ description of what another BOC might have done is 

irrelevant to the issues before this Commission. 

I of BellSo- C n t i m  . .  . - I  

Q. Mr. Martinez states, at pages 23 and 24 of his direct testimony, that 

“BellSouth’s interfaces do not support many of the pre-ordering 

requirements, especially the sub-functions supplying the real-time 

information that ALECs will need . . .“. Is this correct? 
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No. As described in detail in my direct testimony, ALECs using LENS 

have real-time access to pre-ordering information. It is not clear why 

MCI would believe otherwise, as MCI personnel have attended both 

LENS training and ALEC conferences at which the LENS capability 

was demonstrated, and MCI has obtained a LENS user ID that 

provides access to the LENS system. 

Mr. Martinez states, at page 25 of his direct testimony, that LENS is 

“incapable” of integrating with an ALEC’s OSS system. Do you agree? 

No. As stated earlier, there are several methods through which an 

ALEC can accomplish this integration. BellSouth’s CGI specification for 

this purpose has been provided to MCI. Therefore, Mr. Martinez is 

incorrect in stating, at page 35, line 6 of his direct testimony, that 

“utilizing LENS . . . the ALEC customer service representative would 

have to visually read information from the BellSouth database, 

manually input the information into the ALEC’s internal order entry 

system.” 

Mr. Martinez complains, at page 25 of his direct testimony, that the 

LCSC is the back up for LENS, and that the LCSC is only open 

Monday through Friday from 8:OO a.m. to 500 p.m. central standard 

time. Is this accurate? 
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Yes. Also, while Mr. Martinez complains that ALECs must query the 

system for each vanity number a customer might request, that is 

exactly what a BellSouth service representative must do. Moreover, 

the assertion by Mr. Martinez that “BellSouth as a whole” knows all 

remaining vanity numbers and has decided to restrict both BellSouth 

service representatives and ALECs from knowing them is simply 

wrong. Vanity numbers are highly personal choices made by individual 

customers; BellSouth has no way of knowing what word a customer 

might someday want to spell, and does not “lock up” all the numbers 

that might possibly spell a word, or, for that matter, an acronym such as 

“MCI”. Furthermore, even if BellSouth had a way of knowing, which it 

does not, it would make little sense to restrict its sales personnel from 

these numbers, as Mr. Martinez suggests. The facts are these: all 

available numbers are contained in the number assignment database, 

and access to any available number is provided for both ALECs and 

BellSouth in substantially the same time and manner. 

According to Mr. Martinez, at pages 26-27, LENS only allows an ALEC 

to print the billing name and address page of the CSR, and therefore 

forces an ALEC representative to write the rest of the CSR information. 

Is this an accurate portrayal? 

No. LENS allows printing of all displayed customer service record 

information. 
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At line 12, page 27, Mr. Martinez states that an ALEC’s customer 

service representative, unlike BellSouth’s, after reviewing the CSR, 

“could not check that all of the customer information needed to submit 

the order was correct without calling the customer back to verify . . .”. 

Do you agree? 

No. Information about the customer’s current services and features is 

available electronically to the ALEC while the ALEC is on the initial call 

with the customer. 

Mr. Martinez, at pages 31 and 32 of his direct testimony, criticizes the 

feature availability capabilities in LENS. What is your response? 

First, Mr. Martinez indicates that “nothing but the feature name is 

provided.” As shown on Exhibit GC-7 in my direct testimony, this is not 

correct. LENS provides additional information, such as the availability 

date of a feature, and the Uniform Service Order Code (USOC). Thus, 

Mr. Martinez is simply incorrect in stating that “to determine the . . . 

USOC information the ALEC would need to access and manually 

record the information before proceeding on . . . while the customer 

waits patiently on the line . . , .”. There is no need for an ALEC to 

“manually record“ information. The ALEC can “select” features, Le., 

highlight the desired features on the computer screen. Selected 

features will be carried forward by the system to a LENS service order. 

For ED1 ordering, MCI has the option of electronically transferring the 
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information from LENS to MCl’s ordering documents, as discussed 

earlier in this testimony. 

Does Mr. Martinez, at pages 32-34 of his direct testimony, accurately 

describe the due date capabilities of LENS? 

No. White Mr. Martinez suggests that an ALEC needs “history” to know 

BellSouth’s installation intervals, in fact, the LENS system provides 

real-time due date information, as described in my direct testimony, 

using the same system used for BellSouth’s retail customers. While it 

is true that either a telephone number or an address is required to 

access the installation calendar, there is a very good reason for this 

requirement. Installation schedules, whether for retail or ALEC 

customers, vary depending on the particular circumstances for a given 

location, such as work load, force schedules, and special 

circumstances such as switch conversions in a particular ofice. 

Therefore, either a telephone number or an address is required to 

identify the particular location for which installation information is 

needed. This is true for both retail and ALEC due dates. 

At page 32, Mr. Martinez claims there is no history of BellSouth’s 

intervals for the assignment of due dates. Has BellSouth provided this 

information to MCI and other ALECs? 
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Standard due date interval information has been provided to ALECs 

through an industry letter from BellSouth’s Assistant Vice President for 

Interconnection Services Sales. 

Mr. Martinez states a concern, at page 36, line 12 of his direct 

testimony, about how ALECs will be able to access directory listing 

information. will LENS provide this capability? 

Yes. This information is part of the customer service record information 

that is available through LENS. This is shown on page three of 

Rebuttal Exhibit GC-29. The lines labeled “LN” and “LA” provide the 

listed name and listed address, respectively. 

At pages 24-25 of his direct testimony, Mr. Martinez lists seven types of 

pre-ordering information, which in his view includes “access to the 

information that an ALEC would require at the pre-ordering stage in 

order to convert an existing customer’s services through an unbundling 

situation involving a second ALEC” (emphasis added). Mr. Martinez 

also refers to this at page 36, line 14. Do you agree that BellSouth 

must provide this information? 

No. LENS currently provides six of the seven items on Mr. Martinez’ 

list. However, the seventh item proposed by Mr. Martinez appears to 

expand the definition of pre-ordering information beyond that 

addressed in the arbitrations. I am not aware of any requirement for 
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BellSouth to provide information to one ALEC about another ALEC’s 

customers. 

Mr. Martinez, at page 38, line 15 of his direct testimony, states that 

“BellSouth readily admits that their ordering systems are not and will 

not be ready for UNEs [unbundled network elements] . . . .”. Is this 

accurate? 

No. While Mr. Martinez provides neither a source nor a date for this 

purported admission, the fact is that BellSouth’s ordering and 

provisioning systems can electronically accept orders for unbundled 

network elements today. This was described in the ordering section of 

my direct testimony. Thus, Mr. Martinez’ further contention that the 

ALEC must “fill out and then fax four (4) separate order forms” for a 

UNE order is not correct, because orders can be transmitted 

electronically today. Furthermore, even where an ALEC chooses to fax 

orders rather than using BellSouth’s available electronic interfaces, 

BellSouth uses ordering forms approved by the Ordering and Billing 

Forum (OBF). The OBF establishes the industry ordering requirements 

Mr. Martinez emphasizes so heavily in other sections of his testimony. 

Thus, the requirement for four ordering forms merely represents 

BellSouth’s compliance with the standards Mr. Martinez otherwise 

advocates that BellSouth adopt. 
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Please comment on Mr. Martinez’ testimony, at page 39 of his direct 

testimony, regarding BellSouth’s ordering processes for business 

services. 

First, BellSouth has electronic ordering capabilities for many business 

services; the services available through ED1 with mechanized order 

generation are listed on Exhibit GC-19 in my direct testimony. In 

addition, BellSouth provides electronic ordering capabilities for some 

complex services, such as PBX trunks, hunting, SynchroNetB service, 

and basic rate ISDN service. Mr. Martinez also complains, at page 41 

of his direct testimony, about manual handling of complex orders. 

However, as addressed in my direct testimony, BellSouth uses many 

manual processes for complex retail orders, and BellSouth has 

established resale procedures for complex services that rely on the 

same processes. 

Mr. Martinez suggests, at page 41 of his direct testimony, that even for 

complex orders where most of the activities are handled manually, that 

ALECs should have the ability to physically input the final order into 

BellSouth’s ordering system. Would this affect the ALECs’ ability to 

serve its customers in substantially the same time and manner as 

BellSouth? 

No. This capability does not affect the end user customer’s interaction 

with either BellSouth or the ALEC. Consider again the SmartRingB 
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service example in my direct testimony. The interaction with the end 

user takes place over an extended period of time, as the sale and 

implementation proceeds through the service inquiry and design 

phases. The eventual retail order is typed into BellSouth’s systems 

weeks after the sales and design process has begun, by an employee 

who has no direct contact with the customer. Thus, the fact that the 

LCSC, acting on behalf of the ALEC, is the party ultimately typing a 

final resale SmartRinga service order into the ordering system has 

absolutely no bearing on the ALEC’s ability to serve its customer in 

substantially the same time and manner as BellSouth. Furthermore, 

while Mr. Martinez characterizes having the BellSouth ALEC account 

team “manually in the loop” as “absurd”, this is done for the ALEC’s 

benefit, to ensure that the ALEC reselling a complex service like 

SmartRingCO is afforded the same level of systems design and other 

support as a BellSouth retail customer. 

Mr. Martinez’ testimony, at page 44, line 3 of his direct testimony, 

indicates that BellSouth’s ED1 interface is not acceptable because “it is 

not keeping pace with the work being done at the OBF.” Is this 

accurate? 

No, and in fact, Mr. Martinez provides no support for his contention. 

BellSouth initiated its ED1 ordering implementation in May, 1996, on the 

basis of an April, 1996, OBF recommendation to use EDI, but in 

advance of detailed implementation work by industry groups such as 
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OBF and others. Given that BellSouth actually has been operating 

ahead of the industry, BellSouth has indicated all along that some 

rework of its ED1 ordering interface might become necessary as the 

industry moved forward, and indeed, that has been the case. 

Mr. Martinez states, at page 

BellSouth has not provided for electronic ordering of interim local 

number portability. Is this correct? 

line 20 of his direct testimony, that 

No. Mr. Martinez apparently is not familiar with the ED1 ordering 

capabilities. Screens used for ordering interim local number portability 

from the EDI-PC package are shown in Exhibit GC-17 in my direct 

testimony; page two of that exhibit shows the section in which an ALEC 

specifies the number of paths for a ported number. The paper forms to 

which Mr. Martinez refers are made available for ALECs who choose 

not to order electronically. 

Please comment on Mr. Martinez’ assertion, at page 44 of his direct 

testimony, that BellSouth’s systems provide for limited “flow through”. 

BellSouth’s systems in fact provide for extensive “flow through”, which 

is the mechanized order generation process described in my direct 

testimony in the discussion of the Local Exchange Service Order 

Generator (LESOG). The sole purpose of creating LESOG was to 
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allow correct and complete orders transmitted electronically to 

BellSouth to be entered mechanically into BellSouth’s downstream 

provisioning systems without manual intervention by BellSouth. There 

is no manual verification process or “extra step” as described by Mr. 

Martinez. Thus, the “bottleneck he envisions is illusory. 

Mr. Martinez states that BellSouth Long Distance “is the only long 

distance company listed as a feature that can be selected by clicking 

on the feature table.“ Is this accurate? 

Not at all. Any available long distance company can be selected by 

clicking on the feature table, or by typing in the carrier code. I have 

verified this personally by using LENS to make changes to my 

residence telephone service. 

Mr. Martinez also states, at pages 41 and 42 of his direct testimony, 

that BellSouth ”will not permit ALECs to submit orders to switch a 

customer ‘as specified’,’’ and goes on to describe at length the 

competitive difficulties he envisions as a result. Is Mr. Martinez 

correct? 

No, and in fact, this testimony is highly surprising in light of Mr. 

Martinez’ previous testimony in similar proceedings in other states. 

During cross-examination in hearings before the Georgia Public 

Service Commission in March, 1997, Mr. Martinez admitted ALECs can 
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submit orders to switch customers “as specified.” (Georgia Public 

Service Commission, Docket No. 6863-U, March 7, 1997, pages 2695- 

96.) “Conversion as specified” is an activity type agreed upon by OBF, 

and is supported by BellSouth through both the ED1 ordering interface 

and the LENS ordering capability. This is displayed for ED1 on page 

three of Exhibit GC-17 in my direct testimony. 

Mr. Martinez, at page 46 of his direct testimony, states that “BellSouth 

has provided scant information on the details of how to process a 

trouble report. . . .”. Do you agree? 

No. First, 22 MCI representatives attended an ALEC conference 

hosted by BellSouth April 1-3, 1997, during which ALECs were given 

hands-on demonstrations of BellSouth’s TAFI system for trouble 

reporting. Next, on May 8, 1997, MCl’s BellSouth account team 

provided MCI with a 300 page TAFI user guide. 

Is Mr. Martinez correct in his statements on pages 47-49 of his direct 

testimony, that BellSouth is offering ALECs a “batch” trouble reporting 

interface for interconnection and unbundled elements? 

Absolutely not. Beyond TAFI, which also is a real-time interface, the 

additional trouble reporting interface BellSouth offers for designed 

services is the industry standard electronic bonding arrangement 

currently used by interexchange carriers, including MCI. This is a real- 
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1 time -- not batch -- interface. Therefore, Mr. Martinez’ enumeration of 

the competitive problems he envisions with a batch interface is 

irrelevant. 
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7 and unbundled network elements. Is this correct? 

Mr. Martinez states, at page 47 of his direct testimony, that BellSouth’s 

LCSC will handle ALECs’ maintenance requests for interconnection 

8 

g A. No. First, as described earlier, there are electronic interfaces available 

for ALECs’ maintenance requests. Troubles for ALECs who choose to 

report troubles verbally are handled by dedicated provisioning and 

repair groups, not by the LCSC, which is an ordering center. 

10 
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24 Q. 

Does Mr. Martinez, at pages 4 8 4 9  of his direct testimony, provide an 

accurate description of BellSouth’s resale repair processes? 

No, important information is omitted. As noted earlier in this testimony, 

TAFl provides ALECs with the ability to handle completely their 

customers’ exchange line troubles, and the electronic bonding interface 

provides the electronic capability to report troubles and obtain 

information on resold designed services; both are real-time interfaces. 

Neither retail repair center nor account team involvement is required. 

Please respond to Mr. Martinez’ complaints regarding billing usage. 

25 
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It is true that BellSouth’s daily billable usage feeds do not contain data 

on non-billable usage. However, their very purpose is to provide billing 

data, as required by the FCC and this Commission. To my knowledge, 

MCI did not arbitrate the issue of whether a billing interface should 

provide non-billing information. Nonetheless, should MCI determine it 

requires such information and is willing to pay for the development of 

an appropriate capability, MCI is free to submit a bona fide request. To 

date, however, they have not done so. 

Both Mr. Bradbury and Mr. Martinez raise questions about BellSouth’s 

documentation of its interfaces. Please describe the documentation 

available for EDI, LENS and TAFI. 

The July, 1997 LENS User Guide is provided with this testimony as 

Rebuttal Exhibit GC-30. The July, 1997, three volume Local Exchange 

Ordering (LEO) implementation guide is provided as Rebuttal Exhibit 

GC-31. This guide contains ED1 information and ordering requirements. 

Documentation for the EDI-PC package is available from the third party 

developer of that software. The July, 1997 version of the TAFI User 

Guide and reference materials is provided as Rebuttal Exhibit GC-32. 

Please summarize your testimony. 

While other parties’ witnesses purport to address electronic interfaces 

to operational support systems, they focus on many interim processes 
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and procedures while largely ignoring the available electronic interfaces 

that would obviate many of their stated concerns. Much of the 

intervenors’ testimony is devoted to criticizing the ordering capabilities 

of BellSouth’s Local Exchange Navigation System (LENS). However, 

pre-ordering is the primary function of LENS. The industry standard for 

ALEC ordering is EDI, and BellSouth’s ED1 interface provides the 

ordering capabilities many intervenors, particularly Mr. Bradbury, cite 

as lacking in LENS. In many instances it appears that these 

intervenors either are not aware of the electronic interfaces BellSouth 

has made available for ALECs, or have chosen not to take advantage 

of the interfaces available. Mr. Martinez’ testimony, in particular, is 

replete with inaccuracies about the capabilities of BellSouth’s electronic 

interfaces for ALECs and the capabilities of BellSouth’s retail systems. 

In his “background” information, Mr. Martinez makes many vague 

assertions about incumbent local exchange carriers generally, without 

providing specifics to indicate whether the generalities have any 

particular relevance to BellSouth. BellSouth provides ALECs with 

access to the information and functions in BellSouth’s operational 

support systems in substantially the same time and manner as 

BellSouth’s access for its retail systems. 

Does this conclude your testimony? 

Yes. 
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BellSouth’s Currently Available Electronic Interfaces* 

Pre-Ordering 

Ordering/ 
Provisioning 

Maintenance 
and Repair 

Billing 

CLEC Intdace 

. Locd Exchange Navigaljon System (LENS) 
Rarides electrmic, real-time. interactiw 
access to the same databases tom nhich 
Bellsan, obtains pre-cudering information 

Interchange (EM) Interface 
. IndustrydtandardElectronicData 

. Industry-standard Exchange Access C0nb.d 
and Tracking system (EXACT) 

. lnteractjve ordeting thrwgh LENS 

. Trouble Analysis Facilitation Interface (TAFI) 
Rwides elechdc. real-time interadhe 
access to the same trouble handling system 
used by BellSouth for exchange services 

. Industry-standard Electronic Gateway 
Intehce 
Same electronic bonding interface cu~ently 
used bv nterexchanae carriers 

Rwided in industry standard data fomrat 
. CLEC Daily Usage File 

Functions 

. Addressvdidation . Telephone number selection . Roducts and senices information . Duedates , Customer d c e  record informah . 34 resale services, nduding four complex 
services, plus unbundled loop, port. and 
mtetim number portability 

. Conplex network elements (trunldng. 
transport, tandem switching, etc.) 

30 resale services plus unbunded loop, 
Dolt. and interim number wrtabilii 
TrwMe r e m  for both business and 
residence local exchange sewices and 
unbundled network elements identified 
with telephone numbers (e.g., pott) 

Trouble repocts for designed r e d d  
services and drcuit-number identified 
unbundled network elements (e.g., bunks) 

Daily file umtaining such items as 
dredocy assistance or ofher billable 
usage assodated with a r e d d  line, 
interim number portability account. or 
unbundled network element such as an 
unbundled DOII 

. 

. 

. 

. 

. &nil 1997 
-1997 
April1997 . Apil1997 , June1997 
December 
19% 

. 1985 

. mil 1997 

. March 1997 

. 1995 

. March1996 

*This chart describes BellSouth’s recommended interfaces for each process. In addition, some CLECs 
have chosen to continue using certain manual or interim electronic interfaces BellSouth deployed prior 
to 1997 to support the earlier market entry of local exchange competitws, so BellSouth continues to 
make those available. BellSouth also is building customized interfaces for some functions in 
accordance with individual interconnection agreements. 
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11 INTRODUCTION: I 
Due to recently enacted telecommunications legislation, many companies may 

now offer Local Exchange telephone service to their end user customers. This would 
normally require the establishment of a physical network to handle switching and routing 
functions and make available the various features and services required by 
telecommunications customers. 

To solve this problem, Certified Local Exchange Carriers (CLECs) can now 
purchase these telecommunications products, features and services from existing Local 
Exchange Carriers such as BellSouth, for resale to their customers 

BellSouth has created the Local Exchange Navigation System (LENS) which 
provides a simple and economical way for CLECs to process service requests. LENS 
may be used either to gather specific telecommunications information from BellSouth's 
existing Data Bases, or to place orders for telecommunications products and services. 

Welcome aboard! And thank you for selecting BellSouth as your 
telecommunications service provider of choice! 
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(2  SCOPE: I 
Specific features and services which are available for resale vary by NXX, or 

central office switch type. LENS will provide you with information as to which features 
and services are available for each NXX. This information is also listed in BellSouth's 
Local Exchange Ordering (LEO) and Implementation Guide, or you may contact your 
BellSouth Account Team representative. 

This LENS User Guide contains information which is intended for use as support 
documentation and reference material to aid CLECs in working with BellSouth's LENS. 
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h 

LENS is an on-line, interactive, menu driven system which permits subscribers to 
perform inquiry functions, and/or process requests for various products, features and 
services currently offered by BellSouth. LENS may be used for either new service (no 
existing telephone number or existing service. 

Information entered via LENS for a firm order populates portions of the Local 
Service Request (LSR) automatically. It facilitates the mechanized generation of service 
orders without manual intervention from the Local Carrier Service Center (LCSC). 

Options available for the Inquiry function include validating addresses, reserving 
telephone numbers, viewing features and services for specific NXXs, viewing an 
installation calendar in order to estimate a due date interval and viewing customer records 
in states where Public ServicelLTtility Commission approval has been granted. 

Options available for the Firm Order function include validating addresses, 
selecting telephone numbers or using previously reserved telephone numbers, viewing 
features and services, due date calculation and submitting the LSR. You can also view 
Firm Order Confirmations (FOC) or Completion Notices (CN), Service Order Status, 
Local Service Requests (LSRs) in error and view customer records in states where Public 
ServiceNtility Commission approval has been granted. 

Pending orders for telecommunications services can be accessed by CLEO to 
determine their status, however, CLECs can only access orders which they have placed 
via LENS. CLECs can not access service orders placed by BellSouth or other CLECs. 

LENS provides you access to the same Operational Support Systems that 
BellSouth's service centers use. System availability and response times will be the same 
for you as they are for the BellSouth service centers. 

LENS may be accessed by one of three ways: 

1. Dial-up Access - uses Direct Inward Access Line Security (DIALS) 
SecureID authentication card. 

LAN-to-LAN connectivity (TCPAP) - CLECs may access LENS via 
BellSouth's External Gateway Access Router. 

2. 
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Public Internet Access - To access the BellSouth LENS application from 
the Internet, you musthave two software items. These are: an 
Internet Graphic Browser software package, and a Digital Certificate from 
VeriSign, Inc. 

3.  
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SYSTEM AVAILABILITY:, 1 
BellSouth’s LENS interfaces with various internal BellSouth Operational Support 

Systems in order to process your requests for information andor place orders for services. 
Most of these systems are unavailable at certain times for scheduled maintenance or 
upgrades. These are normally performed during off peak hours. You will not be able to 
obtain information contained in these data bases during this down time. Please consider 
the following schedule when planning to place your inquiries and/or orders. 

F U N a O N  DAY OF W E E K  DOWNTIME ** 

Service Availability 

Address Validation Monday - Saturday 

Sunday 

Telephone Number Monday - Friday 
Assignments Saturday 

Sunday 

Appointment Sunday - Saturday 
Scheduling 

Customer Records Monday - Friday 
Saturday 
Sunday 

** Eastern Time 

This system will usually be operable. 
Momentary down time may be 
experienced between 1 :00 AM and 
4:OO AM for an occasional system 
re-boot. 

1:OO AM - 4:OO AM and 
1O:OO PM - 12~00 PM 

l:OOAM-8:OOAM 

2:oo AM - 5:oo AM 
2:OO AM - 5100 Ah4 and 
11:0OPM-l200PM 
l:oo AM - 9:oo AM 

1 ZOO AM - 2:OO AM and 
1O:OO PM - 1200 PM 

l:OOAM-4:OOAM 
1:OO AM - 4:OO AM 
1:OO AM - 8:OO AM 
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You can connect to BellSouth’s initial LENS Login Screen using one of the three 
methods below: 

,- 

** DIAL-UP: 

Note: See the BellSouth In-Dial Information Guide (Addendum A) for 
information on setting up your communications software and modem. 

Step 1 - Dial the modem pool number - 404 893-4500 

Step 2 - Connect to the SecureID authentication server @ IP 
address 10.1.1.1 

Step 3 - Enter your USERID (remember to use lower case). 

Step 4 - Close your Telnet window. 

Step 5 - Access your Web Browser. 

Step 6 - Enter the http address for LENS. 

** LAN TO LAN 

1. Access your Web Browser. 
2. Enter the LENS http address and create a bookmark for 

LENS (if your Web Browser has the capability), or click on 
the LENS Bookmark if you’ve already created one. 

** PUBLIC INTERNET: 

Note: See Addendum B for on how to obtain a digital certificate from 
VeriSip. 

1. Access your Web Browser. 

2. Enter the LENS http address and create a bookmark for 
LENS (if your Web Browser has the capability), or click on 
the LENS Bookmark if you’ve already created one. 

You should now be at the BellSouth Initial Login Screen. 
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Login Page 

Please enter your user name and password 
.___ . - __ 

You are now readyfor Section 5, USING THE LOCAL EXCHANGE 
NAVIGATION SYSTEM! 
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15 USING THE LOCAL EXCHANGE NAVIGATION SYSTEM: I 
The following information will guide you through the steps necessary to process 

your service requests using LENS: 

LOGIN: 

Step 1 - Enter your User Name (ALL CAPS) and Password. 

Step 2 - Click on the SUBMIT key. 

About Your User ID and Password: 

Prior to your initial Login, you will be given a USERID and temporary 
password. 

Your USERID will remain constant, however for security purposes, your 
password must be changed every sixty days or so. The system will prompt 
you when it is time to change your password. 

Note: It is important for you to change your temporary password after your 
first successful login to LENS. 

Passwords must at least eight characters in length and consist of at least 
one alpha, one numeric and one miscellaneous character. 

When changing your password, you may not use the same, or a similar 
password that you have used in the past few months. 
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MAIN MENU: 1 
You should now be at the LENS Main Menu screen (see below). In the following 

sections you will be guided through the steps necessary to initiate inquiries, verify the 
status of pending orders or transmit information to submit a new order. 

User: Barney 
Company CUSTOMER 

NAME 1 

Note: Your User Name and Company name will automatically be formatted 
on the left of the screen. 

Hint! Cancel and Reset buttons are available at the bottom of some screens 
for your use. If you click on a Cancel button, the system will ask you 
to verify the Cancel request by clicking on the Yes button. This will 
cancel your request and return you to the Main Menu. All 
inforhation related to your request will be lost. 

The Reset button refreshes the screen you are on and deletes all the 
information that bas been added to that screen. 

r- 

First let’s look ut the Inquiry function! 
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INQUIRY: I 
The Inquiry function is used to: 

** Validate addresses 

** View Features and Services 

** Reserve telephone number(s) 

** View an Installation Calendar 

* * View Customer Record 

VALIDATE ADDRESS: 

Addresses maintained in BellSouth’s Data Bases are 91 1E911 compliant and do 
not necessarily match those listed with the U. S. Postal service. Address information 
entered into LENS must be 91 ]/E91 1 compliant and must be entered in ALL 
CAPITAL LETTERS. 

f. 

It is recommended that if your End User has a telephone number, you should 
perform all pre-order functions using the 10 digit telephone number. 

Step 1 - From the Main Menu, click on Inquiry. 

Step 2 - From the pull down menu, click on Validate Address. 

Step 3 - Enter a 10 digit telephone number if service is already existing, 

OR 

Leave the Telephone Number section blank for new service 
requests. 

Step 4 - From the pull down menu, select the appropriate State. 

Hint! You can enter the first letter of the State in the State code field, and 
LENS will automatically populate the field. 

Step 5 - Click on the OK button. 
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Step 6 - Enter the address (for new service) in the appropriate fields and 
click on the Validate button ** Remember, use ALL CAPS! 

Address Validation 

Street Number: S u E x ~  Street Name m' 

~~ 

Descriptive Address : r 
Telephone Number: I 1 

,-- 

Complete the Address Validation screen with as much information as is 
available to you. At a minimum, complete the Street Number, Street Name, City 
and State. Use pull down menus where available. 

Step 7 - Verify that the address was validated and click the OK button to return to 
the Inquiry Menu. If the validation failed, either make sure you used 
ALL CAPS,  verify that the address is as listed with the 91 1E91 I Data 
Base or refer to the Trouble Shooting section of the LENS Guide. 

Note: If the address you have specified is not validated, LENS may provide 
an error message andlor a list of information, depending on the type 
of error or  omission. 

,- 
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I VIEWAVAILABLE FEATURESAND SERVICES: 1 
Step 1 - From the Main Menu, click on Inquiry. 

Step 2 - From the pull down menu, click on View Features and 
Services. 

Step 3 - Enter a 10 digit telephone number if service is already existing, 

OR 

h 

Leave the Telephone Number section blank for new service 
requests. 

Step 4 - From the pull down menu, select the appropriate State. 

Step 5 - Click on the OK button. 

Step 6 - Enter the address (if new service) in the appropriate fields and 
click on the Validate button. ** Remember, use ALL CAPS! 

Step 7 - Verify that the address was validated and click the OK button to 
continue. If the validation failed, either make sure you used ALL 
CAPS, verify that the address is as listed with the 91 1E911 Data 
Base or refer to the Trouble Shooting section of the LENS Guide. 

,- 



Inquiry 
Version 2 

June 27.2997 
r’- 

View Switch Details: 

The Switch Details section provides the 11 character Common Language Location 
Identification (CLLI) Code, Switch type, NPA, NXX, WATS and 800 serving office information 
for the address that was validated. 

View Available Features and Services for Inquiry 

Switch to Business Line 
- - 

Switch Detail 
. .... . .. . .  

CLLI DYBHFLOSRSO ~ . . .  .. .... .......... ....... 

SRSC - Switch Type: 
NPA: 904 
NXX(TTA): 44 1 
WATS Serving Office: DYBHFLOSRSO 
800 . Serving Office: DYBHFLOSRSO. . 

__.. 

- 
.- ........ 

This screen defaults to residential switch information. If you are inquiring about a 
business, click on Switch to Business Line to view business switch information. You can also 
use these switches to toggle between residential and business switch information screens. The 
list of available Long Distance Carriers may vary from residential to business services, so be sure 
you are viewing the appropriate list. 

f l  

r- 
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A table showing a random list of available Long Distance carriers for the swirch will also 
be provided. The order these carriers are listed in will change each time you enter the system. 
You can page through this list by using the Previous and Next buttons. 

Available Carriers 
_ .  

Carrier Name PIC Service Date C a n i e r ~ ~  ACNA 
Available 

. ~~ .___ __ .~ ~. 

0470 RDDD ‘1995/12/29 8008282317 ‘M AMERICAN TEL 
GROUP 

. ... .. ... . __ ..__ __ -. . .. 

AMENCAN 
NETWORK 0370 RDDD 1991/03/12 8007354900 ANK 
EXCHANGE. INC 
AMERICAN 
NETWORK 0370 RDDDI 1997103122 .8007354900 iANK 
EXCHANGE, INC 

... . . . ~ ~ i - ...... 

6870 RDDD 199611 1122 8007283288 AOG AMENCOM 
TECHNOLOGIES INC - __ - ___ 

6870 RDDDI 1997/03/22 8007283288 AOG 

0125 RDDD ‘1992/03/06 9042575588 AQT 

/--. AMENCOM 
TECHNOLOGIES INC 

TELEPHONE CO . INC 

- 
ATLANTC 

__ ___ _._______ 

,- 

The Carrier Name field gives you the name of long distance carriers that are 
available in the switch you have selected. 

The PIC field contains the PIC code for each long distance carrier. 

The Service field contains a code which indicates whether the Interexchange long 
distance carrier is listed for residential (RDDD) or business (BDDD) customers. 
for IntraLATA long distance carriers end with an “I” (RDDDI and BDDDI). 

The Date Available field is the date the long distance carrier began or will begin 
offering service out of that switch. 

The Carrier TN field indicates the telephone number for each long distance carrier. 

The ACNA (Access Carrier Name Abbreviation) field lists the ACNA codes for each 
long distance carrier. 

Codes 
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Name Extended Name Status DateAvail USOC 

Version 2 
June 17, I997 

tLg 

1 Features and Services: 

In the Features and Services section of Inquiry, you will see lists of all features 
and services available for a specific switch. Some of these features and services may not 
currently be available to be ordered via LENS, however, you can still submit a paper 
LSR. The Features and Services lists in the Firm Order functionality indicate only the 
features and services which can be ordered via LENS. 

T a r B  
Notes . -  

Step 1 - Click on the service you would like to select. 

1997/03/22 MEMORYCALL RES-AUBURNIOPELIKA A 
ANSWRINGSVC ONLY 

MEMORYCALL A 1997/03/22'MBBRX 
ANSWRING SVC 
MEMORYCALL A 1997/03/22 
ANSWERING SVC - 

I 
RES MESSAGING N A N S  SVC ESDNL 

h , l T h f n R V f ' b T T  I 

. .- .- __ 
. .. 

Services for DYBHFLOSRSO 
i 
i 

! 
: 
! 
! 

I 
! 

MAKE BUSY/NIGHT TRANSFER 

800 SVC-CXR SEL ON REV CH 

MBBAO 1 
I 

i 

SMBBX a 

MRMXX: 

Step 2 - Click on Show Features For Service button. The table you see 
shows Feature Name, Extended Name, Status, Date Available, 
USOC and Tariff Notes. 

Note: The Status field has 4 values; N for not available, A for available, R 
for restricted from sale and RE for restricted for existing customers, 
not available to new customers. 
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Step 3 - Click on a feature to add it to the Selected Features 
table. 

Note: To remove a feature from the Selected Features table, either click on 
the feature, or  click on the Remove All Features button. 

Step 4 - Click on Return To Switch Details button. 

Step 5 - Repeat the above steps until you have completed 
addinghiewing features. 

Hint! Before going on to the Main Menu you should either print this 
information or write it down for future reference. It will not be 
automatically carried over into the Firm Order functionality. 

Step 6 - Click on the Main Menu button to return to the Main 
Menu, or click on the Inquiry Menu button to return to the 
Inquiry Menu. 

RESERVE TELEPHONE NUMBER(S): 

Step 1 - From the Main Menu, click on Inquiry. 

Step 2 - From the pull down menu click on Reserve Telephone 

- 
Number@). 

Step 3 - Enter a 10 digit telephone number if service is already existing, 

OR 

Leave the Telephone Number section blank for new service 
requests. 

Step 4 - From the pull down menu select the appropriate State. 

Step 5 - Click the OK button. 

Step 6 - Enter the address (if new service) in the appropriate fields and 
click on the Validate button. ** Remember, use ALL CAPS! 

.- 
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Options: 

Version 2 
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. *  
Random Numbers If 

Number Exclusions : 1 I 

Step 8 - From the pull down menu, select one of the available options: 

- Random Numbers 
.- - Vanity Numbers 

- Easy Numbers 

- Ascending Line Digits 

- Descending Line Digits 

- Identical Line Digits 

- Sequential Line Numbers 

Note: Random numbers show you different exchanges that fall under the 
NXXIITA’s umbrella. If you select any option other tban Random 
numbers, you may notice slow response time. This is caused by the 
back-end application that searches the data base to fulfill the request, 
and is not caused by LENS. 

/- 
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Step 9 - If you would like to select a special number pattern, perform the 
following steps after selecting the vanity number option: 

First enter the NXX of the appropriate switch (if known) or leave blank, 

Then 

In the LINE section, enter any special numbers or letters you want. 

Note: To exclude a certain telephone number in the LINE field, enter a "#" 
in the position(s) you do not want a particular number to appear. 
Then indicate the number to he excluded in the Number Exclusions 
field. 

Step 10 - Click on the OK button. 

LENS will display a maximum of 10 telephone numbers that meet the criteria of the 
option selected. 

Step 11 - Highlight a telephone number(s) in the Available box. - 

Step 12 - Click on the Right Arrow indicator to move the highlighted number(s) to 
the Selected box. (Click on the Left Arrow indicator if you want to move 
the number(s) back to the Available box) 

Step 13 - To view a new list of numbers in the Available box, highlight any you 
do not want to keep then click on the Replace button. LENS will provide 
up to 10 additional numbers. 

Step 14 - Click the Keep button to reserve your selected numbers. 

Hint! Here you should either print the screen or write down the numbers 
you have selected. LENS will not retain this information in the 
Inquiry functionality. ' 

Note: Currently only six (6) numbers may be reserved per order. These 
numbers are reserved for 9 calendar days. 

The system will transfer you back to the Inquiry Menu. 
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VIEW INSTALLATION CALENDAR: 

The Installation Calendar provides a convenient means of estimating due 
dates prior to a firm order being placed. The date is not confirmed or reserved until 
an error free firm order has been submitted to BellSouth. 

Step 1 - From the Main Menu, click on Inquiry. 

Step 2 - From the pull down menu, click on View Installation Caleudar. 

Step 3 - Enter a 10 digit telephone number if service is already existing. 

OR 

Leave the Telephone Number section blank for new service 
requests. 

Step 4 - From the pull down menu, select the appropriate State. 

Step 5 - Click on the OK button. 

Step 6 - Enter the address (if new service) in the appropriate fields and 
click on the Validate button. ** Remember, use ALL CAPS! 

Step 7 - Verify that the address was validated and click on the OK button 
to continue. If the validation failed, either make sure you used 
ALL CAPS, verify that the address is as listed with the 91 1E911 
Data Base or refer to the Trouble Shooting section of the LENS 
Guide. 

This will bringyou to the Installation Calendar. 
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June 17, I997 

** The CO field is for work which requires Central Office involvement, 
such as a translation change or adding features. 

** The IM field is for work which requires a premise visit. 

** Work Intervals gives you the number of days to plan for your due 
date. 

** Closed Dates are dates the various work centers are not available. 

Note: The Closed Dates are dynamic and subject to change. You should take this 
into consideration when forecasting due dates. 

Step 8 - Click on the OK button to return to the Main Menu. 

r- 
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VIEW CUSTOMER RECORD:: 1 
By selecting the View Customer Record option from the Inquiry Menu you will 

be provided with the requested customer record information. To view customer records, 
a copy of your blanket letter of authorization must be submitted to BellSouth in order for 
your profile to be updated to allow access to customer records. 

To access customer records, you may use either a 10 digit account number or a 
miscellaneous account number, whichever is applicable to your request. CLECs will not 
be able to access customer records using circuit numbers. 

NOTE: When multiple accounts exist for a 10 digit account number, the 
most current account on file will be displayed. 

LENS will display up to the first 50 pages of a customer record. If your account 
is a complex account with more than 50 pages you will receive a message which will 
advise you to contact the LCSC to obtain a complete copy of the record via mechanized 
or manual FAX. 

To obtain information on viewing customer records for restricted BellSouth 
accounts, you must FAX the individual letter of authorization to the appropriate Local 
Carrier Service Center. 

To view a customer record, follow these simple steps: 

Step 1 - From the Main Menu select Inquiry. 

Step 2 - From the pull down menu select View Customer Record. 

Step 3 - Enter the 10 digit telephone number or miscellaneous account 
number. 

Step 4 - Enter the appropriate state code 
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Step 5 - Click on OK 

Inquiry Only Menu 
Please select one of the follwring: 

View Features and Sewices 
Reserve Telephone Number(s) 

Telephone Number (2051 

Step 6 - Indicate you have the end user's permission to view the specific 
customer record by clicking on the appropriate button - 

. 
Inquigv Only 

- 

I certify that I (or another representative of my company) have received 
this customer's permission to access, review a d o r  copy his or her records. 

\ 

You should now be at the requested customer record screen. 

Page 23 



Cusromer Record 
Version 2 

June 17.1997 

h 

Customer Record for a Simple Residence account: 

205 NNN XXXX 015 *CSR* 

LN Customer Name 
LA Curcomer Address 

, HOOVER 
SA 4699 SANDPIPER LN, BIRMINGHAH 
DZIP 35244 

---DIR 
DDA BA 
DEL Al, B1 

---BILL 
BNl Billing Name 
EA2 4699 SANDPIPER LN 
PO BIRMINGIIAM AL 35244 

---SbE 

(OTHER) 

1 NWlOl Network interfacc-Outzide+ 
/CSN COV/ZSER 3C10000001 

(LINES C STATIONS) 

1 MBBRX M m r p C a l l  Answering Ser+ 
/M NNN-XXXX/MB?N NNN-XXXX 
/DLNM 2-LISTED NAME 
/SED 06-21-94/ZSER 4310000002 

/TN NNN-XXXeSED 06-21-94 
/ZSER 4A10000003 

1 ACR Area Calling Service, R e s +  
/PIC 0333/PCA CR, 10-28-96 
/NMC/ZSER 5110000004 

1 MWW Message Waiting - Stutter+ 

1 TTR Touch-Tane 

/- 
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Customer Record, font.... 

/ZSER 5810000005 
1 AH8 Telecomunicacions Relay + 

/CSN COV/ZSER 5F10000006 
1 ESX Call Waicing 

/ZSER 6610000007 
1 GCE Call Forwarding Busy Line 

/SED 06-21-94/ZSER 6D10000008 
1 GCJ Call Forwarding Don't Ans+ 

/RCYC 3/SED 06-21-94 
/ZSER 7410000009 

1 UPPEl Area calling service-mag+ 
/ C S N  COV/ZSER 7B1000000A 

1 9LM FCC Charge for Necwork AC+ 
/ZSER 82 lOOOOOOB 

(CALLING CARD SERVICE) 

1 BSXCC Co-Branded BellSouch Call+ 
/CSN COV/ZSER 891OOOOOOC 
/SED 01-16-96 

205 NNN XXXX 015 *CSR' 

Version 2 
June 17, I997 

---COMPLETED ACTIVITY 

Step 7 - LENS does not retain information in the Inquiry functionality. 
Before proceeding you may want to print this screen for future 
reference. 

Step 8 - Click on the Return to Inquiry Menu button. 

Following is an example of a complex service customer records: 
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Customer records for Complex accounts are broken down into sections to make it easier 
to view. From the pull down menu select the section you wish to view, then click on the 
Show Section for Option button. 

Customer Record Sections 
Select one to display: 

DIWFC/BILL 
CHARGABLE LSTGS 
COMMON EQUIP 
NONKEY LINES/STA 

ITRUNKS 
l S l A  LISTINGS I 

listed below are examples of information you willfind in customer records for  Compls  
accounts: 

IDENTLIST SECTION 

D Z I P  3 5 2 0 5  
YPH PH45250 

SIC 8011 
ZAEC Al2D 

PHYSICIANS C SURGEONS-PI*D 

XL (K) (NWPS) (CUSTOFIER NAME) 
(1)  (1201 l l T H  AVENUE SOUTH--) 
(FOL) (2)  (ADPIITTING 
/m NNN-XXXX) 
( 2 )  CUSTOMER NAME 
/LA tops) /TNNNN-xxxx 

XL (L) ASSOC NAPIE P + HI"D 
XL (M) ALABAMA; SPINE INSTITUTE 

/LA 1201 l l T H  AV S 
/m NNN-xxxx 
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,*̂ . 

NONKEY LINESKTATIONS SECTION 

---5CE 

(LINES 6 STATIONS) 

1 AH8 Teleconununications Relay + 
/TN /SED 11-04-94 

1 9 Z R  FCC Charge for Network Ac+ 
/TN /SED 11-04-94 

1 AH8 Teleconununications Relay + 
/TN /SED 11-04-94 

1 CREX4 Custom Toll Restrict ion 
/TN /CBK B 
/SED 11-04-94 

1 9 t R  FCC Charge for Network Ac+ 

1 AH8 Telecomunrcatrolu Relay + 

1 cWX4 Custom ~ 0 1 1  Restrict ion 

/TN /SED 11-04-94 

/TN /SED 11-04-94 

/TN /CBK B 
QTY USOC SCE 

/SED 11-04-94 
1 9 Z R  FCC Charge for Network AC+ 

1 CREX4 Custom T o l l  Restrict ion 
/ M  /SED 11-04-94 

/TN /CBK B 
/SED 11-04-94 

1 AH8 Telcconununicatiow Relay + 

1 9ZR FCC Charge for Network Ac+ 

1 AH8 Telecomunicatioru Relay + 

1 CREX4 Cwtom T o l l  Restrict ion 

/TN /SED 11-04-94 

/TN /SED 11-04-94 

/TN /SED 11-07-94 

/TN /CBK B 
/SED. 11-07-94 

1 9ZR FCC Charge for Network Ac+ 

1 AH8 Telecomunrcatioru Relay + 
/TN /SED 11-07-94 

/TN /SED 11-04-94 
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Firm Order-New Installation 
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FIRM ORDERS: 

In the Firm Order section LENS navigates you through the various preorder 
functions, remembering information needed to access the various back end systems. In 
addition, LENS populates the valid address, selected telephone numbers, PICLPIC and 
features in the appropriate LSR fields. Several activity types are available in the Firm 
Order section. These are: 

** New Installation 

* * Disconnects 

** Conversion as Specified 

** Conversion as Is 

L New installation: 
P 

Step 1 - From the Main Menu click on Place a Firm Order for a Resale 
Request. 

Step 2 - Select New Installation as the activity type. 

Step 3 - Now select the type of service (Residence or Business) 

** Currently LENS supports activities for simple Residence or Business 
requests of 6 lines or less. 

Since this request is for a new installation, a telephone number may not be 
entered 

Step 4 - From the pull down menu, select the appropriate State. 

Step 5 - Click on the Continue button. 
Step 6 - Enter the address in the appropriate fields and click on 

the Validate button. ** Remember, use ALL CAPS! 

/-- 
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/-- 

Address Validation 

Street Number -1 SU&= Street Name 7 
Du-PreSx 171 TIF Dr-Su6ix 

.- 

Descnptwe Address . [[I 

Telephone Number: 1 I 
I 

Complete the Address Validation screen with as much information as is 
available to you. At a minimum, complete the Street Number, Street Name, 
City and State. Use pull down menus where available. 

Step 7 - Click on the OK button to continue when you receive the Completed 
Successfully message. 

Now you are ready to reserve a telephone number@)! 

Step 8 - Select your desired option for telephone numbers: 

- Random Numbers 

- Vanity Numbers 

- Easy Numbers 

- Ascending Line Digits 

- Descending Line Digits 
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- Identical Line Digits 

- Sequential Line Numbers 

Hint! Random Numbers show you different exchanges that fall under the 
N m T A ’ s  umbrella. 

Step 9 - If you would like to select a special number pattern, perform the 
following steps after selecting the vanity number option: 

First enter the NXX of the appropriate switch (if known), or leave blank, 

Then 

In the LINE section enter any special numbers or letters you want. 

Note: To exclude a certain telephone number in the Line field, enter a “#” in 
the position(s) you do not want a particular number to appear. Then 
indicate the number to be excluded in the number Exclusions field. 

Step 10 - Click on the OK button. 

Step 11 - Highlight a telephone number(s) in the Available box. 

Step 12 - Click on the right arrow indicator to move the highlighted number(s) to 
the Selected box. Use the left arrow indicator if you want to move 
number(s) back to the Available box. 

,-- 
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Note: A maximum of 6 numbers may be kept 

Available 

)904441-2617 
904 441-6652 
904 441-7498 I 

. 

Selected 

Step 13 - To view a new list of numbers in the Available box, highlight any you 
do not want to keep, then click on the Replace button. LENS will provide 
up to 10 additional numbers. 

Step 14 - Click on the Keep button to reserve the telephone number(s). 

OR 

- Enter the telephone number(s) you previously reserved and click OK to 
continue. You can enter up to 6 numbers. The format is NPA NXX- 
LINE. 

VIEW AVAILABLE FEATURES AND SERVICES: I 

Step 1 - Under the heading Select Reserved Telephone Number, click on the 
fmt telephone number. 

Note: Click on the All Unconfigured Lines button to add the same features 
and services to additional lines you have selected. 

The Switch Detail box on the right side of the screen provides you with 
the Common Language Location Identifier (CLLI) Code of the Switch, the Switch 
Type (2A, SESS, etc.), the Number Plan Area (NPA), the Nxx, the Wide Area 
Telecommunications Service (WATS) Serving Ofice and the 800 Serving Office. 
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You will also see a table which indicates which Long Distance Carriers are 
available in the switch. The table includes the carrier PIC, a Service Code which 
indicates residential (RDDD) or business (BDDD) use and if the carrier is valid 
for IntraLATA (R or BDDDI) or InterLATA (R or BDDD) service, a date the 
carrier was or will be available for the switch, a telephone number for the carrier 
and the carrier’s Access Carrier Name Abbreviation (ACNA). 

Step 2 - View the Line Details box on the left of the screen. This provides you 
with the type of service, PIC and LPIC. 

~ 

Line Details 
Type Of Service Residential 

LPIC 1-1 
I I 

Step 3 - Choose PIC and LPIC by either clicking on the Carrier’s name in the list 
or by manually entering the PICLPIC code. You can also enter “None” or 
“Undc” if you do not wish to specify a PIC. 

Note: Currently, LPIC is valid in Florida, Georgia and Kentucky and 
prohibited in all other states in the BellSouth area. If LPIC is selected 
and is not applicable, LENS will “delete” the data prior to submitting 
the LSR 

Hint! You must select a PIC before moving to the features section. Also, 
you can click on the PREVIOUS or NEXT buttons to page forward or 
backward through the list of available carriers. 

Services: 

Step 4 - Click on a service. 

Step 5 - Click on the Show Features for Service button. 

This will take you to the View Available Features and Services screen. 

Page 34 



Firm Order-New Inslallation 
Version I 

June 17, I997 

View Available Features and Services: 

Step 6 - Click on a feature to add it to the feature list. 

Note: To remove a feature from the Selected Features table, either click on 
the feature or  click on the Remove All Features button. 

Step 7 - Click on the Return to Switch Details button. 

Repeat steps 4 - 7 until you have finished selecting and adding 
features. 

Step 8 - When you have completed selecting features, click on Return 
To Reserved Telephone Numbers button. 

A Check Mark should now appear neri to the telephone number to 
indicate that you have selected features for that line. 

Step 9 - If you have selected only one telephone number, click on the Continue 
to LSR button. 

Note: If all lines are not to be configured the same, you will have to 
configure each line individually as in steps 1 - 8. 

You are now ready to begin building your LSR! 

Step 10 - Click on the Process Firm Order button. 

Step 11 - The following information should have been populated from your 
customer profile: 

- Customer Carrier Name Abbreviation (CCNA) 

- Company Code 

- Customer Name 

Step 12 - Enter the Purchase Order Number (PON). A maximum of 16 characters 
(alphdnumeric) are required. 

Note: If there is a related purchase order, you should enter it in the Related 
PON field. 
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ADMINISTRATIVE SECTION: 

Administrative Section 

Related Purchase Order Number: [ ( R e l a t e d  Order Number: 1-1 
Expedite Request? 0 DerkedDut Date:] IDessredDue Date 0 u t : l '  

ProjectID: 1-1 
Is a coordmhtedHotCutbemgrequerted? 0 

Docs EST have an Agency Authorization on file? Date of Authority: 1-1 
Authorization Name: 1-1 

Select the  type of service that applies to t h e  enduser account: (Government- single Line Iq 
Telecomunicationr snv ice  Ptiotity: 7-1 

Subsetiber AuthoizationNumber: 1-1 
Local Service Provider Authorization Code: )Auth&ationDatc: 1-1 
Authority Name: [ ( C a n i e r  Identification Code: D 

~ 

~ W I E # & c I ! Z a m I h a s b n ~  * Iwu-Bmc IW-NW= tioaluLE%&lE?19?1! 

Step 13 - Complete the appropriate fields based on request type and activity type. 

Step 14 - Click on the OK button. 

Note: The required fields for LENS are the same as those used on paper 
LSRs. For additional information on required fields, please refer to 
the Local Exchange Ordering (LEO) Implementation Guide. 
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I BILL SECTION: 

Bill Section: 

Provide t h e  BellSo~BiUulgAcco~iNumberto whichrecuning m d n o n - r e c b g  charges f o r h s  request 
rvlllbebilled.IftheBillingAccountNumberLtobe asiigned 

Billing Account Number I:[-[ 

SelecttheType ofSemice forwhichthirbigaccountwas established: 

Provide the BellSouth Account Number to s requestwillbe 
billed. Ifthe B i g A c c o w N u m b e  ' 'New'. 

SelecttheType ofSemiceforwhichlbi6billingaccountwas cstablished:)Resaleq 

Billing Account Number 2: 

1 
-. 

Tax Exemption Status 

Federal *State C o w  Local ldmcipal I 
_____-- 

.- 

B i b g  N a m e : ~ ]  

Secondary Billing Name: 

1 ~ 1 0 ~  U R O ~  TJ 
BSmgContact 

Telephone Numba 

Variable Term 

Step 15 - Verify the information contained in the Bill Section. 

Step 16 - Click on the appropriate boxes to indicate your correct tax exemption 
status. 

Step 17 - Click on the OK button. 
/-. 
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CONTACT SECTION: . 
contact Section: 

city: 
r ~ 

Telephone Number: 

Contact Name: 7 1  
Telephone Number: I- Pager: 

Alternate person t o  Contact 

Telephone Number: Pager: 

Step 18 - All fields should be populated with information provided on your 

Step 19 - Click on the OK button. 
profile. 
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LOCATION AND ACCESS SECTION: -I 
Location And Access 

EndUserNmc I I 
Sweet -1 

Street2 I ]  
Room T l F l o o r  )JBurldmg T I  

C r t y y ( S t a t e  0.. 1-1 
Contact Name for Access - 

Contact Telephone Number - 
Access InfonnmUon 

Inride Wue ContactName: L 
Telephone Number: 

Step 20- Verify End User Name and zip code. 

Step 21 - Enter Contact Name and Telephone Number for Access. 

Step 22 - Enter Inside Wiring Options (if applicable). 

Step 23 - Click on the OK button. 
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END USER BILLING ACCOUNT NUMBER SECTION: I 
- .. . . . .. 

Step 24 - Verify the End User Billing Account Number. 

Step 25 - Click on the OK button. 
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DIRECTORY DELIVERY INFORMATION: 

2950 WATERS RD SW 

. . . . . . . . . . . . . . . .  .................. ............ 

Closing Date of Directory ifAdvancedListingrequested: 71 
Quantity ofWhite Page books to be s e n t : u  

- ..... . . .  .......... . 

Quantity ofYeUowPage books to be rent: 

Step 26 - Verify that the directory delivery information is correct. 

Note: If your request is for a Business order, a Standard Interface Code 
(SIC) for the Yellow Page Heading is required. Also, a positive entry 
for the Yellow Page Heading is required. If none is required, enter 
None. 

Step 27 - Click on the OK button. 
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LINE DETAILS SECTION: 
- 

........ .... . . --- .............. 

Selected Telephone Numbers 

0 601 829-1323 

Please click on a telephone number in the bble abovc to iapui the c o n e s p o ~  inbpxnuiion. 

. .~ . . .  

. .. . . . . .  

Telephone Number - 
.... .. - 

D h c t o y  Listing lnfoxnution 

Selectthe t y p e  oflistingthat should appe~orin~cateifthelistingshouldnotbe shown: 
Ljsted Name 

Listed Name: 

Provide address t o  be shown or ifaddress willnotbe shownehow 'OAD' (OrmtAddress) inthis field 
1150 MRSK4LL RD 

HlUllillg 

Hunt Group ActrntylNeW H-gTypeCoden 

Hunting Sequence 

I 

U Primary Carrier: 

Transfer Calls t o  Name 1 
Transfercalls W d a t e  I m - 4  

] 
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LINE DETAILS SECTION Continued... 

9 JackIn6ontulinn 
JackCode to texminnte the s e I V i c e : ~ ~ N e ~ J a c k b ~ Y l g r e ~ u e s t e d ?  

Jack Number nt end user comection Enter99 i f h O W n : (  

9 OptiDm Requested 

TollBdbgExceptron. 

r' 
9 Bask Class of Selvice 
Provide Basic Class o f S e I V i C e : F l  

,-- 

Step 28 - Click on the first.telephone number in the table to input corresponding 
information. The reference number is system populated. 

Step 29 - Enter the Directory Listing Information. 

Step 30 - Enter Hunting details (if applicable). 

Step 3 1 - Enter a Freeze PIC indicator if requested. PICLPlC are automatically 
populated if selected via the Features and Services menu, OK the 
appropriate codes may be manually entered. 
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Step 32 - Enter Jack Information (if applicable--associated with inside wiring). 

Step 33 - Enter Toll Billing Exceptions (if applicable). 

Step 34 - Feature Codes (USOCs) will be system populated if selected via the 
View Features and Services option, or the appropriate codes may be 
manually entered. Enter Feature Detail (F1D)information for each 
featurehervice if required. For additional information, please refer to 
the LEO Implementation Guide. 

Step 35 - Enter the Basic Class of Service. For additional information, please 
refer to the LEO Implementation Guide. 

Step 36 - Click on the Accept TN Details for Selected TN button. 

Note: Repeat Steps 28 - 36 if more than one telephone number was selected 
or manually entered. 

Step 37 - Click on the Determine Due Date button. 
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DETERMINE DUE DATE: 1 
....... -. . 

NPA TTA CLLI community ! 

601 829 JCSNMSNRBRANDONi 
.. ...... -. . . . . . . . . . .  .. 

Desued Due Date -1 
AMlPM pG--fq 

Type of Service: Business 
Number oflines: 1 
Connect Through NO 

Calculated Due Date: p 5 1 5  I 
There is a PREMISE visit required 

Step 38 - Verify Desired Due Date and W M  information. 

Step 39 - Click on Calculate Due Date button. 

LENS will respond with a calculated due date. 

Note: Connect Through: 

No indicates that a premise visit will be required. 

Yes indicates that no premise visit will be required. 

Step 40 - Click on the Submit LSR button if the calculated due date is acceptable 
to the end user, otherwise, change the desired due date and repeat step 39. 
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P. 

Acknowledgment: 

LENS ensures that required fields are complete, based on the activity type, 
and responds with a message to indicate: 

That the order was successfully completed and submitted to BellSouth. 

Acknowledgement 

Thank You! 

Pnrchase Order Number: LENSTESTCFSOOOOl 
Version: 00 

w a s  submitted to BellSouth on Sunday, 05/11/1997 at 10:13 AM EDT 

OR 
/-- 

LENS will reply with an error message. 

If you receive an error message, use the tool bar to return to the 
appropriate screen(s) to correct the errors and resubmit the LSR. 

Steps to be followed for error corrections: 

Step 1 - Using the tool bar, return to the appropriate screen to correct 
errors andlor omissions. 

Step 2 - Go to the bottom of the screen and click on the appropriate button 
to accept the update(s). 

Step 3 - Click on Error List on the tool bar. 

Step 4 - Click on the Resubmit LSR button. 
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I Disconnect Orders: 

Step 1 - From the Main Menu click on Place Firm Order for a Resale 
Request. 

Place a Firm Order 

Please select the Type of Activity, Type of Service 
and the State inwhich the End User is located: 

. . . . . ~  . . . . .. . . . . , . .  ~ .. . . ~  . . 

Activy Type Service Type State : 

Step 2 - Select Disconnect as the activity type. 

Step 3 - From the pull down menu, select the service type. 

Step 4 - From the pull down menu, select the appropriate State. 

Step 5 - Enter the 10 digit telephone number and click on the OK button. 

LENS will ask you to confirm your authorization to view the Customer Record 
for the account by clicking on the appropriate bufton: 

I certify that I (or another representative ofmy company) have received 
this customer's permission to access, review andlor copy his or her records. 

Step 6 - Click on the Authorized button if you are authorized to view the 
customer record for this account. LENS will respond with a copy 
of the customer record. Click on the Continue button to continue 
with the address validation. 

OR 

Click on the Not Authorized button to bypass the customer record 
and continue with the address validation. 
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LENS will respond with the address for the corresponding number entered. 

Step 7 - CIick on the OK button after receiving the Completed 
Successfully message. 

Step 8 - Click on the Process Firm Order button. 

Step 9 - Enter the PON. 

1 

1 

,- 
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ADMlN ISTRATIVE SECTION: 

Administrative Section 

RelntedPurchase Order Number: ~ I R e l a t e d O r d e r  Number: 7 1  
Desired Frame Due l ime:  0 

Pmjectm: 7 1  
Is a coordinatedHotCutbemgrequePteb? 0 

Does BST have mAgencyAuthorLation onfile? Date o f A u t h o r i w y 1  

AuthorLationName: 1-1 
Select the  t y p e  of selvicc that applies to t h e  enduser account:IGovernment- Single Line 14 

Telecommuaications semicc priority 7) 
Subscriber AuthorLation Number: I] 

Local Service Provider Authorization Code: ( AuthorLationDate: 7 1  
Authority Nsme: ]Canier Identification Code: 0 

Expedite Request? DeskcdDue Date: (]Desired Due Date Out: 7 

I 

~ l ~ l ~ l ~ l ~  ' I- ' IW&dk I- 

Step 10 - Complete the appropriate fields based on request type and 
activity type. 

Step 11 - Click on the OK button. 

Note: The required fields for LENS are the same as those used on paper 
LSRs. For additional information on required fields, please refer to 
the LEO Implementation Guide. 

/- 
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BILL SECTION: 1 
Bill Seciinn: 

Provide the BtUSouthBilling Account Number to which recurrinp s n d n o n - r e c h g  charges for this request 
willbe bil led.IftheB~gAccountNumberis tobe assigned 

BihgAccountNumberl:[l 

elect "New". 

Select the Type ofService for whichthu; b b g  account was established 1-1 
Provide the BeUSouthAccountNumberto whichrecuning sndnonrecuning charges forthir r e q u e s t d b e  

billed.Ifthe B&gAccoWNumberis to be arsignedne ct  'New'. 

B i h g  Account Numberl: 

Selectthe Type ofService forwhichthis billing accountwas e s t a b l i s h e d : l m l  

Tax Exemption Status I 

Federal State County Local Muntc ip i  i 
-.-_I 

0 u u  0 0  
I 

Step 12 - Verify the information contained in the Bill Section. 

Step 13 - Click on the OK button. 
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! 

1 

,a- 

I 

CONTACT SECTION: . 
Contact Section: 

Name:J\RoomlMailStop:e 

Skeet  Address: 1 Floor: 

City +\State: U Z i p  Code: -1 
Telephone Numba: ~ I F u N u m b c r : ~ (  

Ini~tor 

Lmplcmeniation 

Telephone Number: Pager: 

Telephone Number: Pager: 

Street Address: IFloor: 

Emd Address: 

Telephone Numba: 7 l F u N u m b s r :  T I  

Step 14 - All fields shouId be populated with information provided on 
your profile. 

Step 15 - Click the OK button. 
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END USER NAME 

LOCATION AND ACCESS SECTION: 

Loeatinn And Aceerr 

I I u -- 

Step 16 - Verify End User Name (should be populated). 

Step 17 - Click on the OK button. 

,- 
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-. 

END USER BILLING ACCOUNT NUMBER SECTION: 

. ~ .... . .. . 

Step 19 - Enter the end user's billing account number. 

Step 20 - Click on the OK button. 

,- 
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/-. 

LINE DETAILS SECTION: 

Selected Telephone Numben 

0 205 988-4589 

Please c k k  on a klephenc number u tke table above b input the c o r n s p o w  hformaiiqn. 

....................... I.. . 

Dkecbry Lis- Inhrmaiiqn 

Select the type oflistingthat should appeer mindicate ifthe listing shouldnot be shown: 
Listed Name 

Listed Name: 
END USER NAKE I 

HuntingTypeCodcn 
~ 

Hunting Sequence I 
__ - ............ 
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LINE DETAILS SECTION Continued ... 
Q Basic Class of Sc&c 

Provide Basic Class o f S c & c e : u  

Step 21 - Click on a telephone number in the table to input the 
corresponding information. 

Step 22 - From the Line Activity pull down menu, select Disconnect. 

Step 23 - Complete the transfer call information (if requested). 

Step 24 - Click on the Accept TN Details for Selected TN button. 

Step 25 - Click on the Determine Due Date button. 

Step 26 - Verify Desired Due Date and M M  information. 

Step 27 - Click on the Calculate Due Date button. 

LENS will respond with the calculated due date. If the calculated due date is 
later than the desired due date, LENS will populate the desired due date in the 
Esective Bill Date field to stop billing on the customer's requested date. 

Step 28 - Click on the Submit LSR button. 
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Acknowledgment:. 

Version 2 
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LENS ensures that required fields are com!-.;te, based on the activity type, 
and responds with a message to indicate: 

That the order was successfully completed and submitted to BellSouth. 

Acknowledgement 

Thank You! 

Purchase Order Number: LENSTESTCFSOOOOI 
Version: 00 

w a s  submitted to BellSouth on Sunday, 05/11/1997 at 10:13 A M E D T  

OR 

LENS will reply with an error message. 

If you receive an error message, use the tool bar to return to the 
appropriate screen(s) to correct the errors and resubmit the LSR. 

_. __ - - 
~ I m u l x I ~ I ~  l ~ l ~ l ~ l ~ l ~  

. __  
Steps to be followed for error corrections: 

Step 1 - Using the tool bar return to the appropriate screen to correct errors 
and/or omissions. 

Step 2 - Go to the bottom of the screen and click on the appropriate button 
to accept the update(s). 

Step 3 - Click on Error List on the tool bar. 

Step 4 - Click on the Resubmit LSR button. 

,- 
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To Select a New or Additional Telephone Number and Keep 
Existing Features: 

The following steps can be followed to change an existing telephone number or add an 
additional line and keep the same features (no new features to be added) . The features 
the customer would like to convert with will need to be recapped in the Service Details 
section of the LSR. 

Step 1 - From the Main Menu click on Place Firm Order for Resale 
Request. 

Place a Firm Order 

Please select the Type of Activity, Type of Service 
and the State in which the End User is located 

__ -_ 
Actnnty Type SemceType ' -  State ' 

/-- 
Conversion As Speufied a m ; n . q  j 

Step 2 - Select Conversion As Specified as activity type. 

Step 3 - From the pull down menu, select service type. 

Step 4 - From the pull down menu, select the appropriate state. 

Step 5 - Enter 10 digit telephone number then click on the OK button. 

LENS will axk you to confirm your authorization to view the Customer Record 
for the account by clicking on the appropriate button: 

I certiry that I (or another representative of my company) have received 
this customer's pennicsion to access, review andlor copy his or her records. 

,-- 
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Step 6 - Click on the Authorized button if you are authorized to view the 
customer record for this account. LENS will respond with a copy 
of the customer record. Click on the Continue button to continue 
with the address validation. 

OR 

Click on the Not Authorized button to bypass the customer record 
and continue with the address validation. 

Step 7 - Click on the Continue button. 

Step 8 - Indicate the type of request needed by clicking Yes on: 

Is a New Telephone number to be assigned? 

OR 

Are Additional Telephone numbers to be assigned? 

Step 9 - Click on the Continue button. 

LENS will respond'with the address associated with the telephone number 
entered 

Step 10 - Click on the OK button after receiving the Completed 
Successfully message. 

Step 11 - From the pull down menu on the Select Telephone Numbers 
screen indicate the option you want: 

- Random Numbers 
- Vanity Numben 
- Easy Numbas 
- Ascending Line Digits 
- Descending Line Digits 
- Identical Line Digits 
- Sequential Line Numbers 

Step 12 - Click on the OK button. 



r .  
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Step 13 - Highlight the telephone number in the Available box then 
click on the Right Arrow button to move the number to the 
Selected box. 

Note: A maximum of 6 numbers may be kept. 

Available 
. 

205 403-6238 
205 733-0959 
205 733-1 534 
205 733-3706 
205 733-81 42 
205 733-8946 
205 985-4362 
205 985-4624 

Selected 

5 

J 

-. . . . . .. 

z 

Step 14 - Click on the Keep button. 

OR 

Manually enter your previously reserved telephone numbers (if 
applicable) into one of the blank boxes and click OK to continue. 

Step 15 - Click on the Process Firm Order button. 

Step 16 - Enter your PON. 
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Administrative Section 

Version 2 
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Related Order Number 

ExpcditeRequert? 0 D e s v e d D u e D a t e . ) m m q  

DenredDueDateOut I-1-N 
Project ID: I] 

Is a coordnatedHotCutbein(crequested? - -  
Does EST have an Agency Authonzabon onme? 0 Date of A u t h o n t y ~ ~ ~  e-1 

Authonzabon Name -1 
Select the type of semcc that applrer to the endurn  account [Gwernment- S'ng'e Line 

Telecomurncabona S e ~ c e  Pnonty 

Subrcnber Authornabon Number 
L 

Local Semce Provlder Authomahon Code n AuthonzabonDate (nmmllif 
I - 

U Authority Nme:  [ ICmier Identification Code: 

Step 17 - Complete the appropriate fields based on request type and 
activity type. 

Step 18 - Click on the OK button. 

Note: The required fields for LENS are the same as those used on paper 
LSRs. For additional information on required fields, please refer to 
the LEO Implementation Guide. 

/- 
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BILL SECTION: 

Bill Section: 

Provide t h e  EelSouth Billing Account Number to which recuning Mdnon-reeuning charges for this request 
d b e  billed.IftheBillvlgAccountNumberistobe a s r i p e d n e w w i t h ~ s r e  uesf se1ect"Naw". 

B a g  A c e o m  Number 1: 7 1  *@! 
Select the Type ofSetvice for whichthis biulng account was established: 

Provide the BellSouthAccountNumbnto whichrecrnring a n d n o n r e c d g  c h q e s  forthir request wi l l  be 
billed. Ifthe Billing Account Numbe 

BiUing Account Number 2 

Select the Type ofSenrice for whichthis biulng account was established: 

1 

- - - - - I  
Tax Exemption Status I 

Federal State Countv Local'Muanctpal I 

P 

. - 

BilhgName: :I 
Secondary Bdmg Name: 1 

Street Address: 

City 

Variable Tam AgrsamentInfomation: I] 

I 

,, 

Step 19 - Verify the information contained in the Bill Section. 

Step 20 - Click on the appropriate boxes to indicate your correct tax 
exemption status. 

Step 2 1 - Click on the OK button. 
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CONTACT SECTION: . 
Contact Section: 

Nmt:  7 I R o o d M a i l S t o p : n  

Street Address: Floor. 

City: +[State:aZtpCode:+] 

Telephone Numba: I I F a x N u m b c t . :  71 

lnitiabr 

Implementation 
ContnctNme: I I 

I 
Telephone Number I 1Pnger:l I 

Alternnte person to Contact: I/ 
Telephone Number: ( P . g m  I( 

Email Address: 

Telephon! Numba: r ] F a x N u m b e r :  7, 

Step 22 - All fields should be populated with information provided on 
your profile. 

Step 23 - Click on the OK button. 
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,-- 

LOCATION AND ACCESS SECTION: 

Location A d  Access 

Inside Wne ConlactName: ; 
Telephone Number: u 

h or& 

Step 24 - Verify End User Name and zip code. 

Step 25 - Enter Inside Wiring Options (if applicable). 

Step 26 - Click on the OK button. 
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END USER BILLING ACCOUNT NUMBER SECTION: 

Billing 
EndUsetlr B d b g  AccountNumberI 1 
Should the Fmal Bdi be sent to [Exlsttng Address 

FmalBdbgName e 1  
SecondatyBhgName I 

Street2 I) 
Floor n R o m  T I  

City F i s t a t e  U Z i p C o d e  n 
Fmd Bdl Contact N m e  (]Telephone Numbef 7 1  

1 

Street. 

Step 27 - Verify the end user's billing account number. 

Step 28 - From the pull down menu, select where the final bill should be 
sent. 

Step 29 - Click on the OK button. 

,- 
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DIRECTORY DELIVERY INFORMATION: 
Dimciary Delivcry Infornuiinn 

N m e :  

I 
L 1 

c/o 

i””------1 
C1ty / S t a t e  U Z I p C o d e  -1 
Closrng Date of Duectoty xf Advanced Littang requested m m q  
QuantityofWhitePage books to be s e n t : n  

Quantity ofYellowPage books to be s e n t o  

StandardI~ebaceCodef~YellowPage H e a d i n g u  

Indicate the Yellow Page Headmgunderwhichthis listing should be shown: 

Version 2 
June 17, I997 

Step 30 - All fields are optional. 

Note: This section should only be completed if the directories are to be 
delivered to an address other than the Listed Address. If your request 
is for a Business order, a Standard Interface Code (SIC) for the 
Yellow Page Heading is required. Also, a positive entry for the Yellow 
Page Heading is required. If none is required, enter None. 

Step 31 - Click the OK button. 
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I 

LINE DETAILS SECTION: 

Seleckd Telephone Numbers 

0 205 988-4589 

Please click on a klephoae number in the Mlc abm do input Urc cornspending hfwmaibn. 

- __ . _. . .. - 

. . . ... .~ .. .. . ~ . 

Direcdor). Lis- In6onnalioa 

Select the type ofhstingthat should appear or indicate ifthe listing shouldnot be shown: 
Listed Name 

ListedName: 
END USER NAllE 

HUl* 

Hunting Type C o d e 0  
-~ ~ 

Hunting Sequence I 
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,-- 
a B ~ L  chs  or ~ ~ d e  

Provide Basic Class ofService: 

,- 

Step 32 - Click on the first telephone number in the table to input 
corresponding information. The reference number is system 
populated. 

Step 33 - Select Add for Line Activity. 

NOTE: Enter additional numbers to convert (if applicable). 

Step 34 - Enter the Directory Listing Information. 

Step 35 - Enter Hunting details (if applicable). 
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Step 36 - Enter a Freeze PIC indicator if requested. Enter PICILPIC. 

Step 37 - Enter Jack Information (if applicable-associated with inside 
wiring). 

Step 38 - Enter Toll Billing Exceptions (if applicable). 

Step 39 - Recap USOC and feature detail information (if required) from 
the Customer Record for each feature to be converted. For 
additional information, please refer to the LEO Implementation 
Guide. 

Step 40 - From the Customer Record, enter the Basic Class of Service. 
For additionaI information, please refer to the LEO 
Implementation Guide. 

Step 41 - Click on the Accept TN Details for Selected TN button. 

NOTE: Repeat steps 32 - 41 if more than one telephone number was selected 
(or manually entered). 

,-- 
Step 42 - Click on the Determine Due Date button. 
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DETERMINE DUE DATE:. 

... 
NPA TTA CLLI community : 

~~ ~ ~~ ~ - 
... .................. 

601 829 JCSNMSNRBRANDON 

Type of Service: Business 
Number of Lues: 1 
Connect ThrouA: No 

Calculated Due Date: 119970515 I 
There is a PREMISE visit required 

Version 2 
June 17. I997 

Step 43 - Verify Desired Due Date and M M  information. 

Step 44 - Click on Calculate Due Date button. 

LENS will respond with a calculated due date, 

Note: Connect Through: 

No indicates that a premise visit will be required. 

Yes indicates that no premise visit will be required. 

Step 45 - Click on the Submit LSR button if the calculated due date is 
acceptable to the end user, otherwise, change the desired due date 
and repeat step 44. 
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Acknowledgment:. 

Version 2 
June 17,1997 

LENS ensures that required fields are complete, based on the activity type, 
and responds with a message to indicate: 

That the order was successfully completed and submitted to BellSouth. 

Acknowledgement 

Thank You! 

Purchase Order Number: LENSTESTCFSOOOOl 
Version: 00 

was submitted to BellSouth on Sunday, 05/11/1997 at 10:13 AM EDT 

OR 

LENS will reply with an error message. 

If you receive an error message, use the tool bar to return to the 
appropriate screen(s) to correct the errors and resubmit the LSR. 

_ _  
Aw€!m&sl€u42xI~ILoaMnllor * l ~ l ~ l ~ l ~ i ~  

Steps to be followed for error corrections: 

Step 1 - Using the tool bar return to the appropriate screen to correct errors 
and/or omissions. 

Step 2 - Go to the bottom of the screen and click on the appropriate button 
to accept the update@). 

Step 3 - Click on Error List on the tool bar. 

Step 4 - Click on the Resubmit LSR button. 
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Conversion As Specified: 

Version 2 
June 17,1997 

To Select Additional Features or Services for Existing 
Telephone Number: 

The following steps will guide you through adding new features in additional to those 
being converted for an existing telephone number. 

Step 1 - From the Main Menu click on Place Firm Order for Resale 
Request. 

Place a Firm Order 

Please select the Type of Activity, Type of Service 
and the State in which the End User is located: 

.. -. 

Activity Type SerriccType i State i 
i . .. ... . , -.. . .. . . .. . . .. -~ .. 

Conversion As Specified I 

Step 2 - Select Conversion As Specified for the activity type. 

Step 3 - From the pull down menu, select service ope. 

Step 4 - From the pull down menu, select the appropriate state. 

Step 5 - Enter 10 digit telephone number and click on the OK button. 

LENS will ask you to confirm your authorization to view the Customer Record 
for the account by clicking on the appropriate button: 

I certify that I (or another representative of my company) have received 
this customer's permission to access, review andlor copy his or her records. 

Step 6 - Click on the Authorized button if you are authorized to view the 
customer record for this account. LENS will respond with a copy 
of the customer record. Click on the Continue button to continue 
with the address validation. 
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OR 

Click on the Not Authorized button to bypass the customer record 
and continue with the address validation. 

: 

Step 7 - Click on the Continue button. 

Step 8 - Indicate the type of request needed by selecting Are new features ‘ 

or services being requested? 

Step 9 - Click on the Continue button. 

LENS will respond with the address associated with the tefephone number 
entered. 

MEMORYCALL 
CALLDETAIL 

Step 10 - Click on the OK button after receiving the Completed 
Successfully message. 

Step 11 - Click on Reserved Telephone Number to select services. 

Step 12 - View Line and Switch Details. 

Step 13 - In the Line Details box, select your Long Distance Carrier’s 
PICLPIC either by clicking on the carrier’s name, or by 
manually entering the appropriate code. 

To select new features for an akting telephone number: 

Step 14 - Select the service you want, click on Show Features for Service 
button. 

Services for DYBHELOSRSO 1 

1 MAKE BUSYjNIGHT TRANSFER 
FAX 
800 SVC-CWI SEL ON REV CH I 

1 
1 IMWI VISUAL 
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Step 15 - Click on a feature to add it to the Selected Features table. 

Name Extended Name Status Date Avail 

MEMORYCALL RES-AUBUXN/OPELIKA A 1997103122 
ANSWERINGSVC ONLY 

A 199?/03/22 ANSWERING SVC 
MEMORYCALL BUSINESS A 1997103Q.2 
ANSWERWG SVC ____ - 

A N S  SVC RESDNL 

MEMORYCALL E S m m C E  

RES MESSAGING N 
hAT'hfnRVf' A T T  I 

USOC T a d  
Note! 

MBBAO 

MBBRX 

SMBBX 

MRMXX 

Note: To remove a feature from the Selected Features table 
click on the feature. To remove all features, click on the Remove All 
Features button. 

Step 16 - Click on the Return to Switch Details button. 

Repeat steps I4 - 16 to add additional features. 

Step 17 - When finished selecting features, click on the Return to 
Reserved Telephone Numbers button. 

A check mark should now appear next to the telephone number to 
indicate that you have completed selecting features for that line. 

Step 18 - Click on the Continue to LSR button. 

Step 19 - Click on the Process Firm Order button. 

Step 20 - Enter your PON. 

,- 
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ADMINISTRATIVE SECTION: 

Administrative Section 

Step 21 - Complete the appropriate fields based on request type and 
activity type. 

Step 22 - Click on the OK button. 

Note: The required fields for LENS are the same as those used on paper 
LSRs. For additional information on required fields, please refer to 
the LEO Implementation Guide. 
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BILL SECTION: 

Bill Section: 

Provide the BeSouth Billing Account Number to whichrecuning and non-recurring charges forthts request 
d b e  

Billing Account Number 1: 

SclecttheType ofSenriceforwhichthis brlLngaccountwas e s t a b k h e d l q  

Provide the BefLSouIh Account Number to which recurring and non recuning charges for this request will be 
billed. IftheBillingAccountNumberkto be assignednewwrth ct'New". 

B l l l m g A c c o u n t N u m b e r 2 : I  

SelecttheType ofSenriceforwhich~brlLngaccouotwas establichedl-4 

_ _ _ _ _ _ _ _ _ _  -__I 

Tax Exemption Status I __ - - 
Federal State County Loca! Muolapal/ 

Step 23 - Verify the information contained in the Bill Section. 

Step 24 - Click on the appropriate boxes to indicate your correct tax 
exemption status. 

Step 25 - Click on the OK button. 
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EndUsetNme: 

Version 2 
June 17.1997 

END USER NAWE 

Skeet: 

Inside Wke Contact Name: L 
Telephone Number 

END USER ADDRESS 1 

Step 28- Verify End User Name and zip code. 

Step 29 - Click on the OK button. 

/- 
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END USER BILLING ACCOUNT NUMBER SECTION: 

Billing 

Step 30 - Verify the end user's billing account number. 

Step 3 1 - Full the pull down menu, select where the final bill should be 
sent. 

Step 32 - Click on the OK button. 
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DIRECTORY DELIVERY INFORMATION: 
DkreioyLkliveyIn6P~tiOJI 

Name: 
r I 

c/o 

I I 

C i t y : l ] S t a t e : O Z l p C o d e : I  

Closing Date of Directoxy if Advanced Listing requested: I/-pJ)$ 
Quantity of White Page books t o  be sent: 0 
Quantdty of Yellow Page books to be smtc] 

Standard Intexface Code for Yellow Page H e a c l m & n  ,--- 

IndicatetheYellowPageHeadingunderw~chthirlirtingshouldbe shown: 
I I 

,- 

Step 33 - All fields are optional. 

Note: This section should only be completed if the directories are to be 
delivered to an address other than the Listed Address. If your request 
is for a Business order, a Standard Interface Code (SIC) for the 
Yellow Page Heading is required. Also, a positive entry for the Yellow 
Page Heading is required. If none is required, enter None. 

Step 34 - Click the OK button. 
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Firm Order - Conversion As Specified 
Version 2 

June 17, I997 

LINE DETAILS SECTION: 

Selected TeLphonc Numberr 
- 

205988-4589 

Please click on a klcphone number in the table abm lo input the c o m r p o ~  in6orllution. 

- . -- - _  

Select the  type oflistingthat should appear orindrcate ifthe listmg shouldnot be shown: 
Listed Name 

Listed Name: 
END USER NAHE 

Hunt Group A c t ~ t y  l N w  

Huntmg Sequence 

la HunttngType Code 0 
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j- 

LINE DETAILS SECTION Cont .... 

Q JackInfanuiion 

JackCode t o  t e r n a t e  the r m c e  ( J N e w  Jackberngrequested? 0 
Jack Number at enduser conneckon Enter 99 rfunknown 0 
Q oplions Requested 

Toll B d h g  Excepkon IN/A 

Q Bait Class of Selvice 

Provide Baric Class o f S e r v i c e : F l  

Version 2 
June 17,1997 

Step 35 - Click on the first telephone number in the table to input 
corresponding information. The reference number is system 
populated. 

c 

Step 36 - From the Line Activity pull down menu, select Add. 

Step 37 - Enter Hunting details (if applicable). 

Step 38 - Enter a Freeze PIC indicator if requested. PICLPIC are 
automatically populated if selected via the Features and Services 
menu. This information may also be manually entered. 

Step 39 - Enter Toll Billing Exceptions (if applicable). 
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Step 40 - The USOCs.for new features added earlier will be system 
populated. You will need to enter the USOCs for the existing 
features being converted, along with feature detail information (if 
required) from the Customer Record. For additional information, 
please refer to the LEO Implementation Guide. 

Step 41 - From the Customer Record, enter the Basic Class of Service. 
For additional information, please refer to the LEO 
Implementation Guide. 

Step 42 - Click on the Accept TN Details for Selected TN button. 

NOTE: Repeat steps 35 - 42 if multiple lines were selected. 

Step 43 - Click on Determine Due Date button. 
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DETERMINE DUE DATE: 

......... 

NPA TTA CLLI community 
601 829 J C S N M S N R B W O N  

__ ................... 

AENPM mn 
Type of Sennce. Business 
Number of Lines 1 
Connect Through NO 

Calculated Due Date: r-1 
There is a PREMISE Wit required 

Version 2 
June 17,1997 

. .  . ..... .... .. . . . . . . . . . . . . . . .  

IldaRmikl- B d m j r n r t n h y I B i B i u 3 I ~ I ~  I- ' I p i p c a n = ~  
- ..... .~ 

Step 44 - Verify Desired Due Date and A W M  information. 

Step 45 - Click on Calculate Due Date button. 

LENS will respond with a calcuhted due date. 

Note: Connect Through: 

No indicates that a premise visit will be required. 

Yes indicates that DO premise visit will be required. 

Step 46 - Click on the Submit LSR button if the calculated due date is acceptable 
to the end user, otherwise, change the desired due date and repeat step 45. 
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Finn Order - Conversion AS Specified 

Acknowledgment:. 

Version 2 
June I?. 1997 

LENS ensures that required fields are complete, based on the activity type, 
and responds with a message to indicate: 

That the order was successfully completed and submitted to BellSouth. 

Acknowledgement 

Thank You! 

Purchase Order Number: LENSTESTCFSOOOOl 
Version: 00 

was submitted to BellSouth on Sunday, 05/11/1997 at 10:13 AM EDT 

OR 

LENS will reply with an error message. 

If you receive an error message, use the tool bar to return to the 
appropriate screen(s) to correct the errors and resubmit the LSR. 

Steps to be followed for error corrections: 

Step 1 - Using the tool bar return to the appropriate screen to correct errors 
and/or omissions. 

Step 2 - Go to the bottom of the screen and click on the appropriate button 
to accept the update(s). 

Step 3 - Click on Error List on the tool bar. 

Step 4 - Click on the Resubmit LSR button. 
/- 
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f 
Conversion A s  Specified: 

Version 2 
June 17,1997 

To Select a New or Additional Telephone ..umber and New 
Features: 

The following steps will guide you through changing your existing number or adding an 
additional line and selecting new features. Existing features that need to be converted 
will need to be recapped in the Service Details section of the LSR. 

Step 1 - From the Main Menu click on Place Firm Order fur Resale 
Request. 

Place a Firm Order 

Please select the Type of Activity, Type of Service 
and the State inwhich the End User is located 

ScrviccType j State Activ~ty Type 1 
.... ~~ ~ ~ .. ~ .. ... . . . ... , 

[Conversion As Specified Iq ;m 1 
! I 

Step 2 - Select Conversion As Specified for the activity type. 

Step 3 - From the pull down menu, select service type. 

Step 4 - From the pull down menu, select the appropriate state. 

Step 5 - Enter a 10 digit telephone number and click on the OK button. 

LENS will ask you to confirm your aufhorization to view the Customer Record 
for the account by clicking on the appropriate button: 

I certify that I (or another representative of my company) have received 
this customer's permission to access, review andlor copy his or her records. 
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Version 2 

June 17.1997 

Step 6 - Click on the Authorized button if you are authorized to view the 
customer record for this account. LENS will respond with a copy 
of the customer record. Click on the Continue button to continue 
with the address validation. 

OR 

Click on the Not Authorized button to bypass the customer record 
and continue with the address validation. 

Step 7 - Click on the Continue button. 

Step 8 - Indicate the type of request needed by selecting: 

Is a New Telephone number to be assigned? 

Are Additional Telephone numbers to be assigned? 

Are New Features Services being requested? 

Step 9 - Click on the Continue button. 

LENS will respond with the address associated with rhe ielephone number 
entered 

Step 10 - Click on the OK button after receiving the Completed 
Successfully message. 

Step 11 - From the pull down menu on the Select Telephone Numbers 
screen indicate the option you want: 

- Random Numbers 
- Vanity Numbers 

- Ascending Line Digits 
- Descending Line Digits 
- Identical Line Digits 
- Sequential Line Numbers 

- Easy N~mbers 

1 

,- 

I 

Step 12 - Click on the OK button. 
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Firm Order - Conversion As Specified 
Version 2 

June 17, I997 

Step 13 - Highlight the telephone number in the Available box then 
click on the Right Arrow button to move the number to the 
Selected box. 

Note: A maximum of 6 numbers may be kept. 

.. .. ~ . . . :  . . . . . 

Available 

205 403-6238 
205 733-0959 
205 733-1 534 
205 733-3706 
205 733-81 42 
205 733-8946 
205 985-4362 
205 985-4624 

El 

El 

._ 
Selected 

. .. ~- ~ .... .. 
E 

t 
.. . . I  

- 
... . . .. -. . 

P 

Step 14 - Click on the Keep button. 

OR 

Manually enter your previously reserved telephone numbers (if 
applicable) into one of the blank boxes and click OK to continue. 

Step 15 - Click on Reserved Telephone Number to select new services. 

Step 16 - View Line and Switch Details. 

Step 17 - In the Line Details box, select your Long Distance C&er(s) 
PICLPIC either by clicking on the carrier’s name, or by 
manually entering the appropriate code. 

,- 
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Name Extended Name Status Date Avail USOC 

Version 2 
June 17, I997 

Tariff 
Notes - 

Selecting new features: 

MEMORYCALL RES-AUBURN1OPELX.A A 1997/03122 
ANSWERINGSVC ONLY 
MEMORYCALL REmmCE A 1997103122 
ANSWERING SVC 
MEMORYCALL BUSINESS A 1997103122 
ANSWERING SVC 

ANS SVC RESDNL 
hfl’hfnRVf‘ATT I 

i 
I RES MESSAGING 

Step 18 - Select the service you want, then click on the Show Features for 
Services button. 

MBBAO 

MBBRX 

SMBBX 

MRMXXI 

1 

1 

I 

Services for DYBHFLOSRSO 
~. . 

MAKE BUSY/NIGHTTRANSFER 

800 SVC-CXR SEL ON REV CH 

Step 19 - Click on a feature to add it to the Selected Features table. 

Note: To remove a feature from the Selected Features table, click on 
the feature. To remove all features, click on the Remove All Features 
button. 

Step 20 - Click on the Return to Switch Details button. 

Repeat steps 18 - 20 to add additional features. 
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Firm Order - Conversion As Specfled 
Version 2 

June 17,1997 

A check mark should~now appear next to the telephone number to 
indicate that you have completed selecting features for that line. 

Step 22 - Click on the Continue to LSR button. 

Step 23 - Click on the Process Firm Order button. 

Step 24 - Enter your PON. 

,-- 
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Firm Order - Conversion As Specified 

ADMINISTRATIVE SECTION: 

Administrative Section 

Version 2 
June 17.1997 

RelntedOrderNumber 1 
Expedtte Request? 0 DesuedDue Date ~~~~~1 

DesrredDueDate Out mmmq 
Project ID: I( 

Is a coordnatedHotCutberngrequerted? 0 
DoesEST have nnAgencyAAulhomnbononNe? 0 Date of A u t h o n t y l - ~ ~ ~ ~  

I 

Subscnber Authomntmn Number 

LocdSernce Provrder AuthonzatronCode )AuthonznUonDate I-m(q 
Authonty Name. &)CmerI&&c&onCode 0 

Step 25 - Complete the appropriate fields based on request type and 
activity type. 

Step 26 - Click on the OK button. 

Note: The required fields for LENS are the same as those used on paper 
LSRs. For additional information on required fields, please refer to 
the LEO Implementation Guide. 
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Firm Order - Conversion As Specijied 

BILL SECTION: 

Version 2 
June 17,1997 

Bill Section: 

Provide the BellSouthBilling AccounrNumber~ which recurring andnon-recurring charges forthis request 
will be b9sd. If the BdhngAccount Number is to be assigned 

B i l l i n g A c c o u n t N u m b e r 1 : r I  

elect "New" 

SelecttheType ofSenriceforwhichthisbillingaccountwas established-1 

Provide the BellSouthAccount Number to whichrcnrrdng andnonre ' 

billed. IftheBillingAccountNumberis to be assigncdne 

Billing Account Number 2: 7 1  
SelecttheType ofSenricefotwhchthisbillingaceountwas established- 

I Tax &emption Status 

Federal State County Local Murunpal I 
0 o n  o n  

I 

Street Address: 1 IFloor.  room: I I 
City[(State:nZipCode:-I 

Billing Contact: I] 
Telephone Number. - 

Vhdable TsrmAgrsmcntMom.tion: 

Step 27 - Verify the information contained in the Bill Section. 

Step 28 - Click on the appropriate boxes to indicate your correct tax 
exemption status. 

Step 29 - Click on the OK button. 
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CONTACT SECTION: 
Contact Section: 

Name ~ ] R o o m / M a t l S t ~ p  

Street Address (Floor 

ctty ]L]State O Z t p C o d e  -1 
Telephone Number 7 1 F u N u m b e r  7 1  

Initiator 

Iqkmcntation 
Contact Name: 7 1  

Telephone Number: ~ I P a g e r ~ ~  

Telephone Number: 7 1 P a g e r :  7 1  - Alternate person to Contact: 

@I 
Step 30 - All fields should be populated with information provided on 

your profile. 

Step 3 1 - Click on the OK button. 
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EadUserNme: 

Version 2 
June 17,1997 

END USER NAXE 

Street: 

Inside Wne Contact Nane: - 
Telephone Number: 7 1  

END USER ADDRESS 

Step 32- Verify End User Name and zip code. 

Step 33 - Enter Inside Wiring Options (if applicable). 

Step 34 - Click on the OK button. 
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END USER BILLING ACCOUNT NUMBER SECTION: 

P 

Step 35 - Verify the end user's billing account number. 

Step 36 - Full the pull down menu, select where the f d  bill should be 
sent. 

Step 37 - Click on the OK button. 
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/- 

DIRECTORY DELIVERY INFORMATION: 

I I 

c/o 

Address: 

I I 

City: Y l S l a t e :  n.2~ Code: -1 
Closing Date of Dkcctoty if Advanced histing requested: 

Quantity of White Page books to be sent: 

QuantttyofYenowPagebookstobe 

/-- 
Stwdardlntedace Code forYellowPage Heading 

,-- 

Version 2 
June 17.1997 

Step 38 - All fields are optional. 

Note: This section should only be completed if the directories are to be 
delivered to an address other than the Listed Address. If your request 
is for a Business order, a Standard Interface Code (SIC) for the 
Yellow Page Heading is required. Also, a positive entfy for the Yellow 
Page Heading is required. If none is required, enter None. 

Step 39 - Click the OK button. 
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Version 2 
June 1% I997 

LINE DETAILS SECTION:, 

SekckdTekphone Numberr 

0 205988-4589 _- 
Pkase click ON a telephone number in the table above io input the corrtsponding infannation. 

........ ............... ... . 

Dkrciory Listing In6omation 

/--- Listed Name: 
END USER NAKE 1 

Hunting Sequence 1 
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LINE DETAILS SECTION Continued. .. 

I I 

Feetuze Actmdy I-qFeature Codes ) D R S F e -  D e t d  

/RNP B 

Feature A m t y  /-Feature Coder )\Feataxe D e t d  

/-- 

P Basic Class of Serviec 

Provide Basic Class ofSenice: 

Version 2 
June 17. I997 

Step 40 - Click on the fmt telephone number in the table to input 
corresponding information. The reference number is system 
populated. 

Step 41 - Select Add as Line Activity. 

Step 42 - Enter the Directory Listing Information. 

Step 43 - Enter Hunting details (if applicable). 
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-. 

7. 

Version 2 
June 17,1997 

Step 44 - Enter a Freeze PIC indicator if requested. PICLPIC are 
automatically populated if selected via View Features and 
Services. This information may also be manually entered. 

Step 45 - Enter Jack Information (if applicable--associated with inside 
wiring). 

Step 46 - Enter Toll Billing Exceptions (if applicable). 

Step 47 - Feature Codes (USOCs) will be system populated if selected via 
the View Features and Services option, or they may be 
manually entered. Refer to the Customer Record for each service 
to be converted. Enter the Feature Detail information for each 
feature/service (if required). For additional information, please 
refer to the LEO Implementation Guide. 

Step 48 - From the Customer Record, enter the Basic Class of Service. 
For additional information, please refer to the LEO 
Implementation Guide. 

Step 49 - Click on the Accept TN Details for Selected TN button. 

NOTE: Repeat steps 40 - 49 if more than one lie was selected. 

Step 50 - Click on Determine Due Date button. 
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DETERMINE DUE DATE:. 

Communi@ ' ____ NPA TTA CLLI 

601 829 JCSNMSNRBRANDON 
-- 
- 

Type of Sen& Business 
Number o f h e s :  1 
Connect Througfi: No 

There is a PREMISE Visit required 

Version 2 
June 17.1997 

Step 5 1 - Verify Desired Due Date and AM/PM information. 

Step 52 - Click on Calculate Due Date button. 

LENS will respond with a Calculated due date. 

Note: Connect Through: 

No indicates that a premise visit will be required. 

Yes indicates that no premise visit will be required. 

Step 53 - Click on the Submit LSR button if the calculated due date is 
acceptable to the end user, otherwise, change the desired due date 
and repeat step 52. 
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Firm Order - Conversion As Specifed 

Acknowledgment:. 

Version 2 
June 17,1997 

LENS ensures that required fields are complete, based on the activity type, 
and responds with a message to indicate: 

That the order was successfully completed and submitted to BellSouth. 

Acknowiedgement 

Thank You! 

Purchase Order Number: LENSTESTCFSOOOOI 
Version: 00 

w a s  submitted to BellSouth on Sunday, 05/11/1997 at 1O:U AM EDT 

OR 

LENS will reply with an error message. 

If you receive an error message, use the tool bar to return to the 
appropriate screen(s) to correct the errors and resubmit the LSR. 

Steps to be followed for error corrections: 

Step 1 - Using the tool bar return to the appropriate screen to correct errors 
and/or omissions. 

Step 2 - Go to the bottom of the screen and click on the appropriate button 
to accept the update(s). 

Step 3 - Click on Error List on the tool bar. 

Step 4 - Click on the Resubmit LSR button. 

Page 100 



I-- 

Firm Order - Conversion As Is 

Conversion As Is:. 

Version 2 
June 17,1997 

The following steps will guide you in completing the LSR for a customer converting their 
service(s) as is, with no changes. This is in essence, a billing change only. 

Step 1 - From the Main Menu click on Place Firm Order for Resale 
Request. 

Step 2 - From the Activity Type pull down menu, select Conversion As 
IS. 

Place a Firm Order 

Please select the Type of A*, Type of Service 
and the State inwhich the End User is located: 

Acti~~ty Type i SerPiceType State 1 

Step 3 - From the pull down menu, select service type. 

Step 4 - From the pull down menu, select the appropriate state. 

Step 5 - Enter 10 digit telephone number and click on the OK button. 

LENS will ask you to confirm your authoruatwn to view the Customer Record 
for the account by clicking on the appropriate button: 

I certirjr that I (or another reprerentstiw of my company) have received 
this customer's permission to access, review andlor copy his or her records. 
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Firm Order - Conversion As Is 
Version 2 

June 17,1997 

Step 6 - Click on the Authorized button if you are authorized to view the 
customer record for this account. LENS will respond with a copy 
of the customer record. Click on the Continue button to continue 
with the address validation. 

OR 

Click on the Not Authorized button to bypass the customer record 
and continue with the address validation. 

Step 7 - Click on the Continue button. 

LENS will respond with the address associated with the telephone number 
entered 

Steep 8 - Click on the OK button after receiving the Completed 
Successfully message. 

Step 9 - Click on the Process Firm Order button. 

Step 10 - Enter your PON. 
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/-- 

Version 2 
June 17,1997 

_- 

ADMINISTRATIVE SECTION: 

Administrative Section 
~ 

RelatedOrder Number 

ExpedrteRequest? D e s v e d D u e D a t e [ ~ ~ ~  

DesvedDue Date 0utl-n-q 
Piojeet ID j 

Is a coordmated Hat Cut bemgreauerted? 0 

Step 11 - Complete the appropriate fields based on request type and 
activity type. 

Step 12 - Click on the OK button. 

Note: The required fields for LENS are the same as those used on paper 
LSRs. For additional information on required fields, please refer to 
the LEO Implementation Guide. 
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r' 

BILL SECTION: 

Version 2 
June 17.1997 

ProvidetheBe~outhBillingAccountNumbcrto ~ c h r e c u n i n g  Mdnon-recuningch~ges forthis request 
~beb~ed.IftheBil l tngAccountNumberistobe assigned elect "New" 

Billing Accormt Number 1: 7 1  
Select t h e  Type of Senice for wbich this billing account was established 

Pmvide t h e  BcllSouthAccount Number to whkhrenndng andnonrecunhrg charges forthis requestwill be 
bi l led.~theBit l ingAceountN~eristo be assignedne Ct.Nn*.. 

Bitling Account Number 2: 

SclecttheType ofSnviceforwhichthisbiUmgacsountwas established- 

TaxExemption Status ---- 
Federal i sm COW b c a l  Mutici~al i 

Step 13 - Verify the information contained in the Bill Section. 

Step 14 - Click on the appropriate boxes to indicate your correct tax 
exemption status. 

Step 15 - Click on the OK button. 
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/- 

Version 2 
June 17,1997 

Inplenaeatation 
Contact Name: 7 1  

Telephone Number. I p e p . . c _ _ _ _ 7  

Alternate personto Contact - 
Telephone Number. 

,-- 
Step 16 - All fields should be populated with information provided on 

your profile. 

Step 17 - Click on the OK button. 
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Firm Order - Conversion Ar Is 

Street: 

LOCATION AND ACCESS SECTION: 

END USER ADDRESS 

_- 

Version 2 
June 17,1997 

Inside Wm Contact Name: L 
Telephone Number. 

Step 18 - Verify End User Name and zip code. 

Step 19 - Click on the OK button. 

,- 
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.- 

I 

Version 2 
June 17,1997 

END USER BILLING ACCOUNT NUMBER SECTION: 

Step 20 - Enter the end user's billing account number. 

Step 21 - Full the pull down menu, select where the final bill should be 
sent. 

Step 22 - Click on the OK button. 
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Version 2 

June I?. 1997 

/-- 

LINE DETAILS SECTION:. 

Sele&tEkphone Numbers 

0 205988-4589 

D i r e c b y L i r l i ~ ~ g  I.bnnalion 

Selectthe type ofIistingthatshouldappe~ormelieateifUle~shouldnotbe shown: 
Listed Name 

IistedName: 
I E N D  USER NAQ I 
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Firm Order - Conversion As Is 
Version 2 

June 17.1997 

LINE DETAILS SECTION,, Continued ... 

Step 23 - Click on the first telephone number in the table to input 
corresponding information. The reference number is system 
populated. 

Step 24 - Select Add for Line Activity. 

Step 25 - Click on the Accept TN Details for Selected TN button. 

Step 26 - Click on Determine Due Date button. 
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DETERMINE DUE DATE:. 

... . . . ~ .. . .... . 

-- - 
NPA TTA CLLI community __---____- 
601 829 JCSNMSNRBRANDON 
~- - 

Deared D u e  Date 1 7  
AMlPM 1- 

Type of Semce. Business 
Numberofhes 1 
Cormect Through No 

Calculated Due Date: [- 

There is a PREMISE Wit required 

Version 2 
June17,1997 

Step 27 - Verify Desired Due Date and AM/PM information. 

Step 28 - Click on Calculate Due Date button. 

LENS will respond with a calculated due dare. 

Note: Connect Through: 

No indicates that a premise visit will be required. 

Yes indicates that no premise visit will be required. 

Step 29 - Click on the Submit LSR button if the calculated due date is 
acceptable to the end user, otherwise, change the desired due date 
and repeat step 28. 



Firm Order - Conversion As Is 

Acknowledgment:. 

Version 2 
June 17. 1997 

LENS ensures that required fields are complete, based on the activity type, 
and responds with a message to indicate: 

That the order was successfully completed and submitted to BellSouth. 

Ackndedgernent 

Thank Y old 

Purchase Order Number: LENS"ESTL'FS00001 
Version: 00 

was submitted to BellSouth on Sunday, 05flUl.997 at 10:13 AMEDT 

OR 

LENS will reply with an error message. 

If you receive an error message, use the tool bar to return to the 
appropriate screen@) to correct the errors and resubmit the LSR. 

Steps to be followed for error corrections: 

Step 1 - Using the tool bar return to the appropriate screen to correct errors 
andor omissions. 

Step 2 - Go to the bottom of the screen and click on the appropriate button 
to accept the update@. 

Step 3 - Click on Error List on the tool bar. 

Step 4 - Click on the Resubmit LSR button. 
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6 VIEW FIRM ORDER CONFIRMATlONSlCOMPLETlON 
NOTICES: 

- 

Step 1 - From the Main Menu, click on View FOC/CN. 

Step 2 - Select a From Date to receive a range of PONS to choose from. 

Note: The selected day must be within 45 days of the current date. 

Note: LENS will only display FOCs and/or C N s  for orders submitted via 
LENS. 

Step 3 - Click on the Retrieve PONS button. 

Step 4 - Review the list of PONS and click on a specific PON to view the details. 
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Following is a copy of the detaik for the selected PON: 

USERPHONE 6014678965 
60-95 

HAEDRAHAGAN 

11997-05-11 
~SHAH043000007 
i 

RTN 

Orde 

Note: Click on the Do Not Show Next Time button if you do not want the 
selected PON to be shown the next time the list is displayed. 

Step 5 - Click on the Main Menu button. 

P. 
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PON: 

Version 2 
June 17,1997 

LENSBAH043000007 

, 

17 VIEW ORDER STATUS: I 
Step 1 - From the Main Menu, click on View Order Status. 

Step 2 - Enter the PON of the service order you wish to view. 

Step 3 - Click on the Status button. 

Step 4 - LENS responds with an order status indicator: 

Please enter the “PON” ofthe service order 

Status: No faakties available 

Some additional status indicators you may see are: 

- Order Completed 

- Awaiting Assignments 

- Order rejected for errors 

- Order canceled 

- Missed appointment 

- Order ready to be worked 

Step 5 - Click on the Main Menu button. 

,- 
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00 970412 1342 
00 970412 1341 
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18 VIEW LSR IN ERROR I 
We recommend you wait 2 - 3 minutes to allow the Local Exchange Ordering 

database time to validate the LSR before selecting this option. 

Step 1 - From the Main Menu, click on View LSR in Error. 

Step 2 - Select a From Date to receive a range of LSRs to choose from. 

Note: The selected day should be within 45 days of the current date. 

Step 3 - Click on the Retrieve LSR Errors button. 

View LSR Errors 

Please select a "From Date" to reiaieve the list of LSR Errors. 
The selected day should be within 45 days from the current day. 

Step 4 - Click on the appropriate PON to view the error details. 

LENSLGS041200008 (00 1970412 11325 
LENSLGS041200007 IO0 1970412 I1310 
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Following is a copy of the details for the selected PON: 

Error Details for '1 LENSMpw41200001 
/MISSING - TELEPHONE 
m E R  
MISSING - LINE 

MISSING - LOCAL 

MISSING - DESIRED DUE 

Step 5 - Click on the Main Menu button. 

Version 2 
June 17,1997 
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19 CHANGE EXISTING REQUEST: I 
Step 1 - From the Main Menu, click on Change Existing Request. 

Step 2 - Enter the PON to be changed or supplemented. 

Step 3 - Click on the Submit button. 

Step 4 - Indicate the reason for the change to the-request: 

Cancel - Cancel pending order 

Change Due Date - Change the due date on a pending order. 

To Cancel: 

Step 1 - Click on the Cancel Request button. 

Step 2 - Click on the Main Menu button to return to the Main Menu. 

To Change the Due Date: 

Step 1 - Click on the Change Due Date button. 

Step 2 - Enter the new desired due date. 

Step 3 - Click on the Calculate New Due Date button. 

Step 4 - When you receive the new due date, click on the Change Due 
Date button. 

Step 5 - Click on the Main Menu button to return to the Main Menu. 
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10 LOGGING OFF THE LOCAL EXCHANGE NAVIGATION 
SYSTEM 

Step 1 - From the Main Menu, click on the Log Off button. 

Step 2 - Click on the OK button, to complete the log off operation. 

Thank you for using LENS. 

Step 3 - Either exit your Web Browser, or enter a new URL. 
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f I I TROUBLE SHOOTING: I 
Some of the common error messages andpossible solutions are lkted below: 

Address Validation Failed: 

- Verify that you entered the address using ALL CAPITAL LETTERS. 

- Verify that you are using a 91 1E911 compliant address? If the address is not in 
91 1E911 database, call the LCSC for assistance in getting the address added. 

- If a routehox address is used, you also need a street or highway name. If this 
information is not available, ask for a neighbor’s address, or a nearby telephone 
number to help identify the location. 

- Addresses located in Independent Company territory are not valid in BellSouth 
internal systems. 

Document Contains No Data: 

- This is a known problem which occurs while running Netscape 3.X with 
Windows 3 .X 

- This message also appears if LENS has logged you off due to inactivity of 15 
minutes or more. 

Sync Contract Failed 

One of the back end systems cannot be reached and the conhact times out. You 
have to try again at a later time. 

- If the problem is isolated to a particular state, the trouble is probably a 
temporary problem with that state’s link. 

- If the problem is not isolated to a particular state, there may be a problem with 
your UserID. 

Document Contains No Data: 

- This is a known Netscape (3.X with Windows 3.X) problem. You must log back 
on to LENS. 

- LENS logs you off after 15 minutes of inactiviity. You must iog back on to 
LENS. 
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Sync Contract Failed 
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- One of the down stream systems cannot be reached and the contract times out. 
You have to try again at a later time. 
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112 MOST COMMONLY ASKED QUESTIONS: 1 
Q 
A 

Q 
A 

Q 

A 

Q 
A 

Q 
A 

Q 

A 

Will LENS contain Tariff Rates? 

No. End user rates may be found in the appropriate state General Service 
Subscriber Tariff. Some end user rates may vary due to contractual 
agreements with BellSouth, and will not be available in LENS. 

Can LENS access Independent Company (ICO) information? 

No. IC0 information is not contained in any of BellSouth’s systems and, 
therefore cannot be accessed by LENS. 

Will I be able to view previously FAX‘d in orders now that I can use 
LENS? 

No. 

Can I view Customer Records via LENS? 

Not at this time. You will have this capability with LENS by the end of 
June, 1997. 

Can I view orders issued by other CLECs or BellSouth? 

No. All orders placed via LENS are Company Code restricted. 

Why does COIN information show up under Residential Available PIC 
Carriers? 

COIN is shown, because in some states, COIN service is categorized for 
both residential and business. A residential scenario would be a coin 
telephone located in a college dormitory and in some states prison coin 
phones are residential, as well. 
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Why are features displayed which are not available and there is also no 
future date they will be available? 

Some customers have services that are no longer offered, such as ESSX 
service. We refer to those services as “being Grandfather”. You may 
see them on existing customer records and should be familiar with ine 
current status of the product or feature. In these cases, there is no 
available date because the feature is no longer available. 

There are other instances, where a feature is not available, due to the tariff 
not being effective. When that is the case, the tariff effective date is 
shown. 

For a Firm Order, how do you know what fields are required? Can the 
required fields be marked with an *, color coded, etc.? 

Required fields will vary based on the activity types and request type. 
Because LENS was developed to meet current BellSouth guidelines, we 
are somewhat limited in the functionality that may be provided. The 
original requirement WBS to “color code” required fields, however, we 
would need JAVA which is not approved. An architecture and standards 
committee is currently reviewing the use of JAVA for LENS. If the 
committee agree to its use, LENS will be modified in a future release. 

If use of JAVA is not approved, we can include this type of information in 
the on-line help function, currently under development for LENS, 

Volume 1 of the Local Exchange Ordering Implementation Guide contains 
a section with required fields by activity type that are specific to 
BellSouth’s ordering needs. This resource could be used in the meantime. 

Can Tax Exemption Status information be populated from your profile? 

There is a pending enhancement to have this information automatically 
popdate from the user profile. 

If you choose a PIC by entering the code, should the carrier’s name appear 
on the screen? 

If the PIC is manually entered the canier name does not appear. 
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Freeze PIC - does this make it where your PIC cannot be changed without 
authorization &om subscriber? Does the end user or CLEC write 

the authorization? Does the CLEC call BST or does end user write to BST 
to change PIC? Is the CLEC involved in change to freeze PIC? 

The Freeze PIC indicator indicates the CLEC’s desire to freeze the end 
user’s PICLPIC codes. This means if the end user desired a change in 
PICLPIC, the CLEC would need to request via an LSR or the CAFE 
process. 

Does LENS error out for missing Feature Detail or does it error out in 
LEO downstream? 

Q 

A 

Q 

A 

Q 

A 

Q 

A 

Q 

A 

LENS is a navigation system, versus a negotiation system. This means 
that LENS uses a common business rules processor where service order 
edits are maintained. Any missing FID data would not be detected by 
LENS, but would be recognized during the mechanized service order 
process. 

Currently, any missing data would be added by LCSC personnel. LENS 
will provide the capability to allow the CLEC to correct these type of 
errors in the third quarter of 1997. 

Random PIC List - can you type an A for all the PICs that begin with the 
letter A? 

There is an enhancement pending to allow the LENS user the ability to 
type the first alphabetic character of the Interexchange Carrier’s name and 
be taken to the beginning of that list. This enhancement has not been 
prioritized or scheduled at this time. We will be glad to consider if there is 
a real need for this functionality. 

What should you d4 when an address has been verified with the customer 
but is not listed with 91 1E911 and is not a part of BellSouth’s records. 

Contact the LCSC for assistance. 

When viewing the Closed Dates section of the Installation Calendar, what 
does “miscellaneous” include besides holidays? 

Miscellaneous could also include dates closed due to work load, central 
office upgrades or NPA splits. 
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LPIC (IntraLATA), does this apply in all states? 

LPIC is currently a required field in Georgia, Florida and Kentucky. If it 
is selected or populated, the LENS application will delete the entry prior to 
submitting the LSR to BellSouth eliminating the service order error that 
would occur for providing data that is not applicable for a specific state. 

If you want your directory(s) delivered to the listed address, can you leave 
the Directory Delivery fields blank? 

The Directory DeliveIy Address is an optional field required if the end 
user requests directories delivered to an address which differs from the 
listed address. 

Q 
A 

Q 

A 

Q 

A 

Q 

A 

Can calling plans be ordered via LENS? 

The various local calling plans which are listed in Volume 2 of the LEO 
Implementation Guide can be ordered via LENS, however, the appropriate 
USOCs must be manually entered in the Service Details section (see Line 
Details). 

Expedites, how are they handled? Is there two way discussion or is best 
date provided electronically? Is there room to refuse? How are charges 
measured? How are charges billed? Billed to who? 

If you have a need to expedite a service order, it is recommended that you 
submit the LSR with the best date offered via LENS, then contact your 
LCSC representative. They in turn will contact the appropriate network 
organization to determine if the due date can be improved. Based on 
current tariffs, BellSouth does not charge for expedites of simple services, 
however, expedite charges that apply to complex services will be billed to 
the CLEC. 

It is BellSouth's wish to meet your desired due date, or to offer the next 
available due date which meets the needs of your customer(s). Your 
account team representative should be able to assist with providing 
information on how expedite charges are billed in BellSouth. 

P 
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A 

Q 

A 

Q 

A 

Q 

A 

Q 

A 

How do you remove features and add features to existing customers 
(which have already converted)? 

To modify service for an existing end user who has local service from a 
provider other than BellSouth requires a “Change”. LENS does not 
currently support this activity type, but are currently working on defining 
the requirements for consideration in a release during third quarter of 
1997. In the interim, a paper LSR would need to be submitted to the 
LCSC. 

When you receive an Acknowledgment, will there be some sort of 
confirnation number for tracking purposes or should they just print the 
acknowledgment (if they have print capability)? 

The tracking number, from BellSouth’s perspective, is the PON number 
associated with the LSR. It is the key for viewing fum order 
confirmations, errors and order status. The acknowledgment may be 
printed, based on your business needs, especially if there is a question at a 
later date concerning when a firm order conf i i t ion  should be received. 

Will military addresses validate in LENS (ex: APO . ..) 

Military addresses are found in LENS. In order to validate an address, it 
may be necessary to populate the descriptive address field to narrow the 
search. 

Why aren’t the Available Services in alphabetical order? Can you enter 
the first letter of the service you want to see to receive a list? (Enter R for 
list of services that begin with R). 

Services will be alphabetized in LENS in the June time b e .  An 
enhancement is pending to allow the first letter to be typed and the 
beginning of the feature list displayed. No date has been established for 
this functionality. 

Under the Directory Listing screen, is the Listed Name how you are shown 
on Caller ID? 

Directory Listing refers to whether the telephone number should be shown 
in the telephone book andor with directory assistance. If the number is 
listed it would appear on a caller id display box. 
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LSRs in Enor - if the LSR is not corrected promptly (is there a number of 
days to correct), will the due date be impacted? If so, how does the CLEC 
know (the FOC?) 

Any LSR submitted in error could impact the due date calculated by 
LENS. It must be corrected immediately, since the due date is 
recalculated to ensure it is still available. In BellSouth, we process 
requests based on receipt to an error free request. If there are errors, even 
though we will acknowledge receipt of the LSR, it is not released for 
processing by downstream systems until all errors are corrected. This 
same is true for BellSouth’s retail units. 

If a due date is missed, how will this be indicated in LENS? Under View 
Order Status? 

If an appointment is missed, and the LSR was submitted via LENS, the 
order status would read, missed appointment. 

For billing purposes, can you go back in LENS to verify how something 
was ordered (ex: view old LSRs)? How long are the FOC/CNs retained 
in LENS? If only 45 days, will a CLEC have the capability to view 
FOCdCNs that are older than 45 days? 

The functionality does not currently exist and it may not be practical for 
BellSouth to store data indefinitely. We are currently evaluating the 
ability to provide the CLEC with their own data that they can manage and 
use for reports, tracking, etc. We plan to develop procedures for purging 
data after 60 days of completion. 

Can you print out an LSR h m  LENS? 

The print function would be available on a per screen basis using the print 
icon or print option available via the CLECs web browser. 

What reports can LENS provide? 

Currently LENS provides no report capabilities, but we are working with 
customers to determine the types of reports that would be useful to them. 
Please send specific details regarding your reporting requests to Cassandra 
Daniels, 675 W. Peachtree St. NE, Rm 34S91, Atlanta, GA 30075, or via 
the Internet at Cassandra-A.Daniels@bridge.bellsouth.com. . 

c 
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Q 

A 

Q 

A 

Q 

A 

On Conversion As Is, are you limited to services you can order via LENS 
or can you convert ALL service types? 

Since no physical work is required (in essence a billing change) all service 
types can be converted. 

If LENS times you out (ex: you get side tracked), is all information 
entered to that point lost? Is there a way in LENS to go back to review 
what you’ve entered? 

There is a pending enhancement to allow saving between sessions. This 
has not been prioritized. 

Need clarification on tax exempt codes. Are they for the CLEC or end 
user? Granted by state, city, municipal? Or do they just keep BST from 
billing taxes to the CLEC? 

Since BellSouth will render bills to the CLEC, the tax exempt status is 
based on the CLEC’s status when they were certified to do business in 
BellSouth. It is used to ensure taxes &e not billed *bappropriately to the 
CLEC. 

Can a user access View FOCICN, View Order Status and View LSRs in 
Error for only the LSRs they have submitted with their id, or can they 
access this information for all LSRs submitted with their company code? 

A LENS user should be able to view FOCICN, errors and order status 
based on the company code. We can add an additional layer of security if 
a customer has a need to restrict access based on individual users. 
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COMMUNICATIONS TROUBLES - CALL: 

The Certified Local Exchange CaniedSingIe Point of Contact at (205) 988-6258 

Available Monday - Friday from 8:OO Ah4 - 5:OO PM Central 

- Reset Passwords 

- Add additional users to LENS via the LENS profile form 

- Request SecureID cards 

SERVICE/FEATURE DETAIL INFORMATION: 

Refer to the appropriate tariff@) 

LCSC - requests for expedites of due dates or to add living units for address validation. 

ACCOUNT TEAM: 

Contact your BellSouth Account Team representative for all other 
questiodtroubles. 

,--- 
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114 GLOSSARY - LIST OF ACRONYMS: 1 

CLEC - Certified Local Exchange Canier - Has been authorized to purchase and 
re-sell Local Exchange telecommunications services from existing local 
telecommunications companies. 

CN - Completion Notice 

CR - Customer Record 

DIALS - Direct Inward Access Line Security System 

FOC - Firm Order Confirmation - A Firm Order Confirmation notice is returned 
to advise you that your request for service was processed and is error free. 

IC0 - Independent Company - Independent telephone company territory is not a 
part of BellSouth‘s telecommunications territory and, therefore, 
information related to IC0 territory is not accessible via BellSouth’s 
operating systems. 

LCSC - Local Canier Service Center - The BellSouth center responsible for 
receiving and processing requests for telecommunications resale and 
unbundled products and services. 

LEO - Local Exchange Ordering and Implementation Guide - Provides a common 
point of reference to simplify the ordering process for CLECs that conduct 
business with BellSouth. Volume 1 provides the basic “collective” 
requirement’s for processing orders via ED1 or other negotiated methods. 
Volume 2 provides additional information which is required when 
ordering specific BellSouth products and services. 

LENS - Local Exchange Navigation System - LENS is an on-line, interactive, 
menu driven system which permits subscribers to perform inquiry 
functions, and/or process requests for resale of the various products, 
features and services currently offered by BellSouth. LENS can be used 
for either new service (no existing telephone number ) or existing service. 

LPIC - Local Primary Interexchange Carrier 

LSR - Local Service Request - Contains all information required for 
administrative, billing and contact details which are necessary for the 
provisioning of the request for telecommunications service. 
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NPA - Number Plan Area - ne telephone are code 

TCP/IP - Transport Control Protocol Internet Protocol - A widely used protocol 
which is used to interconnect local area networks. 
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In-Dial Information Guide 

SecureID Card Access 
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In-Dial Information Guide .way IW 

GETTlNG CONNECTED 
-. 

The process of getting connected to your application involver Seven1 comp0nenrr. To bcgrn W I ~  your PC niust bc 
runnmg communications sothwwe which runs the PPP protocol, such as Chameleon. Windows95 or Winbwr KT. 
Ncxc you must have a SecurID urd issued by BcllSourh. This d e v ~ ~ e  genefaas a ow-rime parrode. whch is used 
like a password and allows you LCCU~ inm BellSouth's inrenul network This ruong wthcnticstion method 
preveno unsurhond access into BellSouWr network. Once you have made Ihe dl inar our Rcmoce Access 
Gateway and have aurhmncitd on rhe %?twork Access Controller, by entering your userid and the SaeurD c u d  
parscode. you wll be dlowed to connect to the spproprialr application host sys-. The connccrion proms and 
componene are depiclrd in Figure1 below. 

I Figure 1 - In-Did Connection Procew 8nd Component3 

i-- 

if you need assistance with this proear, contact your BelSouth Electronics 
Communications Administrator at 888462-8030. 

STEP ONE: Prepare your PC to make *all. These plOKduru vxry dcpnding on the . 
communiurions roftwn you are mnning. h m p k  pmvidcd in thac pmethvcr were upturrd fmm a PC 
running Windows9S. Thee exampkr thould be very rimilv f o r W e $ m  4.0. Eumplcs for Chameleon and 
Windows KT 3.5 8rc included ktu in this &umaU. -the d Uld purword supplied in the Ic(rcr eIIC~oocd  
with &is insmuon prkage on rhe Dd U p  Networking poacl for Windows95 (or on dIC Login pmd for 
Cbamelcon). 
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5 T . m  TWO: 
nelwork 13: 

Initiate the a l l .  The rclcphone number you should use to dial into the BellSouth 
.. 

404-8934500 

Click on the Connect bunon to inilute the u l l .  S e  

.,. , . .  
dirgnm above. . ., 
T h i s  i s  what you will see s the call U k ing  made. If 

. ... , _.i/. , .  
you have your modem speaker fumed on. you will alao 
hear the cdl ringing and the high pitched cons of the modems synchtonirlng after rhc call IS answered. 

1 

. .  , 

SMlur V*Jpnguas.twWard , tad., 1 
-* . " ' oaabd.. ,' " 

. .  . .  
Ilthe rnodemr successfully sync up or find a suirabk 
comestion s-d. you will see this box. At thh lime lhe 

. .  
. .. . . .. ..( . ,., Rmou A&S Cidleway is verifying Lhe userid Md 

password entered on the Dial-Up N c w d  Connstion dialog box nuoh Ihe userid and parsword + . i g d  to you in 
the Rmou Access Gateway. Thit p-8 lakes a few rcconh 

If the unerid and password rrutsh gn h o e  -, . . . . ,  
st- LoggmontonMark.. ' . '. \. ' 

. .  . ... . .  
. . . 

.. . . . .  . .  
, ,..... : ,.,.. , . >.. . . .  

Garmay. you will see this box. W i n g  this rime. your 
access privileges (what you are allowed to mnMt to) arc 

' , LI..:. . . being asrigncd 10 your connection. . . . . . , ,. , ,.., . ..,. . . .  , 
.. 
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STEP THREE: After the Remote Access 

cscablished. you will have 2 minuta to authmticau 
with your SecurID card. To access (he N S w O r k  
ACCC$I Conaoller. Tclnet to Ip addral 10.1.1.I. 

Gacway answca and the connection hw M,. . . . .  .. , 

- .  
I _..._ . . . . . .  .. 

Q+. ftdnetlO.1.1.1 
. . . . . . .  

If you IVC unablc to connet (0 the Network Access Connl la  (10.1.1.1). vcnfy b y o u r  U m i d  and password 
were cntcrrd comRly and Chat you 
ruccasfully aurhcnricaod your 
computcr on &e network. If you Ye 

YOU BellSouth Electronics 4.g unsblemconneccto 10.1.1.1.conM 
.. 

Communications Adrniniam;rror. 
t*.rcu* .u(kl,.ti.h PI- uii... 
.uDLRro CM 
.onedo: .I......... 

STEP FOUR: Thenex: I1ISSCOO(:rrCtr6 

thing you should e i9 a =Inn dhloe 
box with rhe prompt for your 
U S E D .  as shown blow. Your 
uncrid w included in the lern 
c n e f d  with the Sccurli) cud. The 
vwrid should bc enrcred in lowersocc. 
Entcr your wrid The mrt thing 
you should ICC is a pmmpt for your 
PASSCODE. The puscode is 
actually rhe combination of the PPI 
code and the numbera currently 
dispkycd on your SccvtLo syd. Thc 
PIN code was provided to you in a IeLter iacludcd in the @age with Ibu Curtnnala-Did Information Guide. 
Enur the 4 char.ctcr PIN urd 6-diiit number from UN ScCarlD card Y oae value at the PASSCODE 
prompt. (No spacer are allowed and en- rhc PIN p o r l h  ofthe porsodc in lowe-.) I f  the urerid and the 
pulsodc ware atend correctly. you wGl ga the PASSCQDE aceem rnarrge u shown a b v c  

II~IRIC~CO: O D M ~ W S  WIUIIC M ~CWKII*Y cwonmi~w. 
w Nnmutm I ~ M O U S .  

~munmuzm lccm io. 01 ~IIUIL v. ~ L W M  -em P mrn 

W4 I E  0R.V FOR MI(PUILp W I W I N  W m S  W S V  

WV -1 111 LmwP OISCXCINIE V 10 IrO 1 4 W l k  MtDIIpcE. 
;tic IERRI~IR Q lDoDwLuIu o D ( r m S  n0 UYIL aIMR 
m5m nosuUlI0)L ! 
sRunnn (I(N O ~ ~ I C I U Y  mum 
.I-' 

111111 CWUI(II WTUI 

..... ,.. - .,_ ..... "... . . . . . . . . .  . . . . .  -_. . .--. 

NOW you a n  cloee the telnet windows by selecting FILE. EXIT or slis*ing on tbc CLOSE bum in the uppv Qht 
c o r n  of thc Olna window. 
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srEp NVE: 
you are ready to nccest your application. Your BellSouth Elesuoncs Communiurionr Adminlrmtor pruvlded 
insmctions on this pmcnr. 

Once you have ~uccnrfully aufhenticuad w i h  chc SecurlD and c l o d  he whet 6ession. 

LOGGING OFF or "GETTING 
DISCONNECTED " 
It  is impomat m log off oropcrly. instead of simply 
hanging up. Loop dixonce or locd " s a p  chrrgu .rC 
incumd for fhe duntion or fhe call. Following these 
procedures will er.sore the conntcrion is dropped whcn you ye through using iL First you should exit or close all 
application windows. Open the Dial-UD Connection wiadov for Windows95 a d  Window NT 4.0 (see below\ or 
the Chameleon Custom window and click on Ihe Disconnect bunon. 

REMEMBER. If you need assi,stancc with this process, contact your 
Besouth Electronics Communications Administrator at: 

888-462-8030 

ThUfS d there 
with thc 1irSr couple of h a  you connect v) our netwok We upec; rbar is when you will use these instructions. 
you will v q  ahonly get v, tbc point when f h a e  sIeps are rcptored on a drily basis Wirbout ever coacu~ting rhc 
insmcriohc. But if you run into a snab hopefully you will find rhc information hue n e C e u ~ y  (0 quickly w&k 
through h e  pmblem. The fDllowing i n f o d o n  is provided D ~ 1 ~ ~ 4 1  additiond Q~ertiom p ~ U Y  haw 
regarding the wc of  the SenVlD urd and &a communiutiool SO- p d .  P l a ~ e  take the time D md 
through this information. 

20 if! knns like a lot of inrnvnionr but this guide hu bccn dtveloped IO mist you 

FREQUENTLY ASKED QUESnONS 
Tmuble&Us should k directed u) y&BclISouth Elccirooia Conmuniurioar AbninbUJDX. Your BellSauth 
Elccwnrcr CbmmunissrioDI MmiDinnu~ number is pmvidad on h e  le- received with this plskagc. 

I .  Afrcr entering your PASSCODE you receive the message "Usen?&Passco& Incorrecf ". 

2. Afier entering your P ~ C O D E  , you get the m a -  uEnter your new PIN, wntuining 4 
chamrlcrz" 
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7. Unable ro connect ro your T A N  appliccrcioh 

KESOLUTION: IfaRcr wthmticatiog on lO.1.1.1. you are unable to tcclnet to your host application. 
an- your BellSouth Elacvonics Communicationr AdminirPrtcr and nwn thc problem. 

USZNG CHAMELEON 4 . 6 ~  

There are three steps fo accessing the ENCORE indial pwl with Chameleon 4.6.r: 

SscUon One - Confquring Chameleon 

1. Open rhe Chamckon Custom zppllcation. 
2. Se lar  Menu 1 Add Inlertacc... from the menub.  
3. Sclfcr a intorticc rype of PPP. and name the intcrfrct Encore 

You will then be pmcnted wirh a dialog box with multiple Ubs to cnm 
configuration informrcion. The ubs M lis& bclw. with the chrnga YOU wiIl 

12. Seleci the OK bumn to awe your Chnw. 



..-. 
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l 
2 .  
3. 

Optn up Chrmclwa Custom if it ia nor w oFn.  
Select che ENCORE inrertice &at you criatcd in recoon one. 
Click on the Connect menu at thr 10p Ofthc window. 

knie - jnterface Setup seaices Gonnect Help 

Intetface: Encore - WM2.57600 baud 
Dial: 914048934500 
IP Address: 
Subnet Mask: 
Host Name: 
Domain Name: I 

Chameleon will now ay m establish a modem connection with tk EMorr andid p L  If you have m b l c  with thir 
section, check some common modem rettinp ( I  + area code, 9 to dirl out). 7he Encare indial pool should answer 
your call within one or two nnw. 

/-- 
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I- 

OK 
ATDTS 1404 8934500 
CARRIER 28800 V.34 

PROTOCOL: LAPM 

COMPRESSION: V.42bis  

CONNECf 57600 
4 

.. . , . . , .  , {,+.I- ,': ' '  . .  

I 
,I 1 

6, You can ven5 fhal you are comcrly conneacd to chc modan pool by opentng the mW Icon at the bomm 
of your screen. I f  you have connected cuscerrfully, your IP addrcu should b w n  with Qo.133. If you do not see 
this IP address. cbcck your Usemame and Pauword as ouclincd in the SecriOa Ow. 

You now b v c  three minute fo successfully authenuuo with SeCurlD as cutlined below. Ifyou do not r p n  
Sccnon Rvee within three minutes. you will be disconaesctd and y w  must repeat this Kmon. 

7 

Section mme - EsPblishing a connedon to tho SSSudD .udhtntiuLion L.NV 

Once you have verified that you M connected )o the Encore iadial pool. you have threa minutes in which to 
uthenucuc with the SCCWID sewer. Until you suuwuuliy do u), you win not be able to p q ,  rchr or access w 
BOSIP device. 

I .  Open your Tclna appl idon.  
2 Connect to the SenVID wmeaticazim wva. The IP ddrol i 10.l.l.t 
3. You will be pmscntcd with rhe rundud USERlD/Purcode prompts hat nqu~re: you KI en= your 

aurhcnticauoa infwmatioa 
4. If you arc succcuful. you will HC a login b.lracr meoyc and you may close your 

connection and l c ~ s  your TAR hoawLENS wrva. 

.r- 
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CONTAINS PRIVATE APIDaR PROPRIETARY IN€ORNATION. 
Y BE USED ONLY FOR AVrnORIZED BELLSOUTH BUSINESS PURPOSES 

INDIVIDUALS. 

AVMORIZLD ACCESS TO. OR HISUSE OF. BELLSOUIH SYSTEMS OR DATA 
RTSULT IN EMPLOYEE DISCIPLINE W TO AND INCLUDINQ DISCHARGE. 
TERMINATION OF VENDOR4LRVICE CONTRACIS AND CIVIL AND/OR 

PROSECUTION. 

M ELLSOVrn HAY PERiODICALLY HONITOR AND/OR AUDIT COMPVrrR SYSTEM 
CCESSAlSAGE . 



'Yay 0 8 ,  1 9 9 7  

TO: CLEC 

PROH: DIALS A d m i n i s t r a t i o n  

SUBJECT: D i a l  Access PIN and User I n f o r m a r i o n  Package 

Dear A s s o c i a t e :  

Your B e l l S o u t h  i n  d i a l  aecoss P I N  (Personal  I d e n t i f i c a t i o n  Numbwr), 
l i s t e d  b e l o w ,  m u s t  be u s e d  wi th  your  B s l l s o u t h  DIALS userid 
and SccurID card  t o  d i d 1  acceai y o u r  a p p l i c a t i o n  on BellSouth's 
computer  s y s t w a .  y o u r  SocurID Card ( S s r i a l  N U n b o r  - 473660) was 
sent in a s e p a r a t e  package  for  s e c u r i t y  reasons. The e n c l o s e d  
user I n f o r m a t i o n  Package p r o v i d e r  thorough instructions on hew eo 
use your B O l l J o u t h  DIALS O r w i d ,  P I N  and S e u r I D  Card. 

P I N  = t es t  

Contac t  y o u r  DIALS r e p n r e n e a t i v c  a t  205-985-8479 f o r  f u r t h e r  u I f o r m a t i o n .  

NOTIC& 
Us0 only f o r  ourhor izmd b u s i n e s s  purporas  o i  thr 8.11Souch 

Companies and o n i y  b y  their d u t h o r i r d  e m p l o y m e s  dnd rgenta. 



nay O B ,  1997  

ro: S P R A L J L I N ,  RICULRD 
CLEC CONFEREwC& 
34L BSC 
ATLANTA, GA 30375 

SUBJECT:  Dial hCCeSS usarid 

O e r r  Customer: 

The f o l l o w i n g  oser ie  (user IdOnKif iCat ion Codal has  been estdbliohed 
f o r  your use when accessing the B e l l S o u t h  Computer Networki 

User id  = encore1 

You vi12 receive MddatiOndl i n f o m u t i o n  i n  a soparato package 
e x p l a i n i n g  hou to access your a p p l i c a t i o n  w i t h  the enclosed  SecurID Card 
( S e r i a l  N u m b e r  - 0 4 1 0 2 6 1 3 ) .  

Contac t  your BellSouth reprerencative, R SPRADLIH a t  404-917-7801 
for f u r t h e r  i n f o r m r c i o o .  

NOTICE 
Use only t o r  ounorired business purposes  of t h e  EolZSOuth 

Companiar and only by their author i zed  employees and a g e n t s .  



SECURITY RANAGSHENT CEHiER 
Room S Z O S ,  1'876 06ca Drive 
Birminqham, Alabama 3 5 2 4 4  

1.205) 985-8479  

TO: S P R A D L I N .  m c n m  
CLEC CONFERENCE 

ATLAXTA. GA 30375 
3 a ~  ESC 

SUBJECT: Remote Access Gatevay Paasvord 6nd cuscomer Informat ion Package 

08ar  cusromer: 

y o u r  Bel lSouCh R O ~ O C I  Access Gateuay (PAP) p6SsVOrd i s  listecl b8lor .  
I t  must b8 usad w i t h  your  Usarid t o  a c c e s s  H C O R E  d p p l i c a e i o n s  on 
th8 Ballsouth Computer Wetvork. U s e r i d  in formre ion  vas s e n t  i n  6 

separate package for s e c u r i t y  reasons. 
p r o v i d e s  procodurea f o r  t h i s  a c c e s s .  

Th8 enclosed  CuSCOll(0l Package 

R o m o t e  Access Catevay  Password: tastll 

Contac t  your  BellSouth Cloceronicr C - n i a t z o n s  AdrainiStratOr. 
a t  1-888-162-8030 f o r  further i n t o r m e i o n .  

itorzcs 
U S 8  o n l y  f o r  authorize# busin8ss purposes  of the  B e l l S o u t h  

CompWli8r and o n l y  b y  the i r  author i s8d  employ8es and a9entS. 
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. Do not w n n  any information on yow SecurID sard (USERID. PMs, Ielephone numben. c~c.). 
The SccurID rixdigit number change? every s u r y  m n d r .  
The v e m u l  bar suck LC &e leA ride of the window i n d i w  fhe currcnc numkr's life SOUL. Each bar 
q r e s c n u  e n  seconds. System nming is precise. so enay of the number after the l a c  bar disappears i x  not 
a d V i ¶ d .  
If you arc prumptcd to wait for &e display IO change on your SetUrD card. enter the new SecurID number, 
the system is synchronizing with thc card el&. 
Tampering with or Crymg to repair your SccurID urd Will  dunage it 
If your initial PASSCODE hilr.  wait for the number on your SccurID card to change. 
lryour SrcurlD card is expucd. 10% s t o h ,  damaged or demoyed. notify your 8ellSouU1 Elecuoniw 
Communication, Adminitmtor immediately. 

I 

GLOSSARY OF TERMS 

BELLSOUTH ELECTRONICS COMMLMCATIONS ADMMISTRATOR - Con- for ayskm problcmr, 
forgoaen USUUD/PM. rcplrcemmt of lost, broken. damaged or expired SscUrID urd. 

PASSCODE - A 10 character code. construng of your 4 chvlcm PIN and the m n t  6 d~git number displayed on 
your Securm cud. 

PIN - Penonal Identifiation Nunibcr A sccrct d e ,  sclceud by a user hat idenufia rhc SecurlD Card asigned 
to the user. 

NETWORK ACCESS CONTROUR - The host that docs both ~cunly rulhenhcath and dmuuimhn 
procerr for the Network Accnr Control S y s w  

REMOT& ACCESS CONTROLLER - The pmeesxrr whcb sonamis nenvorlr ~cccts. 

- 
SECURIU CARD - A credit card IIZC cwd conmnmg a sampltcr chip, which 
swondr. The algmrhm. which genuares rhe numbcr UI w h  Sesum) cplh u also running on the Network Access 
Conmkr. When thc number entered in cbc PASXODE nuaha the numkr genentcd on the Network Access 
Conuollcr. thc wn is permitted (0 WQ wthanrrd ipplicaions. 

USERID - Your pmonrl account or prpfik idcati€ier. During the dial log-on pmcc~r you will be prompted for 
your U S m  Md rubsequmtly for your horc W l i n  USERID. 

cbc number e v y  60 
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To access the BellSouth LENS application from the Internet. you will have to have wo software items 
These are: 

An Internet Browser software package. You may use either 
I ,  
2. 

Netscape Navigator 3.0 or higher 
Microsofc Explorer 3.0 or higher 

A Digital Certificate from VeriSign, Inc. 

Why are Microsoft and Netscape Web Browsers required? 

Netscape and Microsoft are the two most popular Web Browser software packages. The 3.0 or higher 
version is required to allow you take advantage of the latest advancements in security and programming 
features such as frames. For more information on obtaining or configuring Web Browsen, please use your 
Web Browser and go to: 

htrp://www.microsoft.com 

htrp:/lhome.netscape.com 
or 

Why do 1 need a Verisign Digital Certificate? 

Electronic services are becoming more commonplace, offering the convenience and flexibility of round- 
rhe-clock service. However, concerns about privacy and security might be preventing you from taking 
advantage of this new medium for your business. Encryption alone is not enou@, as it provides no proof of 
the identity of the sender of the encrypted information. Without special safeguards, you risk being 
impersonated online. Digital IDS address this problem, providing an electronic means of verifying 
someone's identity. Used in conjunction with encryption, Digital IDS provide a more complete security 
solution, assuring the identity of all panies involved in a transaction. 

Verisign o f f m  several classes of Digital Ids. The Verisign Class I Digital ID is the minimum that is 
required by BellSouth. The Class 2 Digital ID is an option if you prefer. Below is a brief description from 
VeriSign of both Class 1 and Class 2 Digital IDS. 

Class 1 

A Class 1 Digital ID provides you with an unambiguous name and e-mail address within the 
VeriSign repository. If you intend to use your Digital ID for casual WU" browsing a Class 1 
Digital ID probably provides the level of assurance you need. At this time. revocation of Class I 
Digital IDS upon subscriber request is provided only at the sole discretion of VeriSign. 

You can obtain a Class I Digital ID regardless of where you live. For a limited time, Class 1 
Digital IDS arc available f o r b .  *e annual fee for a Class 1 Digital ID is normally USS6.00.) 

After your request for a Class I Digital ID is processed, you will receive an cmail c o n h a t i o n  
letter chat provider the information you need to install your Class 1 Digital ID. This mailback 
process assures that the holder of a Class I Digital ID aclually has access to the e-mail address 
associated wirh that Digital ID. 

Class 2 

Class 2 Digital ID5 provide identity assurance by requiring third-pany c o n h a t i o n  of your name, 
mailing address. and other personal information. At this time, C b  2 Digital IDS arc only 
available to residents of the United States. VeriSign's automated enrollment system checks the 
information you provide against a consumer database maintained by Equifax. 



/-- 
To provide additional assurance. Class 2 Digital IDS are only issued through a hardware 
cenificate signing unit. For the VeriSign Class 2 Certificate Authority to issue Digital IDS. 
multiple secret-share key holden must cooperate to activate the signing unit. This provides a greater 
degree of security for the issuing capabgity of the CA. providing assurance that Class 2 Digital IDS 
can only be issued in accordance with VeriSign's stated verification procedures. 

Installation of a Class 2 Digital ID is a two-phase system that includes a separate mailback 
process, This mailback process will help assure that someone with access to your personal 
information cannot obtain a Digital ID in your name. 

Expected uses of Class 2 Digital IDS include e-mail, small, "low r isk transactions. password 
replacement, software validation and online subscriptions. The annual fee for a Class 2 Digital ID 
is USSI2.00. 

Similarly, the Lens server has its own Digital ID to m u r e  you that the server is run by BellSouth and that 
the content provided is legitimate. 

Below are step by step instructions for obtaining and installing the Verisign Digital ID. If you want to 
know more about Digital ID'S please use your Browser to go to: 

http:lldigitalid.verisign.comiid-intro.hm 
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Step 1 

Using your Microsoft or Netscape Web Browser (version 3.0 or higher). go to the Verisign Web Site 
located at: 

hnp:.'.'digitalid.verisign.com/ 

This is an example of what the screen should look like. 

,- 



S t e p 2  ---. 

Using vour mouse pointer. click on the Enroll. near the top left o f  this screen. This is the screen you 
should see: 

Select the type of Digital ID you require: 

B- 
e- 
m u  
0-u 

SerXY Test 



Step 3 

Using your mouse pointer. click on the Brqwser button. on the top of the list on this screen. This is the 
screen you should see: 



Step4 

Using your mouse pinier, click on either ttie Nerscape or Microsok buttons. This is the screen you should 
see: 

,--- 

I i 
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Using your mouse pointer, click on the eirhei Class 1 or Class 2. Class I is the minimum required. You 
may use a Class 2 if you wish. This is the screen you should see for a Class 1 Digital ID: 



h This is the bonom half of the Digital ID request page: 

VrrUirrdoa Infomation 

I 
I 
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Here is the helpful description that VeriSign provides on-line if ).ou click on the "Verification Information" 
words in the above screen: 

Identification Help 

To process your Digital ID enrollment. VeriSign needs information that enables us to veri@ your 
identiry. The information you provide is checked against a consumer database. When you have 
completed all required fields on the application, click the CONTINUE burton to proceed with 
enrollment. 

When you enter information. please use only the English alphabet with no accented characters. 
The characters you can enter are: 

Upper-case letters A through 2 
Lower-case letters a through Z 

Numerals 0 through 9 
Other characters: space ' 9 0 ( ) + - . / : = ? 
Any valid e-mail address can be entered. For example, @ and ! are valid in e-mail 
addresses. 

Digital ID Type 

This section indicates the rype of Digital ID that you are requesting. 

Digital ID Information 

In the Digital ID Information section, specify the name and e-mail address you want associated 
with this Digital ID. If you do not want your e-mail address displayed in your Digital ID. select 
the NO radio button. 

WARNING: If you choose not to include your e-mail address in your Digital ID. you will not be 
able to use it for secure e-mail in the future. 

First Name or Alias 
Enter your first name (given name) or the alias you want in your Digital ID. For example. 
Marjoiie. Your name will be displayed exactly as you enter it, including spaces. 

Enter your last name (surname) as you want it to appear in your Digital ID. For example. 
Baldwin. Your name will be displayed exactly as you enter ik including spaces. 

Last Name 

E-mail Address 
Enter the e-mail address that you want associated with this Digital ID. For example. 
MBaldwin@somenet.com. 

If you already have a Digiral ID and you arc applying for another, enter your name slightly 
differently. (For example, you might add "-1" to your last name.) VeriSign cannot issue Digital 
IDS that contain exactly the same name and e-mail addms. 

Verification Information 

Challenge Phnue 
The challenge phrase is a word or phrase you will w if you need to revoke your Digital 
ID. Choose a word or phrase that you will remember. but would be unfamiliar to anyone 
attempting to impersonate you. Make sure you remember your Challenge Phrase! 'f you 
write it down, be sure to store it in a safe place. 



"- 
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For security reasons, we recommend that you choose a word or phrase other than your 
mother's maiden name. Please do not include any puncuation in your challenge phrase. 

Submining Your Request 

To send your Digital ID request to VeriSign, click the Submit bunon. All enrollment information 
is transmined securely using the Secure Sockets Layer Protocol and VeriSign Secure Server 
Digital IDS. 

When you select Submit. your web browser generates a "key pair" consisting of a public key and 
a private key. Both the public key and private key are stored on your hard disk. Your public 
key is sent to VeriSign with your Digital ID request. Your private key should never be sent 
across a network and should be protected from unauthorized access because it is what enables 
your Digital ID to be used. 

When your Digital ID has been generated, a page displays with a link to the page from which 
you can download your new Digital ID. To download and install your Digital ID. you will need 
the Digital ID PIN From the e-mail confmation letter you receive From VeriSign. This mailback 
process assures that the holder of a Digital ID actually has access to the e-mail address 
associated with the Digital ID. 

When you download your Digital ID. you will be prompted to enter a name for the Digital ID. If 
you are using Microsoft Explorer, this name is referred to as the Credentials Name. If you are 
using Netscape Navigator, this name is referred to as the Certificate Name.. 

In the unlikely event that we are unable to fulfill your Digital ID request, you will receive a 
message containing a brief description of the reason your request was denied. 

Class 2 enrollment information is verified against a consumer database. Your request might be 
rejected if the information you enter does not match the information in the database, or if you are 
not listed in the database. For more information about the darabare. see Equifax Procedures. 

Digital ID Installation 
Your Digital ID is installed in your browser automatically when your Digital ID request is 
approved. 
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Using your mouse pointer or the Tab key. move From field to field filling out the appropriate information. 
Below is an example of a filled out form. 

,--. 



.n The  rest of the filled out form 



0 Step7 

WXen the form is complete. use your mousepointer to click on the "Continue" button near the bonom of 
the 
screen you should see: 

you wi l l  be given a chance to review and confirm the information you've entered. This is the 



Step8 

P- 

{ f a l l  of the information is correct. using your mouse pointer. click on the "Continue" bunon. If you need 
IO make corrections. using your mouse pointer. click on your "Back" bunon and change the information as 
needed. once you've clicked on the "Continue" bunon. you will see a copy of the Verisign Subscriber 
Agreement. Please review this documenr. Below is an example of a the Subscriber Agreement: 



Step9 

After reviewing the Subscriber Agreement. using your mouse pointer. click on the "Accept" bunon. Below 
is an example ofthe bonom ofthe Subscriber Agreement where you will find the "Accept" bunon: 

P 

I 



Step 10 

Now you are ready to submit your request for a VeriSign Digital ID. Once you submit your request. 
Vcrisign processes your request and will immediately send a mail message to the Elecnonic Mail 
(e-mail) account you entered on the request form. Notice that Verisign requires you to keep your "Browser 
Session" active for this next step; this means that you must not close your Nerscape or Microsoft program. 
Using )our mouse pointer. click on the "Submit" bunon. Below is an example of the screen showing rhe 
"Submit" bunon: 



,--_ Step 11 

Once you've submitted your request. your Browser will begin the process of installing your Digital ID. 
Using your mouse pointer. click on the " O K  button. Below is an example of the screen Nerscape will 
show: 

I 



e Step 12 

You will now be asked if you wish to have a'password for your Digital ID. You may or may not need this. 
depending on your environment. Using your mouse pointer. click on the appropriare answer for vou then 
click on the "Next". Below is an example O f  the screen Nerscape will show: - E 

d password 



,-. Step 13 

If  you want a password. you will be asked €or that information. Using your mouse pointer or Tab key. f i l l  
out your password information. Using your mouse pointer. click on the .'Next". Below is an example of 
the screen Netscape will show: 

I 1' 



,- Step 14 

Congrarulations! You Nave now completcdthe enrollment for the VcriSign Digital ID. You may have 
already gonen your e-mail from Verisign. Go check! Once you receive this message from VeriSign. using 
vour Browser. go to the location shown in the screen below: 

hrtps:Ndigitalid.vensign.com/getid.h~ 

Notice that on the screen the address may be underlined or a different color from the rest of the text. This 
is a "Link". This means that, using our mouse pointer. you can click on the link to go to that page. 

I 

c 



Step 15 

You should have received your e-mail message from Ver iS ip by now. Here's an example of what it 
should look like. Message received. Here's an example of what it should look like: - - 

Thank you for selecting VeriSign as your certification authortty. 

P 

To assure that someone else cannot obtain a Digital ID that contains your 
name and e-mail address, you must retrieve your Digital ID from 
VeriSign's secure web site using a unique Personal Identification 
Number (PIN). 

Your Digital ID PIN is: 7945de3sf6e754al 

You can get your Digital ID at this sit% 
https://digitalid.verisign.com/getid. htm 

Your Digital ID will contain the following information: 
Name or Alias: Jane Thomas 
E-mail Address: jane.thomas@clec.com 

If this information is incorrect, or you do not want a Digital ID 
at this time. do not pick up your Digital ID. By picking up your 
Digital ID, you are agreeing to all of the terns of our Subscriber 
Agreement. 

Thank you for using VeriSign's Digital ID Center. 



h 
Step 16 

r‘ 

Once you’ve received the email and have gone to the location: 
hrtps:.;’digitalid.verisign.comigetid.h~, you will need to fill out one more fom. The Digital ID 
Pin number they mention is the one that you received in the e-mail. Put that Pin number in the 
field shown below. For your convenience, instead of typing the number over, you may be able to 
-Cut and Paste’’ the Pin number from the e-mail to the form below. (Notice that there is a solid 
blue bar near the top of the screen and that the picture of the key at the bottom left is now solid - 
not broken. This means that your Digiral ID is working!) 

r 
I 



/-- 

Step 17 

Once you've entered the Pin number. using your mouse pointer. click on the "Submit" bunon. 
You will see several screens of information to complete the process. These are examples of the 
screens you should see: 

c kr M e u s  prop o w  o w m D o o t  owforthcweb 
browser you use. FoUow here m p r  to makc MC pour D#d ID IS propaiy nvpDcd 



Step 18 

Using your mouse pointer. click OD the "Next" buKOn 

-I 
broara you use. FOPOW chest ncpr co mJle we goou D& ID IS propaip nUr9ed: 



Step 19 

,- 

After reviewing the information. using your mouse pointer. click on the "Next" bunon 





S t e p 2 1  

Congrarulations! You have completed the process of requesting and installing your VeriSign 
Digital ID. You will now see some information on how to verify the installation of your new 
Digital ID. 

- 

YourD@IDhw b c m & ~ o i d c d ~ d d d B o y o u a e b b r o r r u  Youshouldnow 
check to rmkt sure uu property mstaled To cbeck f o n m b  msmbc~oor below f o r b  a r b  
browra you use FoOow there nrpr to make MC pou E& ID Y properly mstaled 



This Exhibit is the Local Exchange 
Ordering Implementation Guide 

(Volumes 1 ,2  and 3) 

This guide is currently being reprinted. It will be provided when available. 

i r 
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PREFACE 

Before we begin the actual training on the TAFI application, it is imporhut to understand the 
support structure and options available to you when processing your customer’s trouble reports. 

Should you experience any difficulties accessing TAFI (either with your terminal comections, 
password difficulties, etc.) or have questions about how TAFI is processing your report, your 
point of contact is your v t  Matte r Exuerg (SME). This person, at your 
company, has been trained by BellSouth in the proper use of TAFI. This person is also familiar 
with your terminal configuration, software set up, etc. or can obtain a local resource to help you. 

BellSouth has established a support structure to assist your SME in resolving problems. By 
funneling all questions through a single point of contact, the overall TAFI proficiency level at 
your company will grow quickly. 

Take a moment and find out who your SME is and how to contact them. Place this information 
in the space below for future reference: 

Forb with TAFI applicznon quedons OT termid problems I should call: 

Neme: 

Telephone: 

Pager (or alternate #): 

For after hours support, my company procedure is for me to: 
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3 N o t e : ~ ~ ~ T A F I d o e s n o t ~ s ~ n e o f t h e m o r e c o m p l o r P O T S  
trouble reports ro&y (Le., DID circuits, Hunting, PBX, Temtinal Groups, 
e&.> you can still use TAFI to input the troubk report electronically. 

These reports are easily idmtifiabie beciuse TAFI docs not provide au 
appropriate menu option. Proceed by popniating all ofthe reqlliw fields and 
give your customer the repair commitment. Then: (1) depress the Override 
key; (2) select the Assistance " option followed by (3) "MA - needs 
furthetanalysis". Be sure to p v i d e  detailed information about &s trouble on 
theNmatiW ti. 

The contact telephone numbers are: 

State Residence Repair Business Repair 

?.LmimA 
NORTH FLORIDA 
SOUTH FLORIDA 
GEORGIA 
KENTUCKY 
LOUISIANA 
MISSISSIPPI 
NORTH CAROLINA 
SOUTH CAROLINA 
TENNESSEE 

1-800-538-6277 
1-800-216-5688 
1-800-432-1424 
1-800-867-5662 
1-800-217-5057 
1-800-335-2998 
1-800-427-4171 
1-800-642-0544 
1-800-642-0544 
1-800-873-8846 

1-800-252-0803 
1-800-252-0803 
1-800-252-0803 
1-800-772-2259 
1-800-252-0803 
1-800-252-0803 
1-800-252-0803 
1-800-252-0803 
1-800-252-0803 
1-800-252-0803 

d 

4 

First Time Login 

The first time you log into TAFI with your assigned UserID and Password, TAFI will force you 
to cbange your password. The system will tell you that your old password has 'expired' and to 
reenter that old (hitiall) value. Then you will be prompted to enter a new password twice 
(something you made up - see Section 4.1.1). Your new password is good for 45 days (before 
TAFI forces you to change it). 

Every time you log into the system, TAFI will give you the opportunity to change your 
password. The dewt answer to the 'change password' question is "no" and all  you do is 
depress the enter key. The ability for a user to change the training ID password is removed since 
the training Ids are shared by many students. 

4 
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CLEC TAFl EnbUserlraming 

1. 

2. 

- 3. 

4. 

5. 

6 .  

7. 

8. 

9. 

PRESCREENING SCRIPT FOR RESELLERS 
(Reproduce locally as needed) 

Telephone # being reported (1 0 digit # or circuit #): 

Name (End-User): 

Address (Street or Road): 

City & State: 

Trouble Reported By (End-User Customer): 

Report Received By (Reseller’s Name & Co.): 

Reach Number (Reseller’s Telephone #): 

Access Number (If Access to Premises Required): 

Is this a CaUing-Called Report? 

a. Was End-User Called by Someone Else? - Telephone Number: 

b. Was the End-User Calling a Telephone Number? 

Yes/No- 10. Is the trouble on All End-User Phones? 

If NO, which phone has trouble? 

1 1. Trouble Description: 

I I  : AMIPM 12. Date I Time Report Received: _ - _ - -  
13. Remark 

EP - Issue 3 
July. 1997 
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This is a blank page 
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CLECTAFI EnbUssr Training 

UPDATJCS 1 
As modifications andm enhaucements are made to the TAFI system (that impact training), this 
document will be updated. This section will summarize these changes so the CLEC trainer can 
easily adapt his material accordingly. 

BeLe 

Issue 3: 

7/91 

7/97 

1/97 

7/97 

7/97 

7/91 

7/97 

7/97 

7/97 

Issue 2: 

6/91 

6/91 

6/97 

4.1 

4.1.1 

4.2 

1.3 

12.2 

13.1.2 

13.3 

A-VIII 

A-IX 

5.1.9 

5.4.3 

5.16.5 

Clarified access to ‘Training’ vs. ‘Production’ system. 

Provided instructions to manage TAFI passwords on the 
Back-up processor. 

Changed old 4.2 to 4.1.4 and added procedures for 
accessing the Back-up processor in the new Section 4.2. 

Provided additional “Tips on Queuing” reports. 

Clarified “Find orphans” supervisor option. 

Corrected IP address for production processor. 

Provided additional keyboard mapping information. 

Attachment VIII - CLEC User Notes on Release 97.3.2.1. 

Attachment IX - Job Aid - Trouble Shooting CPE Problems. 

Revised Annoyance Call information to reflect that CLEC‘s 
should follow their inte.mal procedures for these reports. 

Clarified that Access Number can be either a 7 or 10 digit 
number. 

Addeed note that some CLECs may not use TAFI for all 
trouble reports and user must follow their company’s 
directions. 

EP - Issue 3 
July, 1997 
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CLEC TAFI EndUsar Training 

6/97 9.5 Added an example of processing trouble report for a 
condition not currently supported by TAFI. 4 

6/97 A.-VII Added Attachment VI1 - CLEC User Notes on Release 97.3. 
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CLEC TAFI EndUaer Training 

1.0 IPiTRODUCTION 

The Trouble Analysis Facilitation Interface (TAFI) is a rules-based computer system providing 
automated trouble receipt and screening functionality to BellSouth users in the Residence Repair 
Center (RRC) and Business Repair Center (BRC). TAFI is a powerful application that guides its 
users through a series of questions and instructions to resolve or route POTS’ customer service 
problems. These questions and instructions, called flows, trigger the gathering of the relevant 
data from the customer as well as from BellSouth’s do- applicationdsystems. TAFI 
processes the data to provide rapid, consistent, and efficient problem analysis and generates a 
recommendation for resolving the problem. Reports leaving TAFI fall into one of three 
categories, they are either: (1) resolvedklosed, (2) routed to the appropriate entity for resolution. 
or (3) cance.led. 

A special version of TAFI has been developed for use by the Competitive Local Exchange 
Carriers (CLECs) to process their customers’ POTS trouble reports. This CLEC TAFI system is 
identical to the BellSouth TAFI system in trouble processing functionality and presentation to 
the user. The enhancements include: 

* The CLEC is restricted to accessing BellSouth records for their customers only. 

3 The TAFI Supervisor function is limited to a given CLEC user community. 

This training material provides a comprehensive explanation of how to use the CLEC TAFI 
system and introduces the student to the various functions available to process a customer’s 
trouble report. Although the system is almost intuitive by design, the user’s proficiency will 
increase with its continued application in the day to day operation of the CLEC’s repair center. 

/-- 

I POTS -Plain Old Tclcphom smice  
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CLEC TAFl Enduser Training 

The training provided in this material is limited to the mechanics of operating the CLEC TAFI 
system. The following prerequisites are assumed 

3 The student is familiar with the opemtion of the terminal and communications 
equipment used at the CLEC location including how to access the CLEC TAFI 
system. 

3 The student has a working knowledge of the telecommunications industry and is 
familiar with the operation of the variou products and services offered by 
BellSouth. 

The student possesses the customer contact skills necessary to interact with their 
end-user customer population. 

PRIVATE I PROPRIETARY EP48sue 3 
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CLEC TAFI End-User Training 

- 
3.0 OVERMEW OF THE TAPI SYSTEM 

TAFI supports two modes of communication with the user: 

= LAN to LAN communications using Telnet protocol 

* Dial in access using Telnet protocol 

IC- 

Once logged into TAFI, the system will guide the user through the trouble entry and resolution 
process by: 

prompting the user to ask the customer for specific information, 

prompting the user to enter information in the appropriate fields 

gathering data fiom downstream systems 

performing analysis on the gathered data, and 

making recommendations to resolve the customer‘s problem. 

3.1 BACKGROUND 

To better appreciate what TAFI does to enhance your ability to exceed your customer’s 
expectations, let’s take a minute to review the trouble resolution process before the introduction 
of this new system. 

Customers reported their problems to the (old) Centralized Repair Service Attendants Bureau 
(CRSAB) at BellSouth where a Repair Service Attendant (RSA) input the customer’s 
information into the LMOS system. The RSA then informed the customer that the problem 
would be resolved by the commitment date/time and that someone else would be contacting 
them. 

The trouble report would then flow to the LMOS “auto-screener” ( s o h  package) to see if the 
system could determine where to send the report. This auto-screener had limited capabilities and 
could identify only obvious situations. (i.e., If the MLT test indicated that the line was open and 
the customer was reporting “No Dial Tone,” the auto-screener package would route the report for 
a field technician to be dispatched.) 

EP - Issue 3 
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CLEC TAFl EnbUser Training 

Reports that could not be handled by the auto-screenex p r o m  were then muted to the 
"screener" position in the Installation Maintenance Center WC) .  The screener (a Maintenance 
Administrator - MA) accessed a number of downstream systems to manually analyze the 
situation and correct the problem (if it could be "remotely" repaired) or determined where the 
report needed to go for resolution. 

This MA needed to (1) h o w  which downstream system to use (i.e., there are 16 different 
Predictor systems in BellSouth), (2) possess the experience to analyze the information gathered 
and (3) provide consistent resolutions audor recommendations as to where to send the problem. 

With the introduction of a system called StarRep (1992), the RSA was provided the capability to 
perform some very basic trouble resolution functions. The TAFI system was built on these early 
initiatives to become the system used today in the RRC and BRC. 

Customer Contact - pre TAFI 

4 
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CLEC TAFl EnbUser Trainicg 

With the introduction of TAFI, the person handling the initial customer contact will resolve all 
POTS trouble conditions (for those troubles that can be cleared remotely) or route the trouble 
report to the correct entity for resolution. In other words, the functions performed by the MA in 
the IMC are now completed by the TAFI user on the initial contact. 

This task was accomplished by developing a ‘tool’ that perForms the mechanics of accurately 
processing the customers’ trouble situations. TAFI actually accesses all of the downstream 
systems, gathers appropriate data, performs specific Central Office translation changes and 
provides the user with a recommendation / resolution to the problem condition. 

Customer Contact - with TAFI 
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CLEC TAFI EnbUserlrainhg 

3.2 A WORD ABOUT TAFI ‘WINDOWS’ 

The user should be familiar with the characteristics of ‘traditional‘ windows as seen in Microsoft 
Windows on a PC and on an X-Window LAN terminal. All of these windows include a title bar, 
the user can move them around the screen, the user can jump fiom one window to another, 
change their size, shrink them into icons, etc. 

The term “window” has a different meaning in the TAFI application. TAFI was designed to be 
accessible fiom a number of different terminal types - everything h m  a sophisticated 
X-Window terminal to a simple ASCII terminal like a VT220. Therefore, the TAFI application 
does not support a Graphical User Interface (CUI). In other words, once you log into TAFI and 
use your mouse. to move the TAFI screen to where you like it to be, you wiZZ not use the mouse to 
use TAFI. 

In TAFI, the term ‘’window‘‘ refers to a section of real-estate on the screen, usually surrounded 
by a h e ,  that contains infomation. These windows often overlap information presented 
previously and will have the ‘look’ of traditional windows. The user can tell which window is 
the ‘active ’ window by locating the TAFI cursor (typically a red block the size of a character). 

TAFI windows are divided into three types: 

TheMainMenu 

SubMenus 

Pop-UpWindows 

J 

The user can select an item h m  a menu by positioning the highlighted area (reverse video) over 
the selection and depressing the Enter Key. This is done by using the cursor positioning arrow 
keys on your keyboard. When the user selects an item h m  the ‘Main Menu’, TAFI wil l  display 
a ‘Sub Menu’ of additional items. Selecting one of these items may generate another ‘Sub 
Menu’ or start the ‘flow’ of resolving the particular trouble situation. 
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3.2.1 SCROLLING THROUGH A TAFI WINDOW 

In some cases, aIl of the information in a window can not be displayed at the same time (the 
TAFI screen is ked in size). When this happens, TAFI displays a row of v’s at the bottom of 
the window to alert the user that there is more information below. 

To access (see) this information you must scroll down the visible information to uncover the 
hidden information. In some cases this is done this by simply using the down arrow key to move 
the highlighted area to the bottom of the window and ‘keep going’ to reveal more information. 
In other cases, the arrow keys do not work and the user has to use the function keys to move the 
highlighted selection bar - F3 to move it down and F2 to move it up. 

In windows requiring the function keys to move the selection bar, the selection bar can move 
down past the bottom of the window and ‘disappear'. To ‘see’ where it went, depress the PAGE 
DOWN key on your keyboard. This will display the next window full of information. When you 
page down on one of these windows, TAFI displays a row or ‘up arrows’ to remind the user that 
there is additional information ‘above’ where you are in the window. 

To return to the previous page of information, depress the PAGE Up key on your keyboard. 

How can the user tell which technique to use, arrow keys or function keys? TAFI tells you If, 
at the bottom of the pop-up window, TAFI says: 

F2up F3down ENTERaccept 

then use the function keys. If TAFI doesn’t provide this prompt, then use the arrow keys. 

Just remember to look for the prompt at the bottom of a pop-up window and then take the 
appropriate action to move around the window. 
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3.3 NOTES ON THE TRAINING DATABASE 
J 

While you are in this class, you will be accessing the TAFI Training database to learn how to use 
the system. All of your entries go nowhere and you can’t “hurt” anything. This database has a 
number of test customer records that allow you to explore most of TAFI’s featclres and 
functionality. Since the CLEC TAFI system validates that each number entered belongs to the 
CLEC company, students will assume that all numbers in the database belong to their company. 
(Since this database is shared by many CLECs, the training profiles are set up as if the students 
were BST users - the system allows BST users to handle trouble reports on all numbers entered.) 

As of this writing, there are several inconsistencies and errors (of omission) in this database. 
When you run into these anomalies, please recognize that TAFI will do the ‘right thing’ when 
you are working with actual customers. These known bugs include: 

When the entire class inputs the same telephone number (at the same time), some 
students may not obtain the correct customer rewrd (i.e., get name = not found). 
When this happens, cancel your entry (F12) and re-input the telephone number and 
LIU status. Normally, only one user at a time will be accessing a customer’s record at 
any given time and this problem does not occur in the production environment. 

The training database does not currently have examples oE (1) performing a Predictor 

service order situation, or (4) office / cable failures. TAFI haudles these situations 
just fine in the “real world”. 

Test results now come back (in the training database) in about 90 seconds. In the real 
world, the results could take 2 to 3 minutes depending upon the individual CO and the 
load on the test system. 

The commitment times reflect the date and time when the test rewrds were built. 
Most of these were developed in July, 1994. When doing exercises, just use the 
commitment ‘time’ and ignore the date (i.e., just say “...cleared by XXXX this 
evening or tomorrow, as appropriate”). If you enter a wmmitment dadtime, use the 
current date since TAFI edits will not allow you to enter a dadtime sooner than the 
current value. 

verification, (2) simulating a MARCH (reprogiammhg) transaction, (3) a pending 4 

Some training records show the “AS” commitment sooner than the “OS” 
commitment. (e.g., AS = 0500P and OS = 0700P, due on the same date). In the “real 
world”, the AS commitment W t i m e  could be equal to the OS date/time, but nwz 
spp~~t;~ than the OS datehime. 
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Note: TAFI has been programmed to populate the New Comm field with the appropriate 
W t i m e  commitment for the given trouble situation. When TAFI looks at the LMOS 
established commitments, it looks at the actual date and time values - not the AS or OS 
indicators. Therefore, in this training database, you may have an out of service situation (i.e., 
NDT) and TAFI may populate the New Comm field with “AS”. However, when you look at the 
actual commitment times, TAFI picked the shortest interval. 

. 

Although there is a list of specific training telephone numbers with known characteristics (Le,. 
actual Names and Addresses, full CSRs, Test results, etc.), the student may input 999-555-xxxx, 
where xxxx is any random four digits, and process a trouble report. For these random numbers, 
the customer’s name will be ‘Wame Surname” and his address will be “555 Some Road”. 
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4.0 USINGTAFI 4 1 
Upon receipt of a customer call, the user will obtain and enter the area code and telephone 
number of the line in trouble. The user will also deterrmn ' e (either based upon what the customer 
has said so far, or the user will ask) if the line in trouble is currently in use. Should the trouble 
condition require a MLT test, the answer to this question tells TAFI when this test should be 
performed. After answering this Line In Use (LIlJ) question, the user will have completed all of 
the required entries on the Initial Trouble Entry Window and the user will then depress the 
Enter Key. 

Based on the telephone number entered, TAFI gathers and displays the following information 
from the downstream or "legacy" systems: 

The customer's Name and Address from LMOS 

Line Features from the customer's CRIS service records (CSR) 

3 Note: TAFI also obtains the customer's name and address from the CRIS 
CSR However, the name and address found on the LMOS record is displayed 
on the TAFI screen and is used to generate the trouble report. In almost all 
cases the name and address values are the same. However, in some cases, the 
LMOS record may have incorrect data and you must then enter the correct 
values in the Narrative field of the trouble report (discussed later). This 
ensures that the field technician is dispatched to the correct location (if a 
dispatch is necessary to correct the problem). 

Note: The CLEC TAFI system validares that the number entered belongs to 
the CLECprocessing the report. Ifthe entered number does not belong to the 
CLEC (as defined by the OCN in the user f TAFIproBIe), TAFI will generate 
an error message for 5 seconds and will then return the user to the Initial 
Trouble E m  Window. 

4 

4 
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Once TAFI retrieves data from LMOS and CRIS, the “Main Menu” is displayed. The user will 
verify the customer’s name and address and ask the customer for the type of trouble beiig 
experienced. Based on what the customer says, the user will select one of the following 
categories from the 

Main Menu: 

DialTone 

OutgoingCall 

Incomingcall 

Transmission 

MemoryServices 

MemoryCall 

Calling PlandBilling (ANI) 
LongDistance 

Physical 

Data 

EnhancedServiCes 

Each trouble category has submenus with options for that trouble category (i.e., Dial Tone on 
the main menu would have options of No Dial Tone, Dial Tone After Dialing, etc. on the sub- 
menu.) The options on the sub-menu will then lead the user through the flow of the contact for 
that particular trouble by hstwtmg . the user how and what information to gather from the 
customer. The flows also access the appropriate infofination from the downstream system($, 
analyze a l l  the gathered information and provide the user with one of the following courses of 
action: 

The problem is resolved and an LMOS trouble report is initiated and closed. 

The problem is placed in an LMOS trouble report and routed to the appropriate work 
group for handling. (This includes sending reports to the “Technical Support” 
(TECH) group of MA’s for manual screening because TAFI does not have enough 
information to make a on.) . .  

The problem is cleared by TAFI as a transfer situation (i.e.. refer to Business Oflice). 

/-- 
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TAFI is composed of the following groups of information: 

0 

- 

Customer Service Information that identifies the customer by name and address and 
the features paid for by the customer. 

Customer Problem Information consists of the relevant data associated with the 
customer's problem. This includes data gathered k m  the customer or data, such as 
test results, accessed from the "behind the scene" systems. 

Trouble Reports to define customer problems. TAFI trouble report records are used 
to enter and process LMOS trouble reports. 

Faciliiy Data which includes relevant cable, pair gain, and line equipment 
information. 

Configuration Data which contains the information and computer language necessary 
to operate and maintain TAFI. 

TAFI is amazing, right? What's really amazing is that it looks for and gathers all the necessary 
infoxmation needed for trouble analysis and processing from systems the user would normally 
have to access directly. The user does not need to know how these downstream systems work, 
what codes to enter, what the results mean, etc. TAFI does it all for you 

For the majority of trouble reports, all the wer has to do is learn how to i n w k c e  with one 
tystem (TAW and use the customer contact ski% to ensure the customer thai his problem is 
holl(ilpd 

a Note: There are certain types of business customer trouble reports that TAFI 
does not accommodatez at this time (i.e., Hunting - or if the called line is busy, 
the caller is automatically routed to the next l i e  in a series of lines, etc.). 

However, the CLEC user may still report these troubles to BellSouth via 
TAFI. These reports are easily identifiable because TAFI does not provide an 
appropriate menu option. Proceed by populating all of the required fields and 
give your customer the repair commitment. Then: (1) depress the Override 
key; (2) select the "Technical Assistance" option followed by (3) "MA - needs 
fiuiher analysis". Be sure to provide detailed information about the trouble on 
the Narrative line. 

d 
TAFl is not pmgmumd at thii time to anplya and resolve way type of POTS rervia. 
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/-. The following table identities each of the "behind the scene'' systems and their functions: 

SYSTEM 

BOCRIS 
Business Office Customer 
Record Inventory System 

COSMOS 
Computer System for 
Mainframe Operations 

JMOS 
Job Management 
Operations System 

LFACS 
Loop Facility Assignment 
and Control System 

FUNCTION 

Provides service order information including Name, 
Address, Class of Service, Maintenauce Plan, 
Restrictions, Features, PIC (long distance company). 

Provides h e  data used in problem analysis. 

Provides outside plant and construction work load 
scheduling and reporting. 

Provides facility data used in problem analysis. 

LMOS 
LoopMaintenance 

Supplies trouble ticket ppcessiq and the following 
information: Name and Address-verification, Working 

operations system 

MARCH 

condition, Trouble History, Commitments, Failure 
information, Unit #, Pending Reports, Status, Category of 
Repoa, Pending Service Order information, and facilities. 

Provides the avenue to add or delete features to a line. 

MLT 
Mechanized Loop Testing 

PREDICTOR 

SOCS 
Service Order 
Communication System 

Provides loop testing on the customer's line number. 

Identifies and verifies line features present on the 
customer's lime. 

Issues a service order when adding a new feature to a 
customer's line and verify the status of an order. 
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4.1 ACCESSING TAFI 

The first step in accessing TAFI is to establish the connection path3. 

For LAN-LAN users, log into the LAN server and double click the appropriate TAFI icon 
(i.e.. TAFI Production). 

For DIALS users, activate the terminal emulation software, call the DIALS telephone number 
via the modem, and log into the Network Access Controller (NAC). Use your Common User 
ID for the ‘login’. The ‘Passcode’ is a combination of your PIN code plus the six digits that 
appear on your SecurID card. Establish your connection to the “Production” CLEC TAFI 
processor by entering the correct IF’ Address in the Telnet conucction window. 

a Note: For this class, the user will be working with a training database of 
customer information. All of the work done here is a ‘simulation’ of the real 
thing. Therefore, the user can not hurt anything ... so don’t be afiaid of 
pushing the wrong button! Sure, you will make mistakes, but here’s a great 
place to learn from these mistakes. 

When the user is connected to the TAFI application, the log on screen is presented: 

I U n i x  System U R e h u e  4.0 Uorslon 3.0 (WINS) ( n r t a f i z m )  

t 
N I X  System U/386/486 Release 4.0 U o r s i o n  3.0 
r t r f i .m 
o p y r i g h t  ( C l  1984. 1986. 1987. 1988. 1969. 1990 RT&T 
o p y r i g h t  (C) 1P67. 1988 MiSFOlOft Corp. 
o p y r i g h t  (C) 1990, NCR Corp.  
11 R i g h t s  Rarer-d 
X : log in :  INFO: L-t login: F r i  tlarJ 23 11:51:02 f r o m  90.133.96.21 

ULD M U  L IKE TO CHANGE YOUR TAFI LOGON PASSUlRD? 

Thc CLEC‘r systems dminimamr will pmvide site ~pcdfic inarmctions. 

PFWATE I PROPRIETARY EP-lssw 3 
Page 14 ~~tforuseordirdosureouOrideBWSO~excaptbymittonagreement July. 1997 

Q 1997 BaLsouTH 

s 



CLEC TAFI EndUsar Training 

F The Login is the user’s Common User ID (CUD), often referred to as the User ID. It is a seven 
character string that uniquely identifies the user to the computer system, Le., “zdxdbys”. Your 
personal password tells the system that you are who you claim to be and allows you access to the 
application. You must type your User ID and Password (using lower case) in the fields 
provided and then press the J Enter Key. 

The ‘Training System’ is located on the production CLEC TAFI processors. When a user logs 
into the processor, the system routes the user to the correct location based upon the User ID 
entered. If a ‘Training’ ID is entered, the system starts a session in the training database; if a 
‘Production’ ID is entered (the unique ID issued to you by BellSouth), the system starts a session 
in the production area so you can process customer trouble reports. 

a Note: When entering the password, the system does NOT display what was 
typed. This is a security measure to prevent others who may be watching 
from leaming your password. Passworcls are ‘private ’ and should never be 
shared with anyone. 

Note: If you enter an incorrect value and backspace to correct it before 
depressing the Enter Key, TAFI will fail the attempt. The User ID and 
Password must be entered correctly the first time. TAFI will allow three 
attempts and, failing all three, TAFI will disconnect the user. 

Once the user successfully enters their UserID and Password, the system automatically places the 
user into the TAFI application. 

Note: As part of TAFI’s flexibility, the system wants to know what kind of 
terminal is being used. The system asks: “Do you wish to change terminal 
settings Y/N?“ The system default terminal is a VT220 and the user’s terminal 
matches this profile. When this question appears, depress the Enter key to 
accept the default value of ”NO”. When accessing the ‘production’ system, the 
system also provides the opportunity for the user to change their TAFI password. 
Depress Enter to accept the default answer of “NO” (unless you want to 
change your password). 

4.1.1 NOTES ON PASSWORDS 

Logging on to any BellSouth computer systems requires the use of a User ID and password for 
security reasons. They prevent unauthorized persons tiom accessing confidential records. To 
ensure Security, the user is required to manage theirpersonalpswords. You will choose your 
password and keep it private. 

/-- 
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Your TAFI password must contain seven characters. They must be alpha numeric and have at 
least two numeric or special character (&, Si, #, etc.). Instead of randomly selecting numbers, 
letters, and special characters (that you will need to memo+), it is better to devise a scheme. 
For example, family names, pets' names, friends' names, etc. You can be very Creative and 
choose a sequence, such as, ages, when you got the pet, when you met a special person, etc. In 
the name, change the letters that look like numbers and characters, e.g., 5 for S or 6 for S, ! for I 
or 1 fori, etc. 

TAFI passwords 'age' (expire) in 45 days. When your password is about to expire, TAFI will 
provide you with a warning message several days in advance. If you let your TAFI password 
expk, the system will allow you one opportunity to log in with the old password and will then 
guide you through the process of changing it. 

3 Note: Each time you log into a CLEC TAFI system, the system gives you the 
opportunity to change your password. (password changes by students is 
blocked in the Training system.) The prudent user will set up a schedule to 
pro-actively change their passwords on a monthly schedule (Le., pick the day 
of each month that corresponds to you birthday date). 

BellSouth provides each CLEC with access to two CLEC TAFI processors; (1) a Production 
processor for normal day-today activily and (2) the Back-up processor for use when the 
production system is not available.' These systems are configured in such a way that the user 
login information is copied every evening h m  the Back-up system to the appropriate 
Production systems. 

.. . 
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4.1.2 INITIAL TAFI WINDOWS P 

After entering the User ID and password, the user will be logged on to TAFI. The following 
screen will be presented and your attention should focus on the Initial Trouble Entry Window: 

.-. 
calling plans/billing (FNI) 
Long distance 
physical 
data p R o b l e s  
Enhancsd Services 

I troubles in ~JOUC 07:25:51 

As mentioned earlier, the term ‘windows’ in TAFI represent areas of the screen, typically 
surrounded by a line, that contains specific information needed to resolve a customer’s trouble 
andor enter a quality trouble report in LMOS. The Initial Trouble Entry Window is that section 
in the center of the screen that provides the initial questions required to initiate a trouble report. 

Every time the user completes a trouble report, TAFI will return to this Initial Trouble Entry 
Window to begin processing the next customer report or allows the user to log off. 

5 Note: We will explore all of the fields in the TAFI system later in this course. 
We will log into TAFl at this time so you can explore some of the on-line 
referencematerial. 

When you are to perform a function, the instructions will be in all capital letters and bold l i e  
this: 

ENTER YOUR USER ID AND PASSWORD 

/-- 

Turn the page and follow the log-on instruCti Om. 
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4.1.3 LOGON TO TAFI: 

LAN USERS: LOG-ON TO YOUR DESKTOP TERMINAL 

DIALS USERS: ESTABLISH YOUR DIALS CONNECTION TO TAFI 

Once your terminal is activatd 

LAN USERS: SELECT THE TAFI (Production system) ICON FROM 
YOUR DESKTOP WINDOW AND DOUBLE CLICK IT WITH YOUR 
MOUSE. 

DIALS USERS: CONNECT TO THE TAFI PRODUCTION SYSTEM 

You should receive the TAFI LOG-ON screen (identical to the picture on page 14). 

At the TAFI log-on screen: 

ENTERUSERID 

ENTERPASSWORD 

J 

Note: Check with your instruct0 r for the UserID and Password to use to 
access the training database used for this course. CLEC specific training IDS 
will be provided for each company using TAFI. 

When all entries are correctly typed: 

DEPRESS TEE -I ENTER KEY 

During the login process, TAFI will ask several questions and the user should select the default 
answer of 'NO' by just depressing the Enter Key. 

Once successfully logged into TAFI, the system will return the Initial Trouble Entry Window. 

Compare your screen with the example on the next page. 4 

PRIVATE I PROPRIETARY EP-issue 3 
Paae 18 July. 19B7 



c 

b r  
calling p l d b i l l i n g  (FYiI) 
Long distance 
Physical 
data pRoblens 
Enhanced Services 

t d l e s  i n  amw 07 : 25 : 51 

If the Initial Trouble.Entry window is displayed on the terminal, you are now 
successfully logged on to TAFI. If you do not, ask your insmctor for assistance. 

4.1.4 LOGGING OFF TAFI 

To log off (exit) TAFI, the user must depress the F6 function key while ut the Znitiul Trouble 
Enby W i d w .  (Obviously, TAFI will not allow a user to log off in the middle of processing a 
customer’s trouble report.) 

j Note: Some of the function keys in the TAFI application can take on merent 
characteristics depending upon which TAFI ‘window’ is active. The best 
advice is to look at the bottom of a given window and take note of the 
functions performed by the “F“ keys. For example, at the Initial Trouble 
Entry Window, F3 displays the status of the user’s queue while in a ‘look-up’ 
window, F3 moves the selection bar down a position. 

DO THIS NOW DEPRESS F6 
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J 

. .-. 
calling plandbill irg (1341) 
Long dis- 
physical 
data pRobleRs 
Enhenced Services 

t d l e s  in  07:26:10 

DO THIS NOW: ENTER "Y" (FOR YES TO THE "ARE YOU SURE YOU WANT TO EXIT?" 
QUESTION) J 

The TAFI application logs the user off and disconnects the Connection. The LAN-LAN user will 
be returned to their desktop. The DIALS user will be returned to a blank Telnet screen. (Follow 
the procedures outlined in Section 13 to drop the telephone comectiol~) 
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EXERCISE 

Answer the following questions: 

A. What entries are made on the TAFI Log-on screen? 

~~ ~~ 

B. What key m k e s  will log you off TAFI? 

DO THIS NOW 

ACCESS THE TAFl L O G O N  SCREEN 

L ~ G ~ N T o T A F I  

,/-- 
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ANSWERS 

A. User ID and password 

B. F6 and then enter “Y” to the “Are you sure you want to quit?” question 

DO THIS NOW: 

LoGOFFTAFI 

You should be back at the X-Terminal DeskTop Window (or DIALS users will have a blank 
Telnet window). 
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CLEC TAFl EndUsar Training 

EXERCISE 

1. WhatisTAFI? 

2. What information does TAFI gather from the telephone number from LMOS and CRIS? 

3. What courses of action will TAFI take based on the information you gathered fiom the 

customer and analysis of data obtained from downstream systems? 

(Check your answers on the following page.) 
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ANSWERS 

1. 

2. 

3. 

TAFI is an expert system that provides automated trouble receipt, screening and resolution. 

TAFI guides you through a series of questions and instructions to resolve customer service 

and line problems. 

TAFI gathers the customer's Name, Address, and Line Features from LMOS and CRIS. The 

Name and Address come from LMOS and the Line Features come h m  the customer's 

service record (CSR) in CRIS. 

Based on information entered, TAFI analyzes the information and provides one of the 

following courses of action: 

0 The problem is resolved and an LMOS trouble report is initiated and closed. 

0 The problem is placed in an LMOS trouble report and routed to the appropriate 
work group for handling. 

0 The problem is cleared by TAFI as a trausfer situation. 
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4.2 WHEN TO ACCESS THE BACK-UP SYSTEM 

As stated earlier, each CLEC user has access to two CLEC TAFI processors; (1) a production 
system for normal day-to-day operation and (2) the Back-up system for use when access to the 
production system is not available. 

During normal operation, the TAFI application on the Back-up system will be disabled. Users 
can still log in and manage their TAFIpassword but will receive an error message stating: 

‘‘ ... UNABLE TO START NEW USER AT THIS TIME” 

This procedure was initiated to ensure all activity takes place on the production systems. 

CLEC users should follow the procedures provided in Attachment IV for managing their system 
access problems. Since a given user can experience several dif€erent problems, the local SME is 
best suited to coordinate and resolve the problem. 

Should a failure condition exist on a production CLEC TAFI system, the BellSouth SPOC will 
activate the TAFI application on the Back-up processor. Therefore, if you can not access your 
designated production system6, and you can access the TAFI application on the Back-up 
processor, then you know that BellSouth is aware of the trouble and is actively working to 
correct it. 

3 Note. if yon can not access the CLEC TAFl application on either the 
producton or*Back-Up system, your SME must report the problem to &e 
BeilSonth SPOC for hmedmfe . action. 

UntiI youhave access to a CLEC TAFI system, you will follow the 
mew M o p e d  by your company. 6.e- repmt 
your customer trouble reports to a BdlSouth center or take ‘papatickets’ and 
process* when acccss to TAFI is restomi) 

When the problem with the production system is corrected, a broadcast message will be sent to 
all active users on the Back-up system. This message will also aunounce that the Back-up 
system will be turned off in some period of time (i,e., 15 minutes) thus giving users time to finish 
their existing activity and move to the production system for ongoing work. 

When you SOII~YR to TAFI via the Telnn wkdow and you get the -e ”hying” and do not r n m  DO NOT CO- 
rcparing mC attmprs. Continuing h e  process could only .ggravuc a mmrmniutioru wblcm. H m  your SME nporr mC ondition 
and hm access the Back-up symm to prosus your customer’s e m .  

6 
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4.3 TAFI ON-LINE JOB AIDS 

TAFI has on-lime references that provide information about various products and services 
BellSouth provides, along with other information useful in processing a trouble report. This 
window may be accessed through the Help window kc t ion  key (Fl). 

=$ Note: The 'Help Key' (Fl) can be depressed at any time and from any TAFI 
window to obtain reference information ... even without a telephone number 
entered in the Initial Trouble En- Window. We recommend that you access 
this resource and become familiar with all of the information available to you. 

DO THIS NOW L O O O N  TO TAFl 

D i a l  M I I 
atgo 
I- IS the line currently i n  use? I 
T- 
-r mrofile b r v i s e  b i t  
kuar 
calling plandbilling (MI) 
Long distance 
physical 
data pRoblars 
Mtanced Services 

3 t&les in  quaa 07:25:51 

DO THIS NOW. AT "FIE ImTuL TROUBLE ENTRY WINDOW, DEPRESS 
"FIE F1 (EELP) FUNClTON KEY. 
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The following window will be displayed. 

Dial I 1 

b r  
calling plandbilling (WI) 
Long distance Feature aids 
F’hysical Rpplication overvia 
data pFkblas TfFI  help 
Enhancsd Services 

b trpubles i n  quaa 07:27:08 

From this menu, you would choose the job aid that you need. 

4.3.1 REFERRAL NUMBERS 

As a resource for the TAFI user, the system maintains a list of referral telephone numbers that 
may be used during the resolution of a customer’s trouble report. Although many of these 
number are intended for BellSouth‘s repair attendants, the CLEC user will find a number of them 
useful as well. 

DO THIS NOW S E L E n  TEE PHONE LIST OPTlON AND DEPRESS ENTER 

P 
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Incon Is the l ine currently i 

calling plandbillina (ANI) 
Long distance 
Physical 
data PROblens 

FREgamy DIALED MI)BERs - m-mfwfl 
F R E m v  DIALED MmERs - CmaINAS 
F E a E N l L Y  DIALED MMBERs - FLORIDA 
F R E g s m Y  DIALED Mw6ERs - GEORGIA 
F R E r n Y  DIALED PurSDls - KENTUCKY 

FREQENTLY DIALED tMBERS - HISSISSIPPI 
FREglEpmy DIALED MI)BERs - TMlEssn 

mmmnY DIALED NU~SERS - LOUISIAWA 

I I I Enhamad Services I 
I I 
No trarbles in  queue 07:29:20 

Notice the function key instructionS located at the bottom of this Phone List menu? To select an 
item on this menu you must use the function keys F3 (for down) and F2 (for up) to move the 
highlight area. Once the desired option is highlighted, depress the Enter key. 

DO THIS NOW SELECT THE 900 TROUBLE REPORTING LOOKUP AND DEPRESS ENTER. 

I I 

: 900 TROUBLE EFORTING LooKlR I 

TOPIC: 900 TROUBLE REPORTING LOOKUP LISTING 

mea: OQi 

900-220 RTX 1-800-22-3oOo 
900-210 m 1-800-222-3oOo 
900-220 m 1-800-222-3oOo 
900-221 m 1-800-36&4729 
900-223 m 1-800-368-4729 
900-224 FLN l-mc+875-ooOo 

Enhancsd Services I I 

4 No trarbles in queue 07 : 29 :41 
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Enhanmd Services I I 

i 

P- The TAFI Help system is displaying the text of a file that is longer than the number of l i e s  
available in this window. You know this because the word ‘end’ does not appear as the last line 
of information. The word ‘end’ is called the End of File mark or EOF. 

To view the additional information, depress the “Page Down” key on your keyboard. If the EOF 
is still not displayed, depress the Page Down key again to view the next ‘window’ of 
information. Also, if you have ‘scrolled‘ down too far, you can move back up the file by 
depressing the “Page Up” key. 

DO THIS NOW DEPRESS THE PAGE DOWN KEY ON YOUR KEYBOARD. 

The following information will appear: 

RLN 1-800-875-oooO 
m 1-800-222-3ooo 
n u  1-800-88&1800 
RLN 1-800-875-oooO 
m 1-800-264-oooo 
UTC 1-800-366-0707 
SIR 
mx 1-800-36g4729 
9300 hritech 
SM 1-800-261-oooO 
SIR 1-800-240-oMM 
DLT 1-8OO-~oooO 
9600 usuest  
SIR 
IGT 

900-224 
900-225 
900-226 
900-227 
900-229 
900-230 
900-232 
900-233 
900-235 
900-236 
900-238 
900-239 
900-240 
900-242 
900-244 

4.3.2 CLOSING THE HELP WINDOWS 

When you have finished viewing the selected information, depress the F6 function key to ‘retrace 
your steps’. For example, depressing the F6 key one time will return you to the Phone List 
menu Depressing it a second time will return you to the TAFI Help menu and depressing F6 a 
third time will return you to the Initial Trouble Enlg Widow (or where you were when you 
depressed the Help Key PI)). 

DO THIS NOW DEPRESS F6 UNTIL YOU RETURN TO INITIAL TROUBLE 
/--- 

ENTRY WINDOW 
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. 

4.3.3 FEATURE AIDS 

BOCRIS F e a W n ~  ----- _____ 
neR0t-g C a l l  
llessage kitirglStutter Dialtone 
Long D i s t a n o e  Carrier (0288) 
Taroh Tone 
Cal l  kiting 
Cancel C a l l  kiting 
Cal l  Foruarding B u q  L i n e  
Ca l l  Foruarding Don’t fh=uer 
5 1 1  Foruarding R i n g i n g  Cycle  (4) 
Cal l  Return 
U i r e  tlaintmance Plan 

--- PRED Features ----- 
Features  not available get. 

Suppose the customer calls and advises that he has forgotten how to activate his Call Foxwarding 
feature. After entering the customer’s telephone number in TAFI, you can quickly verify ifthe 
customer is paying for Call Forwarding by depressing the F7 function key. 

3 Note: The F7 option translates the USOC coded feature information found on 
the customer’s CSR list into English tenns. (Obviously, without a telephone 
number, it’s impossible to locate the customer in the database). 

LllOS Data Avai lable  for 

Assume for the moment that the user is not familiar with how to activate the Call Forwarding 
feature. The user can obtain this information h m  the TAFI Help utility. 

DO THIS NOW ACCESS THE TAFI MASTER HELP MENU, SELECT TEE FEATURE AIDS 
OPTION AND DEPRESS ENTER 
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ELPLOOKlP 

00s I LIU I RDD 
CALLBurx  
CALL F-ING 
CALL F-ING DON’T FWSbEI? 
(x\uRENRN 
mu S E L E m  
CALL m 1 K i  
CALL WIITIKi 
OUI WIITIffi Du( (L VIS DIR 
ayLER ID 
CRLLING nn MIW BLocKIffi PER (EILL 
m1NG M m E R  M I V E R Y  BLW: 

PMDRY CRLL ~ I K i  svc PLUS 
calling p l d b i l l i n g  (ANI) 
Long distance nFlIHTDw1cE PLANS 

data PROblerrs lMoRy mu m1c 
Enhanced Services tEnoRYCRLLoo-uxE 

PREFmFm m mwrwOIIE 

No trohles in ~ l s u e  07 : 31 :01 

a Note: Take a good look at this Help Look Up window and notice the row of 
‘down arrows’ at the bottom of the window. This indicates that there are more 
options on this list. To view these additional options, depress the ‘Page 
Down’ key. 

DO THIS NOW MOVE THE HIGELIGETED CURSOR TO THE CALL FORWARDING OPTION 
AND DEPRESS ENTER 

/-- 
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CLEC TAFI End-User Training 

4.3.5 TAFI HELP 

The last entry on the TAFI Master Help Menu is called “TAFI Help”. It contains a number of 
reference options as well as providing some additional ‘look up’ functions. 

DO THIS NOW. GO TO THE TAFI MASTER HELP WINDOW AND SELECT THE ‘TAFI HELP’ 
OPTION. 

calling pldbilling (ANI) Phone list 
Long distance 
physical 
data PRoblenS 
Enhancsd Serviars 

I Feature aids 
Application overvie* 

o troubles in ~ u r r a  

A useful ‘look up’ option is the Carrier Identification entry. Reviewing this file will show the 
Prefemed Interexchange Carrier (PIC) code for every long distance carrier in the region. The list 
is sorted by PIC code numb.  

/-- 
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/- 

DO THIS NOW TAKE A FEW MINUTES TO EXPLORE EACH OF THESE ‘ T m  HELP’ FILES. 
W E  DO NOT EXPECT YOU TO MEMORIZE EVERYTHING YOU READ ... BUT AT 
LEAST YOU WILL KNOW WHERE TO LOOK TO FIND THE INFOIWATION WEEN 
YOU NEED IT. 

- DO THIS NOW WHEN YOU RAVE FINISHED EXPLORING, RETURN TO THE INITIAL TROUBLE 
ENTRY WINDOW. 

4.3.6 OTHER RESOURCES 

In addition to the on-line resources, the call guide pages of the BellSouth telephone directory 
make a wonderful job aid for instructing customers’ on the proper utiliition of their service. 

Bdwe moving to the next d o n ,  ask your instructor toclarify 
asy quesPions ywmay have up to this poiat 

c 
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4.4 TEETAFISCREEN 

Make sure you are at the Initial Trouble Entry Window. Your screen should like the following: 

Dial TN m 
""I Inca, Is the line currently in use? I 

~ 

T m  
-r CBprofile Emwise k i t  
b r  
calling plandbill ing (WI) 
Long distanw 
physical 
data PROblas 
Enhanosd Services 

No trorrbles in  qmue 07:25:51 

(If you are having difficulty getting to this Initial Trouble Entry Wmdow ask your instructor for 
assistance.) 

Remember that TAFI ~ulls an analysis based upon the data entered, data collected from other 
systems, and then recommends how to proceed with the trouble report. %refore, the Rey to 
processing Q customer's trouble report is to identi3 what the customer is redh sayzng and 
translating it into the proper selection in TAFI. 
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4.4.1 BASIC SCREEN LAYOUT /-- 

Let’s take a moment to look at the TAFI screen and learn a little more about how it’s laid out: 

TITLE BAR 

Across the top of every TAFI screen is the “Title Bar”. It verifies that you are using the TAFI 
application - because in the middle of this title bar is the application name: 

Trouble Analysis Facilitation Interface 

At the left side of the title bar is today’s date and the current software level is identified on the 
right side of the title bar. The current software level (at this writing) is: 

BST (indicating that BellSouth owns and maintains this product) 

R97.2 (indicates that this is the second major release in 1997) 

SIh4l (indicates that you are using the training or Simulated database) 

TAFI was introduced to the RRC in July, 1994 and the initial “release” (how the software works) 
was Release 1. Over time TAFI has been enhanced to perform more functions and to execute 
these functions more efficiently. Each time there is a significant chauge in TAFI, a new release 
number is assigned. In most cases, because of how TAFI is designed, the changes are 
functionally transparent to you By that we mean that although you might see a change in screen 
layout or more functionsadded, all you have to do is follow TAFI’s now (Le., answer the 
questions presented to you) and things just work! 

To the left of the software level information is an indicator which identifies which TAFI 
processor is being accessed (Le., NRTAFIZM is the CLEC TAFI system located in Nashville). 
This assists the support personnel in identifying which physical machine was being used when 
system problems are reported. 

e 

STATUS LINE 

The Status Line is located at the very bottom of the TAFI screen (under the border) and provides 
information about what TAFI is doing. At the extreme right side of this line is a clock display. 
This clock shows you what time it is at the TAFI processor location. 

Note: The CLEC TAFI production system is located in Nashville, TN and the 
clock displays Central Time. 
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To the left of the clock TAFI displays a report “timer” that starts once the information on the 
Initial Trouble Entry Window is entered. It displays the number of minutes and seconds since 
the report was initiated. The intent of this timer is to provide feedback as to how long you have 
been actively working on this report. 

The left side of the Status line provides you with information about what TAFI is doing. ‘Fhink 
of these status messages as TAFI talking to you, telling you what it’s doing and any problems 
(i.e., error messages encountered with downstream systems) that were encountered. If you make 
an ‘oops’ (and we all oops once in a while) TAFI will let you know about it in this status 
message area. (For example, if you forget to enter a value in a required fie!& TAFI will not let 
you proceed until that field is satisfied. TAFI will move the cursor to the required field and 
politely tell you (in this status line area) “Field must be entered”.) 

ACTIVE WINDOW 

You have learned that the term ‘windows’ in TAFI refers to areas of the screen, usually 
surrounded by a line, that displays or ques ts  idormation. These windows may overlap other 
information on the screen. You can tell which TAFI window is the ‘active’ window by locating 
the TAFI cursor (typically a red square the size of a character). 

Look at your meen. The cursor (red square) is in the first position of the TN field on the Initial 
Trouble Entty Window. Coincidentally, this is the starting point for processing a customer’s 
trouble report. 

3 Note: Notice that the Initial Trouble Entry Window is presented over other 
infomation that’s on the screen - specifically the Customer Information 
Window and the Main Menu. We’ll talk more about these areas later. 

4.42 INITIAL TROUBLE ENTRY WINDOW 

Let’s take a closer look at the Initial Trouble Entry Window. 

- 
T N I r n r n  
Is the line currently in use? 1 
[Bprofile Bqueued kuperuise E x i t  
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G 

Two items of information are required to start the trouble processing activity: 

The telephone number of the line in trouble 

An indication of whether the l i e  is currently in use or not 

Once you have entered these values, depress the Enter key. 

3 Note: TAFI has been designed to save you as many key strokes as possible. 
When you enter values in a field, and your entry fills all of the spaces for that 
field, TAFI will automatically position the cursor to the next field. So, when 
you enter the telephone number of the line in trouble, TAFI automatically 
moves the cursor to the “Is the l i e  currently in use?” field. The values in this 
field are either Y or N. 

Along the bottom of the Initial Trouble Entry Window you will notice prompts indicating which 
function a given function key will perform while you are in this window. An explanation of the 
various fields / options is given on the next page. /‘. 

a Note: The F1 (Help) key and F10 (Refresh) key work in all TAFI windows. 

,.-- 
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INITIAL TROUBLE ENTRY SCREEN 
WINDOW FIELDS 

NPA (Numbering Plan Address) 

TN (Telephone Number) 

Is the line currently in use? 

F2 Profile 

F3 Queued 

F4 Supervise 

F6 Exit 

DESCRIPTION and REQUIRED ENTRY 

rhis is the Area Code. Ask the customer for 
the 3-digit area code. This is important since 
you may process trouble reports from a number 
of different area codes. 

Ask the customer for the 7-digit telephone 
number Wing reported with a problem. 

Ask the customers ifthey are currently talking 
on the telephone line being reported. 

The CLEC m ’ s  profile is maintained by 
BellSouth and the user can not access this 
fuuction. 

Depressing the F3 function key will allow you 
to view and/or select trouble reports that are in 
queue for your terminal. You will leam more 
about this later. 

This function key is used by selected 
individuals to monitor and manage queued 
reports. 

Depressing the F6 function key, while you are 
at the Initial Trouble Entry Window, will log 
you out of TAFI (exit). 

4 

4 
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r'- The Initial Trouble Entry window is displayed when: 

0 You initially log on to TAFI 

0 You finish processing a trouble report (and TAFI is ready for the next report) 

The current trouble report is placed id the TAFI trouble queue 

Note: You will leam later that when you place a trouble 
TAFI continues to work on the problem in the backgmund thus Sreeing you up 
to process mother customer's trouble report. 

in queue, 

4.4.3 COMPLETING THE INITIAL TROUBLE ENTRY WINDOW 

There are four steps to initiating a customer trouble report and completing the Initial Trouble 
Entry window: 

P-- 

STEP 1 - GREETING 

You should always offer a pleasant greeting. Every call should be treated as an important call 
(because. they are). A good rule of thumb would be to act toward your customer as you would 
show toward a visitor in your home. 

STEP 2 - ENTERING THE AREA CODE AND TELEPHONE NUMBER 

If the customer does not supply the area code and telephone number of the line in trouble, ask for 
the complete telephone number information. 

You may m e  customers in more than one area code, therefore, you must ask the customer: 

"May I have your area code please?" 

The complete ten-digit telephone number is typed in the TN field. 

/-- 
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STEP 3 - ENTERING LINE IN USE MFORMATION 

The final field on this window is entered behind the question, "Is the line currently in use?". 

TAFI must know the status of the line b e i  reported in order to take appropriate steps to resolve 
the trouble condition. If the 'flow' indicates that a line test must be performed, TAFI needs to 
know when to perform it. If the line is in use, the test must be performed after the customer 
hangs up in order to get meaningful results. 

If you know the answer, because of what the customer has told you (Le., my phones are totally 
dead), then just answer the question. Zfyou don 't h w  the unswer, ask rhe curtomer: 
"Are you c a l l i  from this number now?" Enter "Y" for yes or 'IN" for no. 

STEP 4 - ENTERING TJ3E DATA 

Once these fields are populated, the last step is to depress the J Enter Key. 

As stated before, completion of this window begins the trouble resolution process. The values 
you enter tell TAFI where to look for the data needed to process the report. 

Based upon the telephone number, TAFI knows which 
d 

LMOS system to 'access to retrieve the customer's name and address information 
(along with many other pieces of information) There are three different LMOS 
systems in BellSouth 

Which CRIS database to access to &eve the customer's CSR. 

Which Predictor system to use should line translations need verification. There 
are sixteen Predictor systems. 

Which MARCH system to use to reprogram the customer's line features. There 
are four MARCH systems. 

Based on the l i e  in use (LIU) status, TAFI knows when to perform a MLT test (if one is 
required by the resolution flow). 

= Note: Make sure you have entered the correct information on the Initial 
Trouble Entry Window before depressing the Enter key. Once you depress 
the En& key, there is a TAFI report generated for the entered information. If 
you determine that an input error was made, you will have to "cancel" this 
report and initiate a new one. (Le., you cun nor depress F6 and 'backup' to 
the Znirial Trouble Entry Window). 4 
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4.4.4 FUNCTION KEYS DISPLAYED ON THE INITIAL TROmLE 
ENTRYWINDOW 

The function key labels shown at the bottom of this window represent some of the function keys 
we talked about earlier. Lets review them. 

F2 PROFILE 

BellSouth maintains all CLEC profiles and this function is not available to the user. 

F3 QUEUE 

During the process of handling customer troubles you will periodically put a report in queue (SO 
TAFI can continue to work on the m u l e  while you talk to another customer). To view the 
status of these queued reports, depress the F3 key while you are at the Initial Trouble Entry 
Window. 

F4 SUPERVISE 

This function key d o w  users with the ‘supervisor’ authoriq to access the user queue 
management function (see Section 12). 

F6 EXIT 

You have already learned how to exit TAFI, F6. 

Some function keys have different ‘functions’ depending upon what TAFI window you are in. 
On the next page is a listing of the most common TAFI function key athibutes. Attachment I 
contains a function key map displaying all of the various functionality’s. 
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Following is a list of primary functions provided by TAFI. 
. ,  

U C T I O N  KEY 

F1 

F2 

F3 

F4 

F5 

F6 

F7 

F8 

J?9 

F10 

F11 

F12 

FUNCTIONAL USE 
Depressing this function key will display a HELP window. The HELP 
window will provide look-up capability for phone lists, feature aids, 
frequency dialed numbers, etc.. 

This function kev is not valid for CLEC Users 

Depressing this function key will display your QUEUE window, showing 
all the trouble reports in queue for your terminal. 

This function key is used by selected individuals to manage user queued 
reports for a CLEC community 

This function key is not used at this time. 

Depressing this function key will allow you to EXIT a window, sub-menu, 
or vow current  lace in a flow of the contact. 

Depressing this function key will display a list of FEATUFSS for the 
customer's line. 

Depressing this function key will manually place a trouble report in 
QUEUE (Once required informaton is populated). 

Depressing this function key will display the ACCESS and 
COMMITMENT window. You will learn what access and commitments 
are later. 

Depressing this function key will REFRESH your screen by removing any 
strav characters that mav aouear on the screen. 

Depressing this function key will display the ADDITIONAL INFO menu 
(an additional data menu). You will learn more about this later. 

This function key is used to OVERFUDE the recommendation made by 
TAFI. When F12 is depressed, a menu of alternative options is provided. 
After selecting one of these options, a submenu of reasons is provided. 
The user selects the appropriate reason (i.e., where the user wants to direct 
the report) and TAFI will react accordingly. You will learn more about this 
override function later. 
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EXERCISE P 

DO THIS NOW TYPE THE FOLLOWING INFORMATION IN THE INITIAL TROUBLE 
ENTRY WINDOW 

TN: 999949-5038 

IS THE LINE CURRENTLY IN USE? N 

(But DO NOT depress the Enter key) 

Answer the following questions: 

a) In what window and what field do you enter the area code? 

n 

b) Why should you verify the complete telephone number including the area code? 
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ANSWERS 

a) The screen used to enter the area code is the Initial Trouble Entry Window and the area 
code is entered in the TN field. 

b) Since you may handle calls from many area codes, you need to make sure that the 
appropriate area code is entered for this customer. 
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CLEC TAFI EnbUser Training 

EXERCISE 

a) What do you say when you receive the signal/beep that lets you know you have a 
customer on the line? 

b) What do you say after you have listened to the customer's opening statement? (Hint: 
You may use your own words but your response must convey the right message.) 

c) What information must you enter on the Initial Trouble Entry screen? 

d) What function key will refresh your screen? 

e) What function key will remove the activated window? 

~ 

f )  What key is used to log off TAFI? 
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ANSWERS 

a) Good Morning/Memoon/Evening, X Y Z  Repair Center, this is (Your Name). May I 
please have the area code and number you are reporting? 

b) Capitalize on your “personal touch.” Let the customer h o w  you heard what was said, 
understand the circumstances, regret any inconvenience and are eager to help. 

c) The area code and the telephone number, and is the line in use. 

d) F10 

e) F6 
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P 

DEPRESS THE ENTER KEY ( J ) 

You should now have the following screen displayed on your terminal: 

P- 

00s p LIU p AmREss 

Fhalgzing Danstrear %tens 

BOCRIS kta Rvailable for 9999495038 W:O8 07:W:lC 

Remember that TAFI gathers data fiom LMOS and BOCRIS (CRIS) in order to process a 
customer trouble repoi. Once you enter the initial information on the Initial Trouble Entry 
Window, TAFI forces you to wait until the downstream data is collected. The message 
“Analyzing Downstream Systems” is displayed. 

Notice that the message in the Status Line tells you that the BOCRIS data has been collected and 
the message under the Name and Address fields tells you that TAFI is still waiting for LMOS 
information. 

a Note: Earlier versions of TAFI obtained the customer’s feature data (CSR) by 
logging into BOCRIS. TAFI now gathers this data directly fiom CRIS US@ a 
new communications techuique called Navigator. However, the screen 
messages (i.e.. “waiting for BOCRIS”) did not change. 

Note: The current message in the Status Line will remain on the screen until 
the next Status Line message appears. Sometimes this is only a few seconds. 
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4.4.5 TROUBLE ENTRY SCREEN 

Once TAFI has collected data fiom the downstream systems, the following screen is provided: 

mG 1070 DAYS SINCE LAST TROUBLE 
naL B-99Qi559141 M 999-555-4948 - 

Outgoing call 
I-ing call 
Transnission 
-ry Service 
~ r ! 4 c a l l  
calling plandbilling CfUiI) 
Long distance 
Ptgsioal 
data pRoblens 
Enhanosd Services 

The Trouble Entry screen is used to initiate the report processing flows. 

3 Note: We have mentioned that TAFI is just an interf' to many BellSouth 
systems. LMOS is the official trouble reporting system. When you handle 
customer reports using TAFI, TAFI does al l  of the work for you to generate 
the appropriate LMOS entries. 

J 
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i-- The Trouble Entry screen consists of the following: 

Title Bar 

Customer Information Window 

Query and Message Window 

Base Window Area 

Sub-Meno Windows 

Pop-Up Window Area 

Status Line 

LOOK at the screen layout displayed on your tenninal screen. 

Compare each area or window with the information and explanations that follow. 

TITLE BAR 

The Title Bar is located on line one and displays the current date, application name 
(Trouble Analysis Facilitation Interface), the name of the physical processor 
(NRTAFIZM) and the application version (BST W7.2 SIM). 

CUSTOMER INFORMATION WINDOW 

The fields in this window are populated with information k m  LMOS about the 
customer's account. TAFI uses the telephone number you entered in the Initial Trouble 
Enhy window to retrieve the following customer information: 

Name 

Address 

?-- 

e Maintenauce agreement indicator 

Newinstallationflag 
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The first section of the Customer Information Window identifies your customer’s line record. 
This infomation is automatically provided by LMOS. 4 

o m  

00s Out Of Service indicator flag (Y/N) 

Name: The customer’s name as listed in the LMOS database 

LIU: Line In Use flag (taken from the Initial Trouble Entry Window) 

Address: The street address where the service is located (according to LMOS) 

The area code and telephone number of the line in trouble is displayed here. 

Locate this information on your screen. 

The next block of information contains information about the service. It is located under the 
Name and Address block. 

(1) The Working Condition (e.g., WKG). 

Any of the following could be shown in this field. 

WKG (Working) Calls can be made or received h m  this number. 

UNM (Unassigned) The telephone number is not yet assigned to a customer. It is 
possible that new telephone service information is not available 
yet in LMOS. (The TAFI mefn would show ‘Not Found” in the 
name and address field.) 

User action: Obtain the Name, Address and Location information and ty-pe it in 
the Narrative field on the TAFI Trouble Report meen. Remember to precede the 
name with LN - (for listed name) and SA - (for serving address) You 
will see this screen later. 
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,-- 

DISC (Disconnected) Calls cannot be made or received from this number. It is 
possible that new telephone service has recently been installed 
and the computer records are in the process of being updated. 

User action: Ask the customer if the service was recently installed. If yes, 
obtain the Name, Address and Location information and enter it in the Narrative 
field. Remember to precede each entry with - ? (see above) 

NWKG (Non-working) Line is temporarily not working either at the customer's 
request or because of an overdue bill. Calls cannot be made or 
received from this number. 

User action: Do Not discuss NWKG . Say something like: 
"Mr./Ms. (Customer's Name) my records indicate that you will need to talk with 
our Business Service Center" (i.e., follow the procedures established by your 
company for this condition). 

(2) The Class of Service (e.&, RES) 

Identifies the Class of Service (CS) - Residence, Business, C o h  Data, etc. 

RES for residence service should be shown on your screen. (Although many of the 
examples in the TAFI training database carry the RES Class of Service, the CLEC TAFI 
system will properly support both Residence and Business POTS trouble reports.) 

Locate the CS for the account displayed on your screen. Write it here -. 
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VERIFYING NAME AND ADDRESS 

The first thing you need to do is to verify the customer name and address information shown on 
the screen. 

"May I have the name and address for this number?" 

VERIFICATION OF CUSTOMER INFORMATION IS A CRITICAL STEP. THIS ENSURES 
YOU ARE TAKING THE REPORT ON THE RIGHT TELEPHONE W E R .  

This information is confidential and mast always come from the customer. Repeat the name 
and address only &.a the c u s t o w  ven it to v w. If the customer fails to give you location 
information, and the screen shows location data, ask the customer if there is an apartment, 
building, or floor, etc., whichever pertains to the location data shown by LMOS. 

If the name and address do not match the information the customer has provided to you, 
VERIFY THE AREA CODE AND TELEPHONE NLTMBER AGAIN. 

Ifthe area code and telephone number are both correct, but the name, address andor location is 
incorrect, the correct information will have to be entered in the narrative. Rememk to precede 
the name with LN - (for listed name) and SA - (for serving address) 4 

If the area code or telephone number is incorrect, exclude the transa& 'on by depressing the 
cancel function key. This will give you a new Trouble Entry Screen. Type the correct area code 
and telephone number and proceed with the contact. (You will leam to use the cancel function 
h . 1  

Next to the class of service is maintenance plan information. This will tell you if the customer 
subscribes to one of BellSouth's maintenance plans or not. In addition, TAFI displays which 
maintenance plan the customer is subscribing to. 

Next to Maintenance Plan indicator is the Reseller Field - if this account is handled by a 
'reseller'. 

J 
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=$ Note: When TAFI is used by a BellSouth repair attendant, TAFI 
automatically recognizes that a reseller is involved with the account and 
notifies the user so appropriate actions can be taken. 

The next line is used to display Trouble History (summary) information. If the customer has 
reported trouble in the last 30 days, it will be noted here as a REPEAT Report or you may see. 
NO TROUBLE HISTORY. 

The last l i e  of the Customer Information Window displays begins with MCAL (for 
MemoIyCall) followed by an 0 (for Octel) or B (for BTI) to indicate which MemoIyCall system 
is provided in the serving central office followed by the MemoryCall Access Number. Should 
the TAFI flow indicate that you should contact the ‘frame’ and have a technician perform a 
specific function, the Frame telephone number for the central office is also provided. 

How do you feel about all this? If you need to, study the information again before continuing. 

DO NOW LET’S CANCEL THE TROUBLE REPORT YOU HAVE ON YOUR SCREEN. DO 
THIS BY: 

0 

DEPRESS TEE F12 FUNCTION KEY. 

FROM THE OVERRIDE MENU, SELECX CANCEL AND DEPRESS THE ENTER KEY 

ARROW DOWN TO THE ‘USER ENTRY ERROR” OPTION AND DEPRESS ENTER KEY 

TEE SYSTEM WILL DISPLAY THE TROUBLE REPORT WINDOW (OR SCREEN) 

0 DEPRESS ENTER KEY AGAIN TO SEND THIS TRANSACTION AND RETURN TO THE 
ImTUL TROUBLE ENTRY WINDOW. 

P 
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This is a blank page 
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EXERCISE 

h w e r  the following. Choose the most complete answer. 

1. The Title Bar identifies 

e 

a. the screen that you are using 

b. the name of the window 

c. the current date, application name, machine ID and application version 

d. the date, time, name of the window and the application name 

r' 

2. The Customer Information window displays 

a. the customer's name, address and type of telephone service 

b. the customer's area code and telephone number, name and address, services, working 
condition, and trouble. history 

c. the customer's area code and telephone number, name and address, services, type of 
telephone set, and line status 

d. the customer's area code and telephone number, type of telephone service, office 
telephone number, and central office type 

3. The first thing you should do is veri@ 

a. the customer's area code and telephone number 

b. the customer's line working condition 

c. the customer's trouble history 

d. the customer's name and address 

(Turn the page to check your answers.) 

P 
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ANSWERS 

1. c 

2. b 

3. d 
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THE BASE WINDOW AREA 

The base window area is displayed within the lower left comer of the main screen. The 
base window area is a display area only. You cannot enter data in this area. 

This window area displays the Main Menu window or the Trouble Entry Summary 
window. These windows are never displayed at the same the.  

QUERYWINDOW 

This window is used to display questions that TAFI needs answered to properly process 
the trouble report. You may have to ask the customer (using your own words) about the 
reported trouble to get TAFI an answer or you may know the answer without asking the 
customer. When a question appears in this window, you should enter the answer at the 
cursor prompt. The question can usually be answered with “Y’ for yes or for no. 

Find the ‘query’ window below: 

not go thorycall 
r dial tone 
i th  no -- -I 

Is nmory call studc on 1st lessage? 

ICFL cant retrieve msg 
No ICFL failure passvord m’t wrk 
No C.O. probla Forgot passvord 
CRIS: Paging for b r y  C a l l  
A t  haa 
C u s t  access to lbox 
-11 does a-t word 

Too fedtoo narg rings 

Cawt Delete mesages 
Surrogete thorgcall doesn’t wrk 
Uon’t wrk uith Ringnatter 
thorgcall plus b r  doesn’t wrk 
thorycall plus Doe3n-t transfer On “0” 
rtyrhere Fax Service 
Overflow Fax Service 
Infornatim Delivery Service (IDS) 
llessaw Delivey Service 

LIlOS Data Available for 9999495038 02:W 07:41:24- 
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MESSAGE WINDOW 

Message windows are used by TAFI to provide you with instructions or give you 
information about the processing of the trouble report. 

TAFI is not very 'polite' when it comes to telling you something. When TAFI presents a 
message window (it has a very thick boarder so you can't miss it), the message window 
takes over complete control of the system. You could be in the middle of filling in some 
required data when a message window appears on the screen and all of your keyboard 
entries are lost from the instant the message window appeared. 

TAFI needs to know that you have read the information before you can resume 
processing the report. You tell TAFI that you have read the information by depressing 
the Enter key. To respond to a message window, you should: 

Read the information TAFI is telling you 

Understand what TAFI is telling you (and you might want to make a note) 

Depress the Enter key to clear the Message Window 

Any problem finding the Message Window below? (it has the thick border) 

t go b r g c a l l  
Advise custoner to dial 6 to get 
to ad of Message and 1 to m- 

ing for Call 

Surrqate llenorycall doeen't mrk 
Uon't rork w i t h  R i m t e r  
b r g c a l l  plus Pager doesn't mark 
b r g c a l l  plus Doesn't transfer On 
Fhyhere Fax Service 
Orcrrflou Fax Service 
Information Delivery Service (IDS) 
)bssaae Dclivcnr Service 

tlmcall stuck on 1st msg r L  "0" 

- 
lJlC6 Data Available for 9999495038 03:s 07:42:46- 
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THEMAINMENUWLNDOW 

This window lists a series of options representing the first level of trouble 
selections. The Main Menu is a list of Doubl e c a t e q  options. These options are: 

. .  on 

DialTone 

OutgoingCall 

Incomingcall 

Transmission 

MemoryService 

MemoryCall 

Calling Plans/silling (ANI) 

LongDistauce 

Physical 

DataProblems 

The Main Menu is displayed until it is overlaid with the Trouble Entry Summary window 
(Remember that the Base Window area can only display the Main Menu or the Trouble Entry 
Summary - not both at the same time). 

Do not worry about what the definitions of these options are at this time. You will leam them in 
just a little while. 
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LI(G RES tmIMCOMRACTTLMi 
1201 DRYS SINCE LRST TROUBLE 
KZ3L 59995559141 FW‘E 999-555-4948 - 

Outgoing call 
Inconing call 
T-ission 
-ry Service 
tle4ua~ll  
calling plans/billing (Ani) 
Long distanoe 
physical 
data pRoblem 
Enhancsd Services 

To select an item from the Main Menu you have several choices: 

Depress the Tab key or Space Bar to move the cursor (highlighted area) down one 
position per button push - then depress the Enter key to select your choice. 

Use the Up and Down Arrow keys to select your option - then depress the Enter 
key to select your choice. 

Use the “Hot Key” selection method. 

“Hot Key”? What’s that? Well, look at how the Main Menu is presented on the screen. Notice 
anytbing unusual? The selection of where to place a Capital letter was done on purpose ... 
because they are your Hot Keys. 

For example, to select ‘Physical‘ as your trouble category, just type the letter ‘P’. TAFI will 
jump the cursor (highlight area) to the Physical entry and automatically depress the Enter Key for 
you Neat huh? 

On the surface this is sort of cute. However, without this Hot Key technique you would have to 
push the down arrow 8 times to get to the Physical entry and then push the Enter key. With the 
Hot Key, you just push one button (the letter ‘P’). When you consider that we processes over 
13,000,000 TAFI reports a year, that’s a lot of saved button pushes! 
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When an option from the Main Menu is selected, a Sub-Menu window is opened. For example: 

Inconing call 
T-ission 
-ty Service 
lhlor!&ill 
calling p l d b i l l i n g  (WII 
Long distance 
physical 
data *lens 
Erhnwd Serviaes 

Slov dial tart 
Can't break dial tone 
dial tart after dialing W r  
Bu&reorder/raoording pickw 

XS Data fhrailable for 9995551049 00:31 08:02:2C 

Based on the trouble described to you by the customer, you would make a selection h m  the 
Sub-Menu You would select the proper option using the same techniques described for the 
Main Menu selections (notice that the Hot Key works for sub-menus too), 

This selection wiU determine the flow of your contact. Based on your selection, TAFI will 
begin to ask you questions, direct you to ask the customer a questions, andor instruct you 
on what actions to trike. Therefore, you must make sure that you select the appropriate 
category. 

This interaction with TAFI will take place in the Query and Message window area. 

Once you leave the menu selection and begin the actual 'flow' process (TAFI asking you 
questions, etc.), TAFI will overlay the Main Menu with the Trouble Entry Summary. 

The top half of the Trouble Entry Summary summarizes the flow of the contact. For example: 
Suppose you selected Dial Tone, then No Dial Tone h m  the sub-menu Then TAFI tells you to 
ask the customer if the trouble is on all phones and the customer answers "yes", you would enter 
Y. The Trouble Entry Summary window will display each step in the process so you can tell how 
you got to where you are. 
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TN tswz 1AES 
00s E LIU p AWRESS 

-I RES nI3IMCOMRACTTui 
Is +&le on all phones? DAYS SINE LAST TRMslE 

B-9995559141 FWIE 999-555-4948 
W T  

At tines no dial taw 
Slou dial tone 
Can’t break dial tone 
dial tone after dialing k h e r  1 Wtsy/reorder/recording pickup 

Lmff Data Available for 9995551049 00:49 08:02:38 

If you h d  yourself taking ‘the m n g  path’, you can back up by depressing F6 (once for each 
step in the process until you reach the appmp&e selection). 

Depending on the trouble being reported, you may receive more sub-menus OF the Pop-Up Area 
window will be activated for more data entry. (Notice the information in the status line below.) 
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L i n e  not in  use (LIWIO 

mmwm: FRDM w aosE ou1 
FEaTTOK-Crrstcmer A g n e s  to Te 

E S T  Results Rvailable for 999E 

R m S S  m U m I M S  
Wise custo1or line tests dcey. 
Does custmer agree to closeout? 
( W r i n g  YES rill route to FECOTOK.) 

-8005661001 -- 
Am= 9992231266 

REPBY- 
A t  ti- tEU UMl FS 
S l w d i  RCCESS: A- B- 

0s- 
dial to sQku3aBm 

Bc P5-1194 o m  - 
aS DT 

The bottom half of the Trouble Entry Summary window displays supplemental data, such as test 
results, facility trouble indicators, special handling f lags and TAFI’s recommendation for the 
resolution of the problem. 

For example, when the test from MLT is completed, the results will be added to the summary. 

To complete the LMOS Trouble Report, the iuformation in the Pop-Up Area window has to be 
entered, Le., Remarks, Reach Number, Access, Commitment, etc. Look at the example above. 

Multiple windows can be layered in the Popup Area, As the flow continues and additional 
information or actions are initiated, activated windows are layered over the inactive ones. The 
activated window is always in front (and has the square cursor on it). 

In this example trouble report, the customer did not agree to test results and the user answered 
‘W’ to the ‘Does customer agree to closeout’ question (above screen). TAFI them routes the 
report to the screener MA position in the appropriate center for additional analysis: 

PRIVATE I PROPRIETARY 
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TEST RES JOK 

06:12 08:08:01 

STATUS LINE 

The bottom of the Trouble Entry screen is reserved for the status l i e .  The status line is 
used to display error and status messages. It also displays, in the bottom right hand 
comer, the time elapsed since you began taking the trouble report and the current 
'system' clock time, in that order. 

The status line is a display window only. You m o t  enter data in this area. 

When all entries have been made on the Trouble Entry screens, the ENTER key is pressed to 
hitiate the LMOS Trouble Report. This results in the Trouble Report screen Wig displayed. 
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EXERCISE 

Answer the following questions. 

1. What is the function of the Query and Message window? 

2. What is displayed in the Base Window Area? 

/'. 3. Where are the trouble categories displayed? 

4. Where is the flow of the contact summanzed - ?  

5. When is the Sub-Menu window activated? 

EP - Issue 3 PRIVATE I PROFWETARY 
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6. What is the Popup Area window wed for? 

7. What is displayed on the Status Line? 
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r' 

ANSWERS 

1. 

2. 

3. 

4. 

5. 

6. 

7. 

r'- 

The Query and Message window displays questions to ask the customer or instructions 
for trouble analysis as directed by the flow of the contact. 

The Base Widow Area displays the Main Menu and the Trouble Entry Summary, 
including test results, facility trouble indicators, or special handliig flags. 

Main Menu 

Trouble Entry Summary 

Selection of a Main Menu option triggers the opening of a Sub-Menu. 

The Popup Area is used to display lists of information needed to corn1 ~ te the Trot 
Report. 

e 

The Status line displays error and status messages, the elapsed time of the trouble entry 
process, and the current clock time (where the TAFI processor is located) 
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Ready to take trouble reports? All you have to do is use the infoxmation you have learned so far 
and master the skills you are about to leam in this section. 

Remember that when you answer the Repair Service line, you are the telephone company. 
What you say and do reflects on your company. When customers call Repair Service, they have 
been inconvenienced. It is important that you are Cendly and courteous and handle the calls in a 
professional manner. 

The most important thing you can do to make a good impression on your customers is to be 
Wested  in their service problems. If they think you are sincerely interested in helping t h q  
they will have a positive experience. 

You are about to leam the mechanics of processing trouble reports using TAFI. Being able to 
identify what the customer's trouble is (i.e., filtering what the customer tells you to determine the 
nature of the trouble) will enable you to seiect the appropriate stat ing point in TAFI. Once you 
have the correct Staaing point, TAFI takes care of the rest. 

a Note: Epery time the CLEC enters atrouble report,TAFi validates that 
theaaerber atered belopgs to the cL1EC. This is dweby  checking the 
OCN'vnlne in the CRlS recard against theuser's OCN stored in TAFI. 
Xf CRIS is not avsllable (iir., dowu b e  at night), the validathn am not 
be made and the 8 s e r  can 8ot ester the tmnble report. The mer can 
enter basic informption and quene the report until CRIS returns or just 
wait to enter the report. For an emergency sitaatim, the CLEC a n  call 
theRRCYBRCand~uaUyreporttkproblem 

5.1 TROUBLE CATEGORIES 

You will have a lot of information after listening to and questioning your customer. In this 
section, you will leam how to use this information to describe the customer's problem to TAFI. 

You have leamed that each trouble category on the Main Menu is a broad description which 
corresponds to a 'family' of possible trouble situations - the Sub-Menu items. In some cases, the 
Sub-Menu items have a further breakdown of possible trouble conditions in additional Sub- 
Menus. Using this approach, TAFI is zeroing in on the actual cause of the problem. 

J 



CLEC TAFI EndOssr Training 

We will review each Main Menu trouble category and discuss the various submenu options. By 
learning these descriptions and their definitions, it will be easy for you to select the proper 
trouble descriptions to use for each report. 

A key to learning these descriptions is to always remember that the mtomer will be reporting 
trouble that ajjiects the making or receiving of telephone calls. 

Then are several 'initial' trouble categories to choose ftom when describing customer problems. 
They are: 

Incoming call 
Transmission 
memory Service 
h r y C a l 1  
calling plandbilling (fIN1) 
Long distance 
Physical 

Enhanced Services 
data pROblers 

The submenu options will further define the trouble condition and then lead you through the 
appropriate TAFI flow to process (resolve or refer to the appropriate entity for resolution) the 
report. We'll begin by reviewing each of these trouble categories and discuss what TAFI is 
looking for in each of the submenu items. 

Note: LMOS requires a specific "Trouble Description Code" (TDC) be 
entered for each report. These TDC's are automatically entered on the report 
by TAFI based upon the sub-menu option selected to process the report 
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d 
s.1.1 DIAL TONE 

You will remember that the central office equipment supplies the dial tone to a customerls line. 
Usually, you hear it the instant you pick up the phone. When this doesn‘t h a p ,  the customer 
has a problem. Trouble reports of this nature are sent to LMOS with “NDT” as the trouble 
description code. There are several trouble conditions associated with Dial Tone problems. 
They are: 

NO DIAL TONE - NDT 
This trouble happens when there is a problem with the Central Office dial tone reaching 
the customer. The customer picks up the phone and hears either nothing or some other 
sound, but the dial tone does not come on, no matter how long the person waits. The 
problem could be with the CO, the network delivering the dial tone or the customer’s 
wiring andor equipment. TAFI will isolate where the problem is and recommend a 
course of action to ‘fix‘ it. 

NDT is the trouble abbreviation for “no dial tone“. 

Examples of NDT trouble reports are: 

“When I pick up the phone to place a call, I don’t get the d i a l i i  tone.’’ 

“My phone is &ad ’’ 

NO DIAL TONE AT TIMES - NDTAT 
This is a trouble abbreviation for a dial tone problem. Sometimes the customer will pick 
up his phone and get dial tone. Other times there will be no dial tone. Usually this 
trouble is related to a central office overload condition but it can also be caused by 
trouble on the customer’s l i e .  NDTAT is the abbreviation for this trouble description. 
The customer might report to you: 

“Every night around 7 o’clock, our phone goes dead for about I5 minutes. ’I 
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SLOW DIAL TONE - SDT 
Usually, you hear dial tone as soon as you pick up the telephone to call out. But with 
Slow Dial Tone trouble, the dial tone isn't there for a few seconds (sometimes even 
minutes). Meanwhile, the customer can't dial a number. This is a temporary problem, 
but a very irritating one. It might be reported like this: 

"I have to wait several seconds before I get a dial tone. " 

CAN'T BREAK DIAL TONE - CBDT 

After the first digit of a numbex is dialed, the dial tone normally disappears. When this 
happens, it is referred to as "breakhg" the dial tone. A CBDT trouble means that the 
customer dialing can't get rid of the dial tone after dialing the first digit in the number. In 
fact, the dial tone stays, no matter how many digits are dialed. This means trouble 
because if the dial tone doesn't clear, customers can't get through to their number. 

Your customer might say: 

'The dial tone on my phone won't go away. 'I 

DIAL TONE AFTER DIALING - DTAD 

In this case, the customer can start dialing the number as usual, and the dial tone 
disappears after dialing the first digit. The dial tone retums after dialing the second or 
third digit. Sometimes, the dial tone returns after you've dialed the seventh digit. You 
customer may report this trouble l i e  this: 

"A@ dial tone goes away, but it comes back and my call doesn't go through. '' 

a Note: It is very important that you recognize the Werence between CBDT 

vou did. In Dial Tone After Dialing @TAD), the 
and DTAD. In Can't Break Dial Tone (CBDT) you can hear the dial tone af&r 

but returns toward the end of the dialing or after you've one or . .  
finisheddialing. 
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BUSYlREORDERlRECORG ON PICKUP - BSYlROL 

This trouble description is used when the ding customer reports a busy signal, a fast 
busy (reorder), or a recording on the line after the customer dials several numbers. The 
trouble report might sound like this. 

“I’ve been ttyhg to call several 555 numbers all G%IY and Iget a busy 
signal evev  time. 

3 Note: As we continue discussing the various type of trouble conditions, it will 
be in your best interest to become comfortable with the abbreviations we 
use to describe them. Like any other industry, the telecommunications 
industry has its ‘own language’ - made up of acronyms and abbreviations. 
You will see (and use.) these ‘short cuts’ when making notations in the 
narrative field of the trouble report. For example No Dial Tone = NDT, etc. 
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EXERCISE r' 

Write the trouble description for each trouble statement in the blank space provided. Include the 
abbreviation for the trouble condition with your answer. If you're not sure, review the lesson 
material. 

1. I can't get a dial tone between 3 p.m. and 4 p.m. in the afternoon. The rest of the day it 
works fine. 

2. I waited 10 minutes for a dial tone, then I gave up. This has happened several times this 
past month. 

fl 

3. When I pick up the phone to place a call, it takes forever before the dial tone comes on. 

4. Every time I dial I end up right back where I started, with anothe~ dial tone on the line. 

5. Something must be wrong with my phone. I can't get anything on it but a dial tone. 
I even hear it in the middle of dialing. 
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6. My phone is dead. I can't get anything, no tone at all. 

7. 1 want to place a long distance call to Washington, but I keep getting a dial tone after I 
finish dialing instead of a ringing sound. 

8. After each digit I dial, I hear a dial tone instead of the clicks you're supposed to hear. 

9. What's going on? When I pick up, there's this recording on the phone. 

.4 

10. I'm trying to caII this fiiend of mine, but instead of getting through to her, aI1 I get is a 
dial tone right after I finish dialing. Sometimes it even comes on before I finish the 
number. 

(Check your answers on the next page.) 
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ANSWERS 

1. 

2. 

3. 

4. 

5. 

6. 

7. 

8. 

9. 

10. 

No Dial Tone At Times - NDTAT 

No Dial Tone At Times - NDTAT 

Slow Dial Tone - SDT 

Dial Tone After Dialing - DTAD 

Can't Break Dial Tone - CBDT 

No Dial Tone - NDT 

Dial Tone After Dialing -DTAD 

Can't Break Dial Tone -CBDT 

Recording On Pickup - ROL 
Dial Tone After Dialing -DTAD 

If you had any problems with this exercise, ask the Instructor for help. Remember that 'now' is 
the time to 'get it' because tomonow we'll be doing something else ... and we will be building 
upon what you did today. 
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51.2 OUTGOING CALL 

When customers experience trouble with outgoing calls, the trouble is referred to as a CAN’T 
CALL - OTHER type trouble. The trouble description code “CCO” is entered in LMOS to 
describe Can’t Call - Other troubles. These types of troubles are usually central office dialing 
problems. There are several type troubles that fall under this trouble description. 

One example of a CCO trouble report is: 

“I can’t dial out on my telephone. I get a busy eveiy time I call someone. “ 

BUSY/REORDER AFTER DIALING - BSY 

This description is used when the calling customer reports a busy signal after dialing a 
number. The trouble report might sound like this. 

“I’ve been trying to call 555-1234 all day and all Iget is a busy signal. 

When the customers get impatient with the busy signal, they might call and ask you: 

“Will you check to see if the parties are really talking?” 

“Will you check the line to see ifthere is trouble?” 

“I’ve been w‘ng to reach this number for over an hour. Will you check it?” 

= Note: If the customer asks you to only check the line refind out if 
ConvematiQg tell the customer: 

“I?n sorry, Iam unable to veri3 the line for you. However, Ican check for 
trouble on the line ifyou wish. ” 

If the customer feels that the busy signal is abnormal and feels there is trouble on the line, 
process the trouble report. This is a Calling/Called report (Le., the party initiating the report (the 
callingpmtv) is reporting a problem on the number he culled and he is not the owner of the line 
in tmuble). If the customer does not want to place a report, cancel the transa& ‘on in TAFI. 
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P 

ROL AFTER DIALING - ROL 

The calling customer gets a recordmg instead of the person that's being called. When the 
phone is "answered" (actually routed to a recordmg by the CO) there is a recorded 
message. For example: 

"Tm sorry, the number you have reached is not in service at this time. " 

Or, maybe l i e  this: 

"I'm sorry, your call did not go through. Will you please check the number and 
try your call again?" 

A call like this is called an "intercept," because the recording cuts in instead of the call 
being completed to the dialed number. Select the appropriate sub-menu option to process 
these reports. 

DIAL TONE AFTER DIALING - DTAD 

The description of this trouble condition is the same as the one under the Dial Tone 
trouble category. The difference here is that the customer experiences this trouble only 
when dialing certain numbers. 

GETS WRONG NUMBER - GWN 

This trouble is just what it says. The customer gets a number that is not the one he dialed. 
When the calling customer gets the same wrong numbe-r time after time, you can be pretty 
sure there's something wrong. 

c 
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NO RING, NO ANSWER - NRNA 
The calling customer dials a number, hears the clicks or tones indicating the call went 
through, but does not hear a ring. After the number is dialed, nothing happens. 

4 

GETS CUTS OFF - GCO 

This type of trouble can happen to either the c a l l i  or called customer. During 
conversation or even when on hold, the customer is "cut off from the comedon. The 
trouble can occur at times during the conversation, cutting off a few words at a time, or 
can be a complete cut off with dial tone retuming to the l i e .  
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EXERCISE 

MATCH the statements below with the correct trouble description. 

r' 

__ 1.  

__ 2. 

3. - 

4. - 
__ 5. 

?-- 

Look, I'm in a very embarrassing situation. I'm trying to reach my lawyer. 
But either he's changed his number or a Chinese laundry has taken over his 
practice, because that's who keeps answering the phone. 

I've been dialing my home all evening and I keep getting a recording telling 
me that the number is not a working line. 

When I try to call someone, I get a dial tone all right. Then, after I've 
finished dialing, nothing happens. I don't hear any ringing. 

I've been trying to reach this number for over an hour. All I get is a busy signal. 

I'm so aggravated, I'm trying to call all my littie leaguers and I keep losing the 
connection. They answer and then there's nothing. 

A. BusyReorder After Dialing - BSY 
B. ROL After Dialing - ROL 

C. 

D. 

Gets Wrong Number - GWN 

No Ring No Answer - NRNA 

E. GetsCutOff-GCO 

(Check your answers on the next page.) 
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ANSWERS 

1. c 
2. B 

3. D 

4. A 

5. E 

If you had any problems with this exercise, ask the Instructor for help. 
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n 
5.1.3 INCOMIN'G CALL 

Now you will leam about problems customers have with receiving calls. These are refened to as 
CAN'T BE CALLED troubles and the "CBC" trouble description code is sent to LMOS. You 
will use these trouble descriptions when the person reporting trouble has a problem receiving 
calls at all, or perhaps only a few people can't call the customer. There are also several different 
troubles associated with this category. 

BELLS DON'T RING - BDR 

A CBC situation where. the customer's phone does not ring when people call. This 
happens on all calls. Take this example: 

"Mr. Brown tells me that the phone rings when he calls, but I don't answer. Now 
I5e been home, and the phone certainly hasn't rung. 

BUSY WHEN DIALED - BSY 

This busy occurs when the called person is reporting trouble. The report would be 
something like this 

"People have been complaining that every time they call me they get a busy 
signal. " 

BELL RINGS AliTER ANSWERING - BRAA 

This is another incoming call problem. The phone rings and the customer picks up the 
receiver but the phone continues to ring. The ringing will usually stop in a few minutes, 
but there are times when the bell continues to ring for some time. 

s Note: The customer would hear a loud ringing noise in the handset each time 
the CO sent au additional ringing signal. Depending upon the type of 
telephone sets the customers has will determine if the set actually rings or not. 
If the customer has a contemporary set with a "tone ringer", it may make a 
noise. If the set is equipped with a "bell", it may not actually ring. 
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BELLS RING CAN’T ANSWER 

In this situation, the customer answers the ringing telephone but he does not get 
connected to the calling party. Nothing happens. 

3 Note: This situation is a little difkeut h m  the GCO shown below. In this 
case, nothing happens when the customer answers the phone. In the GCO 
option, the customer answers the call OK and then gets cut off shortly after. 

RINGS & TRIPS INCOMING 

This category describes the situation where. the telephone rings and then it “stops ringing’’ 
all by itself. This is usually noticed when the ringing stops in the middle of a ring cycle 
(as if someone had picked up on an extension phone). 

GETS CALLS FOR WRONG NUMBER - CFWN 
Customer constantly receives calls for wrong numbers. 

Note: If the customer reports that they received a call for a wrong number and 
it only happened one time (or very hfiquently) then the caller may have just 
misdialed and there is no real trouble. On the other hand, if the caller tells the 
customer that they dialed a specific number and got them every time in error, 
then we do have a problem. 

4 

GETS CUT OFF - GCO 

You just leamed that this trouble can occur on outgoing calls. It cau also happen on 
incoming calls. The customer answers a call but loses conuection during the 
conversation. Therefore, the Gets Cut Off trouble category is selected either under the 
Outgoing or Incoming Main Menu selection, depending upon when it happened for the 
customer. 
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GETS ROL / INTERCEPT WHEN CALLED - ROL 

Customers may report that when people try to reach them, they get a recording instead of 
being comected. 

GETS NO ROL 

In this situation, people tell the customer that when they tried to dial their number, 
nothing happened (no ringing, no recording - nothing). 

GETS WRONG ROL 

Again, when people try to dial this customer's telephone number they get a recording 
that's not appropriate. For example, ifthe caller is in the same area (city, etc.) as the 
customer and they get a recording saying " ... you must dial a 1 or 0 before dialing this 
number." 

RING / NO ANSWER - RNA 

The calling customer dials the number of someone he is sure is there, but instead of 
getting an answer, the customer keeps hearing the sound of the phone ringing. It may be 
reported like this: 

"I've been trying to reach John Doe for two &s. I hear thephone ring, but no 
one answers. 'I 

. ,  Therefore, this trouble report would be entered as 
yleDhone. This case would also be considered a CallingICalled situation. 

Doe's 

/-- 
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This is a blank page 
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EXERCISE P 

Answer the following by naming the correct trouble description for the statements below. 

1. What's wrong with my phone? I just got a telegram from my stockbroker. He's 
been trying to call me for the last three days. I lost my shirt on a stock because I didn't 
get this call. My phone didn't ring once. 

2. I've been trying to call my mothex The phone rings but she doesn't answer and I 
know she's home. She is handicapped and can't go anywhere. 

3. Something seems to be wrong with my phone. Several of my fiiends have told me 
that they've had trouble reachmg me at times when I know I've been home. They say the 
line is busy whenever they call. 

r-. 

4. Something was wong with my telephone two days ago and you sent a repairman to fix it. 
Well, he left a mess in my living room and he didn't fix anyhug. I haven't received a 
call since he was liere. 

5. Every time I pick up this phone when it rings, it keeps ringing. It's beginning to drive me crazy. 

6. This is crazy. My number is 555-2060, but I keep getting calls for 555-6020. I 
even d e d  that other number and my husband answered the phone. 

P (Check your answers on the next page.) 
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ANSWERS 

1. BDR 

2. RNA 

' 3. BSY 

4. BDR 

5. BRAA 

6. CFWN 

If you had problems with this session, ask the Instructor for help. 

J 
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5.1.4 TRANSMISSION 

The trouble description code "TR4N" is used to describe transmission I noise trouble reports to 
LMOS. This trouble occurs when customers experience transmission problems (i.e.. poor sound 
quality or some kind of interference) while making or receiving calls. The customer can make 
and receive calls but the service is affected by some type of interference. 

TRAN troubles can be described in several different ways. 

An example of a TRAN trouble report is: 

"Every time I make a call, there is a lot of static on the line. 

NOISY 

The word "noisy" (NSY) describes many different kinds of sounds, such as: 

ROARING 

BUZZING 

STATICISCRATCW 

HUMMING 

Any of these sounds can interfere with the customer's service. Have the customer 
describe the kind of noise that they are experiencing and select the appropriate selection 
in the Transmission sub-menu. 

a Note: Diffkent trouble conditions can cause the customer to hear different 
kind of noises. For example: a defective power supply in a cordless telephone 
set will generate a 'humming' noise while a loose connection in a jack (or an 
intermittent break in a wire) can cause the customer to hear a 'static/scratchy' 
noise. 

HEARS OTHER CONVERSATIONS ON LINE - HOOL 

This trouble occurs when the customer repo- hearing others on the line (HOOL). The 
customer is unable to talk with the other party on his line -just hears parts of their 
conversation. The conversation sometimes sounds as if it's off in the distance. 
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HEARS RADIO (MUSIC) ON LINE 

Customers also sometimes experience noise in this way -- a radio playing in the 
background of their phone conversations. 

HEARS CB I HAM RADIO ON LINE 

You might have experienced this one at some point. When a CB user or HAM (Amateur 
Radio Operator) is using their equipment, it sometimes cuts in on phone conversations. 

CROSSED WITH OTHER NUMBER - LXD 
This trouble occurs when the customer reports that the line is crossed with another line. 
It's as if the customer has a party h e  because both parties can talk to each other. 
Sometimes the customers receive calls for each other, that is, if one number is called the 
other line rings or both l i e s  ring. 

* Note: It's important that you recognize the difference between LXD and 
HOOL. In the LXD condition, both parties can actually talk to each other 
while in the HOOL situation, the customer only 'hears' the other party (and 
can not actually talk to them). . 

d 

CAN'T HEAR - CH 
A Can't Hear trouble is exactly that- The customer reports that he cannot hear his party 
very well - the volume is much, much lower than normal. 

CAN'T BE HEARD - CBH 
A Can't Be Heard trouble is just the opposite. This time the customer reports he m o t  
be heard very well by the called number 
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/4 

Based upon your knowledge of the telecommunications industry, you should be familiar with 
BellSouth's Memory Service features. Now let's look at them as trouble categories. 

5.1.5 MEMORY SERVICE 

Selecting this trouble category from the main menu will display a sub-menu with the 
following senices: 

Touchstar 
Call Forwarding 
Flexible Call Forwarding 
Call waiting 
Call Waiting Deluxe 
CallerID 
Visual Director 

Three-way Calling 
Ringmaster 

speedcalling 

From the sub-menu, you would select the senice with which your customer is reporting 
trouble. TAFI will then display another submenu just for that service. For example, 
when Caller ID is selected, the following submenu appears: 

CallerIDRegulal 
Caller ID Deluxe 

Based on what your customer has told you, you will choose the correct service or feature 
and TAFI will direct you tbrough a trouble call flow for that feature. 

If you need help with the description of a feature, or you need to h o w  how to use the 
featme, each feature can be found in the TAFI Master HELP Menu @I) under the 
Featur~ Aids option. 
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5.1.6 MEMORYCALL 

Selecting this trouble category from the main menu will display a sub-menu with the 
trouble situations: 

Call Will Not Go MemoryCall 
No Stutter Dial Tone 
Stutter With No Messages 
Too Fewmoo Many Rings 
Password Won't Work 
Forgot Password 
Gets Generic Message 
Can't Retrieve Messages 
Can't Delete Messages 
Surrogate Memo~yCall Doesn't Work 
Won't Work With RingMaster 
MemoryCall Plus Pager Doesn't Work 
Memorycall Plus Doesn't Transfer On ' 0  
Anywhere FAX Service 
Overflow FAX Service 
Information Delivery Service 
Message Delivery Service 

Selecting one of these trouble situations will prompt TAFI to direct you through the 
trouble flow for this situation. 

4 

Can you remember the abbreviation for lies crossed? If you can, then you are ready for the next 
exercise. (If not, go back and look it up!) 
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EXERCISE 

Write the trouble description that matches the statements below. Include the abbreviations in 
your answer. 

1. A number of people I've called recently have complained that they've had trouble hearing 
me. I can hear them just fine. I wonder ifthere's something wrong with my line. 

2. I just called my cousin. Right in the middle of our conversation I heard some people 
talking. They were on the same lime we were. 

3. I just answered the phone and I could tell someone was there, but the voice was 
so faint I couldn't make out what was said. 

4. Every call I've had this morning has a loud roar on the lime. I never heard such a noise in 
my life! 

5. When my phone mug, some other lady picked up the lime. She started yelling and 
screaming that I was tapping her liie. 

6 .  I called this number three times, as .soon as they answer and say "Hello," I get the dial 
tone back. 

(Check your answers on the next page.) 
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ANSWERS 

1. CBH 

2. HOOL 

3. CH 

4. NSY-ROAR 

5.  LXD 

6.  GCO 

If you had any problems with this exercise, ask your Instructor for help. 

J 
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P DO THIS NOW ENTER 999-949-5038 AND LIU = N 
Tms WILL ENABLE YOU TO FOLLOW ALONG ON YOUR SCREEN AS WE 
REVIEW THE REMAINING TROUBLE CATEGORIES 

5.1.7 CALLING PLANS/BIJ.,LING (ANI) 

Select the Main Menu option for Calling PlausBilliig (ANI). 
The sub-menu should display the following options: 

AreaCallingPlan 

hcorrectBilling(ANI) 

MeasllredSenice 

PICverification 

AREA CALLING PLAN 
n 

Some customers subscribe to different d i n g  plans offered by the local company (the old South 
Central or Southern Bell - remember we are BellSouth now). These plans are offered to 
customers as alternatives to basic local service. The plans offer ways to reduce and/or control the 
cost of monthly local service. Area Calling Plans and Measured Service are usually subscribed 
to by customers who want to reduce their basic monthly rate a d o r  the cost of intmLATA long 
distance calls. The monthly rates for these plans vary according to the type plan subscribed to. 
These plans offer lower monthly telephone bills because customers pay for the amount of the 
monthly usage, some even are charged on a per call basis. 

When customers call with a problem for this service, TAFI will check the CRIS CSR and 
PREDICTOR to verify customer is paying for the plan and guide you through the proper flow of 
the contact 

INCORRECT BIUING (ANI) 

DO THIS Now: S E L W  THE INCORRECT BILLING (ANI) OPnON AND DEPRESS ENTER. 
ANOTEER SUB-MENU WILL APPEAR. AFTER REVIEWING THE FOLLOWING 
INFORMATION, DEPRESS F6 TO RETURN TO THIS SUB-MENU 

Another submenu should display over the present one. As you can see, customers may call for 
various i n m c t  billing situations. Remember that we are not resolving "billing problems", 

n 
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rather determining if there is a trouble in the customer’s translations that would cause unexpected 

resolving any trouble situation. TAFI will guide you through a trouble flow for each of these 
situations. 

billing. For resolving any billing discrepancies, transfer the customer to the Business office after 4 

MEASURED SERVICE 

Again, TAFI compares what the customer is paying for (as shorn in the CRIS CSR) against 
what is programmed in the central office for this customer. 

PIC VERIFICATION 

At times the customer may request verification as to which Long Distance carrier is assigned in 
our records. TAFI compares the entry on the CRIS CSR to what is programmed in the switch 
(CO). 

DO TffIs Now: BACK OUT OF TAIS MENU AND RETURN TO TEE MAIN MENU. 

5.1.8 LONG DISTANCE 

DO m s  NOW SELECT THE LONG DISTANCE OPTION ON TEE MAlN MENU AND PRESS 
ENTER TAFI WILL RESPOND WITR THE FOLLOWING OPTIONS: 

outgoing 

Incoming 

SELECT OUTGOING. 

You should receive another submenu with the different types of outgoing long distance calls. 

The customer might report trouble when calling long distance. Some long distance service is 
provided by BellSouth and is called intra-calling zone service. Other long distance service is 
provided by other common carriers (AT&T, Sprinf etc.) and is called inter-calling zone service. 
A CALLING ZONE (LATA - Local Access Transport Area) is a geographic area within which 
the local telephone company provides local and long distance services, plus access to the 
telephone network. 4 
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INTRA-CALLJNG ZONE 

These are calls that are placed within a specific geographic area or CALLlNG ZONES. 
BellSouth provides and maintains this service. These calls are usually within the given state. 

INTER-CALLING ZONE 
- 

These are calls which cross CALLING ZONE boundaries and include most out-of-state calls. 
other common Carriers provide and maintain this service. 

INTRA-CALLING ZONE CALLING TROUBLE 

(Long distance between cities within the same CALLING ZONE). Take the trouble report and 
indicate in the NARR field the city the customer is experiencing trouble reaching. 

INTER-CALLING ZONE CALLING TROUBLE 

(Long distance between cities in different LATAs). TAFI will prompt you to ask the customer, 
"DO you experience trouble before you complete dialing?" If the customer answers "yes," process 
the trouble report, indicating in the NARR field the city the customer is experiencing trouble 
reaching. If your customer answers "no" or "I don't know," refer to M e r  long distance carrier. 
(If customer doesn't know the Carrier, refer the customer to yom company's Business Office.) 

Customers may also report having trouble receiving long distance calls. In either case, TAFI will 
guide you through the trouble reporting process for long distance calls. 

DO THIS NOW RETURN TOT& MAIN MENU. 

c 
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5.1.9 PHYSICAL TROUBLES 

The next trouble category is Physical. When this category is selected, the sub-menu for these 
trouble reports is displayed: 

Outsideplant 

Shock 

wiretap 

Yardtrouble 

Inside wire or jack trouble 

ProPeay Damage 

DO THIS NOW SELEff TEE PHYSICAL OFTION AND DEPRESS ENTER 

Physical troubles, as the name implies, relate to things that are physically brokddamaged 
according to the customer. 

4 

INSIDE WIRE OR JACK TROUBLE 

Jack trouble: 

The jack is a small box usually found mounted on the wall, for the purpose of connecting the 
telephone to the l ie .  The customer might report: 

"My jack is broken. I can't call out." 

Inside Wire Troubles: 

ThehskbyXc . is the Connection between the jack and the protector. The customer might report: 

"The wire along the baseboard was cut. My line is dead." 
4 
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If a customer inquires about charges for the repair of Inside WidJack troubles (because they do 
not have a maintenance contract), inform them: 

I'... It is impossible to quote an exactprice until a diagnosis of the problem can be made by our 
technician. Our technician will be happy to quote you a price after he estimates how long the 
repair will take - and before he begins the actual work. 

* Note: Check on what y o u  company's procedure is for this issue. I 
If this explanation does not satisfy the customer, and he insists on getting specific pricing 
information, follow your company's procedure on how to handle this situation. 

OUTSIDE PLANT 

These reports include trouble with the service wire, terminal, cable, pole or guy wires (wires that 
brace poles placed on comers). Here are some typical reports. 

'Thar box on the pole is open. I see all kina3 of wires in there. " 

'The wire that goesjiom my house to the pole is hanging very low. " 

"My company was digging a hole for apool and we accidentally cut the cable. 'I 

"A car just knocked the pole down and now my phone doesn 't work. 
. 

" 

DO TfIIs NOW B Y  NOW YOU SHOULD BE COMFORTABLE MOVING FROM ONE MENU TO TEE 
NEXT AND THEN BACK AGAIN. FOR THE REMAINDER OF THIS LESSON, FIND 
YOUR WAY AROUND TO VIEW TEE VARIOUS OPTIONS WE ARE DISCUSSING. 
IF YOU HAVE A PROBLEM, ASK YOUR INSTRUCTOR FOR ASSISTANCE. 

After you have selected the appropriate option h m  the Outside plant submenu, determine ifthe 
reported trouble condition is hazardous. 
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What is considered hazardous? 

Poles down, especially blocking traffic. 

Any wire that is hanging low. 

Any trouble condition that can cause harm to the public is considered dangerous. 

If no telephone number is available, the information must be entered using the Message Report 
(MR) screen. 

There are several unusual types of reports that call for special handling. They are listed below. 
4 

- WIRE TAPS 

- ACOUSTICAL AND ELECTRICAL SHOCK 

- ANNOYANCE CALLS /LINE TRACE 

- REQUESTS TO LOCATE CABLE 

- REQUESTS TO RELOCATE OUTSIDE FACILITY 

Lets look at these: 
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WIRE TAP /4 

Another kind of unusual report you may get is from a customer who thinks his line is tapped. 
There are two ways the customer may give this report to you. 

The customer might tell you his h e  is being tapped because thch is mv. 
-. Since this customer is reporting noise on the line, we take a 
“Tmsmission” report and offer the customer the commitment shown in the AS Field. 

’ e ’  ( 1  ’ ,,I, . . I, ch- 

In the Narrative field enter “customer thinks line is tapped” and make sure to obtain a reach 
numbex for this customer. 

. .  The customer does not describe any trouble on the line but tells you of a 

local procedures.) 
make the following entries: (Check with your Assistant Manager and follow . .  

Select the Main Menu option of Physical - Wire tap 
In the narrative field be sure to report any details provided by the customer. 
Be sure to obtain a Reach numbex for the customer. 

SHOCK 

ACOUSTICAL AND ELECTRICAL SHOCK REPORTS 

Let’s talk about acoustical and electrical shock reports. What are they and what are the 
appropriate contact handling procedures for them? 

An acoustical shock report is an expression of discomfoa from the customer. An example is 
terrible noise on the lidphone. The customer might say: 

“It hurt my ear. ” 

“Made me  dizzy.'^ 

or 

‘The top of my head almost came 08 ” 
.-- 

The chart on the next page summarizes how you should handle alleged acoustical && reports. 
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Do not discuss the possible cause or responsibility 

Do not express regret. This implies responsibility for the cause of 
&Q&. 

Do not arrange for a call back. 

Do not make a commitment. 

Tell the customer, “Z will hove an investigation made ot once. ” 

Enter the trouble report and then d l  the @propriare Bellsouth center 
gnd n o t i w n t  Dersoit. 

When a customer indicates a possible shock situation you MUST immediately recognize what 
the customer is telling you and strictly adhere to the guidelines listed above. It is critical that 
you follow these guidelies beduse not following them could lead to serious (and potentially 
legal) consequences. 

When the customer reports a shock trouble, you MUST never discuss the possible cause of the 
situation - you would be guessing and may guess wrong. A team of experts in the Network 
organization investigate these reports and take appropriate actions. Enter “pssible acoustical 
shock” in the narrative. 

Although you typically express regret and apologize for the customer’s inconvenience when they 
report ‘ n o d  trouble conditions, you MUST NEVER say ‘‘ I’m sorry ... ” when handling a 
shock report. Since you don’t know what d y  happened, FOLLOW THE GUIDELINES and 
let the ‘experts’ handle the situation. 

The good news is that you will not get many ‘shock‘ reports - but you MUST be prepared if you 
should happen to get one. 
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~ 

* Note: CLEC SME - Please provide your company’s procedure 6or hading 
‘annoyance calls’ whendeiiveringthismateriatto yarnstudents. 

ANNOYANCE CALLS 

Annoyance calls include reports of obscene, threatening or abusive calls. These complaints are 
handled by your company’s Annoyance Call Center (or equivalent organization). 

Tell the customer: 

“There is a special group that handles these kind of situatiom and I’ll be happy to 
trm$r you to our Annoyance Call Center. Should you need their number in t h e m e ,  
the number is - Please hold while I trannsfr your call.” 

Depress the F12 function key to CANCEL this report. Select the “CANCEL - Other Trouble 
Reporting Center” option. 

P 

LINE TRACE 

Sometimes, after a customer has complained about annoyance calls, the Annoyance Call Center, 
along with BellSouth‘s Security Agents and Central Oace  personnel, will authorize a trace on 
the customer’s lime. 

The customer can also subscribe to the “Call Trace’’ option. With this option, the customer dials 
a code (remember what it is? ... if not, can you find it?) after getting one of these aunoying calls. 
This action records the caller’s information in a file accessible to the Annoyance Call Center. 
This option makes it easier for the customer to ‘trace’ calls since they do not have to remember 
to Write down the time and date of the call. 
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CABLE LOCATING 

To prevent construction companies, other utilities and customers from digging up our cables, we 
have an Underground Line Locating Service. These people tell customers where the cables are 
located, so they can dig around the cables instead of through them 

4 

Tell the customer: 

“Ow Cable Locating Service has a tollflee number which is 
than happy to transfer you to them. Someone there will be glad to help you. ” 

. I will be more 

Although the customer was not reporting a problem, we need to capture a record of his request in 
LMOS. Therefore, depress the Override key (F12) and select the CLOSED option “CX Request 
to locate buried plant”. 

RELOCATE OUTSIDE FACILITY 

For requests to relocate outside faciliq, which includes anythmg from buried cable, to a 
telephone pole, to a phone booth, etc., refer the customer to the Business office. These requests 
can be accommodated if the customer is willing to pay for the cost or relocating these facilities. 

In this case, Cancel the report - referred to Business Office. 

4‘ 

Are you ready for an exercise? 
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EXERCISE r' 

For each statement below, write the answer in the space provided. 

1. "My phone just rang and when I answered, the noise was so loud my head still hurts." 

What entry you should make in the NARR field? 

2. "Please check my line to see if it's beiig tapped. I can hear clicks." 

What should you enter in the NARR field? 

c 3. "Someone keeps calling and saying obscene things.'' 

What would you tell this customer? 

4. "This is the gas works, we are going to dig at Misty's Shopping Center." 

What would you tell this customer? 

5. "Look, I want this telephone pole moved. It's blocking my view." 

What should this customer do? 

(Check your answers on the next page.) 
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ANSWERS 

1. 

2. 

3. 

4. 

5. 

POSSIBLE ACOUSTICAL SHOCK 

CUSTOMER THINKS LINE/WIRE IS TAPPED 

"I'll be happy to transfer you to the ANNOYANCE CALL Center. (Depending upon 
local CLEC procedures for handling this type. of call.) 

"Call our cable locating service. Someone will tell you where our underground cables are 
located." 

"Please call the Residence Service Center, someone will be glad to help you." (Follow 
your company's procedure.) 

Look at the answers for number 4 and 5 ... can you think of a better way to handle these 
calls? 
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5.1.10 DATA PROBLEMS 

This submenu for data problems should display the following: 

Can’tSend 

Can’tReceive 

Garbled 

DATA TROUBLE REPORTS 

As techuology expands, more and more residential customers are using their telephone lines to 
send and receive data either with modems andor FAX machines. Not too many years ago, the 
telephone company offered “special data lines” (at a premium cost) for data transmission. And 
these were required for transmission speeds over 2400 baud. However, with today’s improved 
error correction modems (a very common item), transmission speeds of 28,800 baud is typical. 

BellSouth has committed to ensure data transmission at 9600 baud over all 1FR circuits. 

There may be times when you will have to handle trouble reports involving data service when the 
customer says that they: 

Cantsenddata. 

Cantreceivedata. 

Sendsgarbleddata 

Receives garbled data. 

DATA TROUBLE DESCRIPTION 

When customers have trouble transmitting data, for example, they can’t send or receive data, or 
the data is garbled @e., they receive random characters instead of anticipated data), this is called 

P data failure. 
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For sophisticated data users, we have a special group within the Business Repair Center (BRC) 
that handles these kind of reports. However, with so many homes having fax machines and Pc's 
talking to infoxmation providers, customers may call you and you must be able to handle the 
report. 

4 

DATA FAILURE TROUBLES 

To handle data reports, you must find out if the data is not being sent at all, or whether it is being 
sent inconectly (garbled data). When data is not sent at all, there are three ways to describe the 
trouble, depending on who is reporting the trouble. 

CAN'T RECEIVE DATA 

The customer can't receive data from a sender. 

CAN'T SEND DATA 

The customer reports that data is not received at the other (receiving) end 

SENDSIRECEIVES GARBLED DATA 

The customer reports data is showing up at the other (receiving) end, but with words 
missing, mixed-up numbers, or other errors. 

TAFI will guide you through the Data trouble flow. In most cases, if the customer can use the 
line for voice calls without any problem (no noise / interference) the problem is usually with the 
customer's equipment or misuse of the equipment. 

There is only one basic question to ask the customer: 

"Have you had your data equipment checked?" 

Remember, terminal equipment problems must be handled by the customer. 
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5.1.11 ENHANCED SERVICES 

As we discussed at the beginning of this course, BellSouth is constantly expanding its products 
and services to become the Consumer's best choice for telecommunications, information and 
entertainment. As of this writing, BellSouth is working to introduce three new products. 

Home Video 1 Entertainment 

InterNetAccess 

Wireless Communications - PCS Service 

BellSouth has trials in selected areas for home video service and internet access (provided by 
BellSouth (dot) Net) is available in a number of mjor cities. PCS service is just around the 
comer. Once these products get out of the "trial" mode, customer with these new Services $nay 

their t r o u  (if these offerings are 'resold'). e vou to 

With this in mind, TAFI flows are currently under development to assist you in haudling these 
customer calls. As they become available, your SME will provide you with specific instructions. 

Think you know it all yet? Well, here's a little more ... 
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5.2 HELPING CUSTOMERS DESCRIBE TEEIR TROUBLE 

We have just reviewed the most commonly reported trouble descriptions. Now it's time to leam 
more about the mechanics and techuiques for successfully processing customer trouble reports. 
Unfortunately, many customers do not provide specific details about their problem and you will 
have to guide your customer into telling you exactly what's wong. You will do this using 
'open' and 'closed' questions during the initial portion of the contact. 

When you ask the customer to describe the type of trouble, the answer might be very general. 
For example 

" My phone doesn't work '' 

When you don't get a specisc trouble description, you will have to help the customer describe the 
trouble more clearly. If you don't, TAFI will not be able to properly analyze the customer's 
repoa. 

There are dozens of questions you might ask the customer - all of them good ones. But the 
customer wants to get service, not talk about it. For this reason, we have given you tbree 
questions to use: 

If the customer doesn't provide you any information at all, you will have to ask 

"Is there a dial tone?" 

But ifthe customer can't get through to the number called, you know without asking that 
they have a dial tone. Ask: 

uwhat happened after you &led?" 

If the customer tells you that something happened while talking, you have to ask exactly 
whathappelled 

"Tell me what happened whileyou were talking? " 

4 

J 

The question to ask the customer will always depend on what the customer has told you. 
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- 
To recap, when the customer does not give you enough information to describe the trouble, use 
the following: 

/--- 

IF THE CUSTOMER HAS TOLD YOU: 

Nothing specific about the trouble. 

There was a dial tone but they couldn't reach 
the person they were calling. 

There was a dial tone and they reached the 
party but trouble happened while talking. 

ASK THE CUSTOMER 

Do you hear a dial tone when you pick up the 
receiver? 

What happened when you dialed the number? 

What happened while you were talking? 

IT'S TIME FOR A SHORT EXERCISE. 
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This is a blank page 
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rz 

EXERCISE 

Use the information we just discussed and decide what question to ask the customer in each of 
the following situations. Write your answers in the space provided. 

1. 

2. 

3. 

4. 

5. 

I don't know what's the matter with my phone. 

I can't get through to the person I'm dialing. 

I get a dial tone but from there on everything seems to be haywire. 

Right in the middle of a conversation, something goes wrong. 

I don't know $Harry's thm or what, but I can't seem to get hold of him. 

(Check your answers on the next page.) 
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ANSWERS 

1. 

2. 

3. 

4. 

5. 

Do you hear a dial tone when you pick up the receiver? 

What happened when you dialed the number? 

What happened when you dialed the number? 

What happened while you were talking? 

What happened when you dialed the number? 

If you had any problems with this exercise., ask your instructor for help. 
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I'- 

5.3 TROUBLE ISOLATION 

Once you determine what kind of trouble the customer is reporting, TAFI will guide you through 
determining where the problem is. Isolating the cause of the problem will determine the 
appropriate steps to resolve it. 

Telephone problems can be isolated to four major types: 

BellSouth trouble? 

Central Office problem 

r' 

Featureproblem 

Networkproblem 

Customer location trouble? 

Terminal equipment problem 

Jack / inside wiring problem 

Feature (understanding) problem 

Calliig/Called trouble? 

Long Distance trouble? 
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5.3.1 BELLSOUTH TROUBLE 

The first step in the isolation process is to confirm where the problem is located and who is 
responsible for repairing it. In broad terms, the trouble is either in BellSouth's equipment (CO, 
Feature Translations or Network) or in the Customer's equipment (terminal equipment, jack I 
inside wiring or the customer's understauding'operation of a feature). 

3 Note: The CalliigKalled and Long Distance troubles are special cases and 
we will discuss them in a minute. 

Any trouble from the network interface to the central office will be repaired by our company. 
Troubles isolated to the customer's inside wiring and/or jack will be repaired by OUT technician 
and the customer may or may not be billed for the effort depending upon the type of maintenance 
contract arrangement he has with BellSouth. 

To determine whether the trouble involves the network or the terminal equipment, ask the 
customer: 

"Ls the trouble on allphones? 

A "yes" or "don't know" answer would indicate that there might be network trouble because the 
same problem is experienced on all of the phones in the house. 

a Note: If the customer indicates that they only have ONE phone, then answer 
the question 'YES 

a Note: At this point we have determined that there 'might be' a networWC0 
problem and m e r  analysis will be required to determine the actual cause of 
the problem. (i.e., A telephone set off hook in one room will cause a NDT 
condition on all phones in the house.) 

TAFI will guide you through the process of resolving the customer's trouble condition. 
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P. 

5.3.2 CUSTOMER LOCATION TROUBLE 

Let’s assume that the customer amwered ” N O  to the question: 

”Zs the trouble on allphones?” 

This indicates that our service works OK somewhere in the house (another phone in another 
room, etc.) and the trouble is either with the telephone set or in the jack/inside Wiring to the 
defective set location. 

TAFI will prompt you to ask the customer: “Have you tried that set in another jack?” 

If the answer is “Yes, then you know that the set is okay and we will continue processing 
the report to resolve the defective jackhiide wire problem. 

0 If the answer is “No, the set doesn’t work”, then the customer should be told that we do 
not repair telephones sets and they are responsible for having it repaired. 

Refer the customer to their supplier@) for telephone equipment problems (either the store where 
they purchased the phone or the manufacturer of the set). In some cases, it may be easier for the 
customer to just replace the set ... and again, that’s the customer’s decision. 

Note: TAFI will prompt you to ask the correct question at the correct point in 
your contact with the customer and your responses to TAFI will generate the 
next question or resolution sequence. Remember you don’t have to use 
TAFI’s exact words ... as long as you ask the customer the right thing and 
answer TAFI correctly. DO NOT anticipate the next question! Follow TAFI 
and everything will work out just fine. 

a Note: The “Is the trouble on all phones” question is valid for feature related 
problems as well. For example, the customer reports that their *69 feature is 
not working on the bedroom phone. Given that the answer to the question is 
‘%IO”, then we know that our Call Return feature is working properly and 
perhaps the ‘*’ button on the bed room phone is ‘off fiquency’. 

P 
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5.3.3 CALLINGKALLED TROUBLE 

We have talked about ‘calling/called‘ troubles earlier. Remember this is the situation where the 
person reporting a problem (the ‘calling party’) is reporting a problem on the number that they 
are trying to reach (the ‘called paay’). 

For example: 

“I have been t y n g  to reach my mother for mer an hour and I keep getting a busy signal 
and I know that she never stays on the phone for more than 5 minutes. ” 

When you recognize that your customer is reporting a ealling/ded situation, you 
take the trouble report information on the called party’s telephone number. Also, you 
always answer the ‘Is the line currently in use?” question as “NO” so TAFI can initiate a 
MLT test. 

a Note: If you take the report on the d i n g  customer’s number and answer all 
of TAFI’s questions correctly, TAFI will tell you to cancel the report and 
issue a new report on the called party’s number. By reco-g the 
calling/called situation, you will save a lot of time and appear ‘professional‘ to 
your customer. 4 

j Note: If the called number belongs to another vendor, TAFI will not allow 
you to enter the report and you must follow your company’s procedure for 
haudlii these reports. (i.e., Either refer the caller to BellSouth or take the 
information and report the trouble to BellSouth.) 

1. Therefore, t h 9  can not make decisions for the 
customer who owns the service. 

If the test results are not conclusive (Le., TOK, ROH, etc.) we inform the caller that “Our test 
iqdicates there is activity on the line and you should try your call again later“. TAFI will 
walk you through haudling this kind of report. 
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5.3.4 LONG DISTANCE TROUBLE 

From time to time, customers call regarding their ability to place long distance calls. As we 
discussed earlier, inter-LATA calls are carried by a long distance service provider (i.e., AT&T, 
MCI, Sprint and many others). 

Once you determine that the customer’s trouble is limited to long distance calls (i.e., the 
customer can make local calls OK) you will refer the customer to his long distance provider to 
resolve the problem. Follow the TAFI flows for “Long Distance”. 

Note: We are in a changing telecommunications environment and, in the near 
future, BellSouth will be in the long distance ‘business’ (BellSouth Mobility 
already provides long distance connections for its customers). When that 
happens, the TAFI flows will be modified to handle the new situation. 

5.3.5 LISTENING TIPS 

Remember that t h m  are many ways to convey 
the best way is to listen to what the customer is saying. If you don’t pay attention, you may 
miss some important facts. 

in what the customer is telling you, but 

You will find that sometimes a customer will interrupt your questions and give you information 
that you have not asked for. This is when you must be sure to 1 imcarefully. 

For example: 

“This is Pat Smith at 2364 Juniper. My baby is v e v  sick and1 can7 use myphone. 
number is 621-0879. Can youfix it right away? 

If you weren’t listening to the customer, you could have missed the name., $&&QX 
for the wt awav . You know that these items are 

important and required to process the trouble report. What image do you think the customer has 
of you (and BellSouth) when you have to ask them questions that they have already provide you 
with the answer? Most MA’s keep a pad and pencil handy to jot down pertinent information that 
the customer may volunteer before TAFI asks the question. 

and the 

Listening to the customer is the key to a good contact. 
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Another example: 

"This is Mr. Jones on 621-0101. The line from the pole to the house is down. " 

To ask the customer for information he has &a&gua ' willmakehimangry. Itshowsatotal 
lack of interest on your part. 

4 

Remember, listen to what the customer is saying. 

By listening to the customer, you avoid asking unnecessary questions and causing your 
customers frustration. 

Listening also helps you determine: 

The appropriate response to a TAFI question 

When you need to respond to questions or statements made by customers. 
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EXERCISE 

Complete the statements below. 

1. Customers with telephone set problems must contact their for 
repairs. 

2. If a customer has one telephone set and reports trouble, the trouble is usually 
trouble. 

3. Customers who do not report the trouble on all their telephone sets could be 
r e p o h g  $4 problem. 

(Check your answers on the next page.) 
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ANSWERS 

1. Customers with telephone set problems must contact their rendor or . for 
repairs. 

2. If a customer has one telephone set and reports trouble, the trouble is assumed to 
be a network trouble (since there isn’t another phone available to test with). 

3. Customers who do not report the trouble on all their telephone sets could be 
reporting a ?&kzhme set (P problem. 

. .  . .  

-4 

If you had problems with the exercise, review the material. 
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,--. 
5.4 ACCESS AND COMMITMENT WINDOW 

Once you have selected the correct trouble category from the Main Menu and correct option on 
the subsequent sub-me&), TAFI begins the actual ‘flow’ (internally programmed logic to 
resolve the described problem). Depending upon the answers to the questions that TAFJ asks 
(using the Query Window - remember?), TAFI will NU test, check translations, etc. etc. 

To complete the trouble report, a number of additional pieces of information must be secured and 
entered into the system. You may have obtained some of this information already from the 
customer or the customer volunteered it to you ... and you took notes - remember? 

TAFI provides a pop-up window to capture this data. During the process of entering the report, 
the Access and Commitment window will appear when TAFI is ready for the information. You 
also leamed (when we talked about the function keys) that you can cause this Access and 
Commitment window to appear when vou . 
completed Access and Commitment window: 

(by depressing F9). Let’s take a look at a 

Bc 
CUS DT 

NOTE 
ma IRFITEPS C C N  

P In this particular trouble, the customer (Jack Duncan) reported a problem with No Dial Tone. 
Let’s look at each field and explaiu what’s expected (and what’s required): 
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5.4.1 REACH (Telephone Number) (REQUIRED) 

This field is used to enter the area code and telephone number where the customer can be 
reached should a BellSouth technician need to contact them about this trouble report. 
Why would BellSouth want to call the customer back? Several mons: 

1. To let him know when the problem is resolved (if you don’t clear the trouble 
while the customer is on the initial call). 

2. In case an MA (if the trouble was sent to the TECH group) or field Technician 
(if the trouble was dispatched) has some additional questions, or needs some 
clarification about the trouble condition, to resolve the trouble. 

- 

Ten digits are required in this field. If no Reach number is available (i.e., there is no way 
to contact the customer), you may enter a 0 zero (and TAFI will populate the LMOS 
record with ten 0’s). This is a positive codhation that you ask4 for a number and 
none was available. 

Additional information that is pertinent to the Reach number is entered in this field. 
For example, if the reach number is a cellular phone, enter ‘cell phn’, or if the reach 
n u m k  is a neighbor’s house, enter ‘nbr’, etc. This information helps the person calling 
the customer back to rem- any special condition. In our example, Mr. Duncan is a 
customer of SKIONE Communications and the BellSouth technician would immediately 
recognize that the Reach number is the CLEC’s telephone number. 

J 
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P- 

5.4.3 ACCESS (Telephone Number) (REQUIRED) 

In a number of situations, the technician would go to the customer’s home to repair a 
trouble and could not get in (i.e., the customer wasn’t home). This delayed the repair 
process ... and made for some very unhappy customers. 

Since the LMOS trouble report does not have a field for Access number (a number the 
techniciau can call to arrange access to the property in the event the customer is not 
home) we require the TAFI user to enter the ten digit Access Number information as the 
first entry in the narrative field. If the Access Number is in the same area code as the 
number reported in trouble, you may enter just the seven digit Access Number to save 
narrative space. (We’ll talk about the narrative field in just a little while). If you were 
processing trouble reports using LMOS, you would have to make the following entry in 
the LMOS narrative field 

ACN=5551212 or NOACN (if no access number is available) 

Fortuuately you are using TAFI and TAFI does this work for you When you enter a 
value in the Access field, TAFI takes the appropriate steps to translate your input to the 
LMOS narrative line. The values you can enter are: 

1. A 7 or 10 digit telephone number - TAFI enters “Am=- 

2. A single ‘0’ meaning no access number available - TAFI enters “NOACN” 

3. If the Access number is the same as the Reach number, enter an equal sign (=) 
TAFI enters “ACN=S” (meaning it’s the Same asthe Reach number) 

All trouble reports not cleared by you on the initial contact must have an Access numh.  
Since you will typically be at this Access and Commitment window prior to knowing if 
you can resolve the problem, it’s a good idea to j- in all -. 

If you say to your customer: “please give me your access number ’’ they are more likely 
to give you their ATM PIN number as opposed to understanding what you are asking for! 

A good technique for obtaining an access number is to say: 

“In the unlihly event that our technician needs to access your home andyou are 
not home, is there another number we can call to gain access toyour property? It 
may be a neighbor or relative ... someone who has a key. ’’ 
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5.4.4 REP BY (Reported&) (ALWA~REQUIRED) 

For audit purposes, we must know the name of the person reporting the trouble. This name 
should be entered here. The name must be specific! 

For example, when we pulled up Mr. Duncan’s account in TAFI, his name and address was 

everyone knows that you meant that you spoke to ‘Mr. Duncan’. If you spoke to Mr. Duncan, 
then “Mr. Duncan” must be entered in this field. If his son Joe called to report a problem, then 
enter “Joe Duncan” in the ‘Rep By’ field. 

’ and assume that displayed in the Customer Information window. Do not -lust . ‘  Mr. 

5.4.5 NEW COMM ~ewcornrnitmed 

The “New Commitment’’ field is where you indicate what the commitment date and time is to 
repair this customer’s trouble. TAFI will default the “established value” based on its internal 
rules for Out of Service (OS) or Affecting Service (AS) conditions (see OS, AS, BC below for 
established values). 

“Commitment” (sometimes referred to as “Appointment”) is the date and time that we expect to 
have the customer’s trouble condition repaired. This commitment time is our best estimate of 
how long it will take to resolve a given type of problem in the customer’s geography. For 
example, when we tell a customer that “we will b e  yourproblemfked by 5 PMtomorrow ”, 
we mean that we expect to have it lixed go later than 5 PM tomorrow. 

3 Note: The key word m the commitment statement to the customer is “ky”. A 
commitment of 5 PM tomorrow doesn’t mean that the trouble will not be 
fixed until 5 PM. To the con-, we often repair troubles much sooner than 
the stated commitment time. Most people feel better with a specific repair 
time and our commitment time sets the outside edge of the repair window. 

d 

Yon should always ‘sell” your customer on the established commitment time. Should you 
negotiate a different value (more on negotiating commitments will come later), just over-type the 
“OS” or “AS’ with the new values. 

MM-DD-YY NNNNA (or P) 

For example, if you establish a commitment time of July 30 at 400 PM, the entry on the New 
Commitment field would be “07-30-97 04OOP”. 

How would you specify a “noon” commitment? A midnight commitment? 
J 
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f i  Once you determine the appropriate commitment date and time you MUST ask the customer to 
agree to that time. This establishes the proper expectations in the customer’s mind as to when 
their trouble will be resolved. 

5.4.6 ACCESS (“A -” uB-”) 

Depending upon the type of trouble reported, our technicians may need access to the customer’s 
home to repair a problem. To ensure that access to the property is available you will verify with 
your customer that someone will be available to let the tecbnician in. This step ensures that we 
can repair the trouble on the first visit, and avoid a ‘(No-Access” situation. (Le., Either the 
customer will be. home all day or they have made arrangements with a neighbor, etc. ... see why 
the Access number is so important?) 

Sometimes the customer may limit the hours of the day that we can access their property. For 
example, the customer might say: “I have to take my wge to the airport in the morning and I will 
not be home until I O  AM ” This information will cause you to populate the “A” field with 
1 OOOA (our standard format for 10 AM) which tells the technician that access to the properly is 
available After 10 AM. Another example might be: “I have to leave at 4 PMto get to work. ” 
With this information, you would populate the “B” field with 04OOP which tells the technician 
that access is available Before 4 PM. - 

Note: When populated, the “B’ field MUST match the commitment time. 
Either you negotiate with the customer to provide access up to the established 
commitment time or you change the commitment time to match the “B’ field 
value. In other words, we can not tell the customer that we will have their 
trouble repaired by 6 PM when the customer tells us that access to the home 
stops at 4 PM. 

TAFI now evaluates the information provided for a report and determines if there is a high 
probability for a premises visit (where access is required). For example, if we take a ‘Physical” 
trouble report or the test results indicate a ROH, either of which is a candidates for a premises 
visit. If any of these conditions exists, TAFI will require you to enter values in both the “A” 
and “B” fields. 

If the customer indicates that they will be home all day, enter “A” = 0800A and 
“B” = established wmmitment time. 

If the customer limits our access to a smaller window, your first approach would be to 
negotiate for access all day (i.e., key with a neighbor, etc.). If that is not acceptable then 
populate both the “A” and “B” fields with the specified time. 
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So, for the examples stated earlier, the complete answer would be “A” = lOOOA, “ B  = 0600P 
(assuming a 6 PM established commitment) and “A” = 0800A, “ B  = 0400P. 

5.4.7 OS, AS, BC 

Our repair response time is prioritized to address the needs of those customen who do not have 
service first (Out of Service - OS) and then to work on those troubles that only affect Senice 
(mecting Service - AS). A third classification used in the Eastem states is the Bulk 
Co-mmitment (BC). We will address each of these type of commitments later in this lesson. 

Commitments are established, for each unique geography, by the Work Management 
Center (WMC) and these are loaded into LMOS. Each geographic area is served by a team of 
technicians who are responsible for all of the installation and maiutenance activities in their area. 
A ‘’unit number” is assigned for each class of customer (i.e., residence, business, coin, complcx, 
etc.) in each geography. This “unit number” is part of the customer’s line record in LMOS and is 
the key for routing work to the correct location. 

The commitment time is based upon a number of factors. Some of these factors include: type of 
trouble (i.e., translation problems may take less time than repairing an open cable pair), the 
available work force in the geography, the number of pending troubles for the geography, 
technician productivity (number of troubles handled per day), etc. 

5.4.8 CUST DT 

The “Customer Date & Time” field will be used to indicate the commitment time desired by 
the customer. This field is intended for use once we initiate the ‘‘Service When You Want It” 
program and you will be informed when that occurs. When this program is operational, TAFI 
w i l l ~ ~ a n e n ~ i n t h i s f i e l d f o r ~ ~ t h e  Top 10 ms&gs&m 
arzas. 

9, “ 3, 

5.4.9 NOTE 

This “Note” field allows you to enter a ‘reminder’ which will be displayed on the Queued 
Reports display should you have to queue a report. The use of this field is optional, but 
recommended when you negotiate some arrangement with the customer to m l v e  the trouble. 
We will talk more about ‘queuing’ reports later in this lesson. 

For example, ifthe customer tells you that they will not be home until 2 PM and you have to 
complete some tasks to resolve the problem, you would enter “CB > 2P” in this note field. Then 
when you see this report in your ‘queue’, you will be reminded to call back after 2 PM. This 

4 

4 
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P note field information is also presented to your Assistaut Managers when they monitor the status 
of queued reports. 

5.4.10 CAT 

This “Category” field displays the category of report taka. The values include 

“CD” for Customer Direct, 

“ E O  for Employee Originated. 

“CX” for Customer excluded and 

We will discuss these categories in detail in the next section. 

5.4.11 

The defauit value for this field is N (no). If the customer appeared angry or highly upset during 
your conversation, change the value of this field to “Y. This flag helps the technician take the 
appropriate steps while dealing with this customer. /‘. 

The “Customer Comments” flag (Y/N value) indicates if the customer had some speciiic 
comment about how we haudled a given sibtion and you made a notation of this comment in 
the narrative line on the trouble report. For example, if the customer told you that technician 
Jones did a great job fixing the phone but he left his test set on the back porch, you would want 
to enter something l i e  “Tech Jones did grt jb” in the narrative (along with “nds 2 get test set”) 
and change the “CC” field to “Y.” 

5.4.13 TRBL DESC p i sphy  O~ZY) 

As we mentioned earlier, LMOS has a family of muble description codes (TDC) that define the 
type of problem reported. For basic line troubles, this set includes NDT, CCO, CBC, MEM, 
MCAL, TRAN, PHYS, MISC and DATA. Do you recognize what they mean? The good news 
is that TAn -r vou based upon the information you pro+. 

Notice that LMOS has provisions for up to four TDC‘s per trouble. In our environment, the first 
TDC is the trouble we B T ~  reporting and the additional codes act as “modifiers”. The second 
TDC position is always the Out Of Service status code (OOSY / OOSN). (In the past we asked 

F-. 
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for the customer’s pexeption of whether he is out of service or not. Today TAFI determines the 
00s status based on the nature of the problem and test results.) Also, once TAFI determines the 
value for this field, you cannot change it so TAFI displays four asterisks (****). 

Another TDC you may see displayed is “BKDT” which is the “Back Date” code. The Date and 
Time that the customer calls in a trouble report MUST be included as part of our official record. 
Since it typically takes only three minutes (+I-) to process a customer’s trouble report, we have 
agreements with the regulators (PSC’s) that the time we send the report to LMOS is the official 
Date and Time received. However, if we place a report in queue, there could be a considerable 
length of time delayed prior to sending it to LMOS (10 - 30 minutes, or more). Therefore, every 
time we place a trouble report in queue, TAFI will automatically generate the BKDT code and 
place a backdate “reason” in the narrative. In the narrative (on the final or Trouble Report 
screen) you will see BK05 which means the reason for this backdated report was because it was 
placed in the TAFI queue. 

Again, TAFI automatically places these LMOS TDC’s on the screen for you However, isn’t it 
more comforting to know what they mean? 

5.4.14 ADTNL NAR 

You will have more exposure to the Narrative l i e  later in this lesson. In a nutshell, the narrative 
line is part of the LMOS record and it gives you the opportunity to add descriptive information 
for the technician (or document what you did.). This narrative line is limited to 99 spaces 

4 

J 

Good News / Bad News ... 

Should you place a report in queue and then the results of the analysis indicate that the report 
should be dispatched (i or out), TAFI will automatically make that decision for you and send 
the report. So, the good news is that we do not delay dispatching troubles that TAFI cannot fix. 

3 Note: You may have several reports in queue and suddenly the number you 
have is less than what you expected. There are a numbe-r of reasons why this 
happens and the “Automatic Queue Processing“ option is just one. (We will 
talk about these in detail later in this lesson) 

The bad news with this arrangrment is that the narrative line is only accessible on the Trouble 
Report screen and this screen is not presented to you until after TAFI has determined the course 
of action. Then, if you had narrative information to add to the report, it was lost. The solution to 
this situations was to add this “Additional Narrative” line on the Access and Commitment 
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The Date I Time Received field is the last entry on the Access and Commitment window. 
Normally this field is blank because the official ‘’time stamp” (for when we received a trouble 
report from the customer) is applied when TAFI sends the report to LMOS. Should we place a 
report in queue, then the time the report was placed in queue becomes the official DT Recvd 
time. TAFI automatically populates this field when a report is placed in queue. 
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This is a blank page 
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EXERCISE 

Write a description of the fields listed below in the space provided. 

1. Adtnl Narr 

2. Reach 

3. Trouble 

4. New Comm 

5.  Remarks 

6. Access 

(Check your answers on the next page.) 
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ANSWERS 

1. 

2. 

3. 

4. 

5. 

6. 

The Additional Narrative field is used to enter information that must be placed on the 
LMOS trouble report narrative line and the report will be queued in TAFI. 

The Reach field is used to enter the callback telephone number - a number where we can 
'reach' the customer. 

The Trouble field is used by TAFI to populate the appropriate LMOS trouble description 
codes. TAFI determines which codes to use based upon your interpretations of what the 
customer told you and how well you conveyed that information to TAFI. 

The New Comm field is used to enter the date and time by which the customer's trouble 
will be cleared. 

The Remarks field is used to enter additional information that pertains to the Reach 
number, i.e., neighbor, cell phone, etc. 

The Access field is used to enter the specific time that access is available if it is different 
from the standard commitment. 

d' 

J 
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5.5 CATEGORY OF REPORT 

As we mentioned earlier, every time a customer calls regarding their telephone service, a record 
of that call must be entered into LMOS (the ‘official‘ trouble tracking system). 

* Note: Remember that TAFI is just an ‘in- between you and LMOS 
(and all the other downstream systems used to managelfacilitate the repair of 
trouble conditions). TAFI does maintain statistics on all of your activities but 
LMOS is the official record used by PSC’s, the FCC and others to measure 
ow quality of service. 

- 

Periodically, BellSouth must provide the regulating bodies with detailed reports describing how 
well we provide service. Since these regulators are representing the customers’ interest, we 
provide reports specifically detailing work we do when responding to the customers’ call for 
assistance. 

An4 since ALL trouble reports are entered into LMOS, we must have a way to distinguish 
between them. Hence we have developed the “Category” of report ... and each trouble report 
entered into LMOS must have a category assigned to it. 

There are three categories of trouble reports that you will use. They are: 
P 

“CD” (CustomerDirect) 

“CX” (Customer Excluded) 

“EO” (Employeeoriginated) 

Let’s discuss each of them. 

P 
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5.5.1 CUSTOMER DIRECT (CD) REPORTS 

A CD report is any trouble report received directly h m  a customer, the customer’s 
representative, or a member of the general public. This includes any trouble reports from a 
Service Center, Marketing, Special Service Center, BellSouth Communications Service or any 
other employee who has received a trouble report directly from a customer or the 
customer’s representative. 

J 

Most of the initial trouble reports you will receive will be CD. TAFI will automatically populate 
the correct category field for you. 

5.5.2 CUSTOMER EXCLUDED (CX) REPORTS 

Customer excluded reports ... excluded from what? 

Consider that eveq time a customer calls regarding trouble with his service, there is a record of 
that call in LMOS. The first time a customer calls to report a trouble, that initiul report is 
categorized CD. Should that customer call again about the same trouble condition, we take a 
“subsequent” report and ‘‘attach’’ it to the initial (or pending report). @emember that LMOS will 
only allow one active trouble report on a telephone number at a time.) 4 

Well, when we xeceived the second (or third ...) report, is the phone broke twice? NO! The 
customer is calling about a previously reported problem and it’s the number ofproblems (nor the 
number of cdk) that we report to the regulators. 

a Note: Actually the number of trouble reports is just one element of the reports 
used to measure our quality of senrice. Other factors include things like 
Receipt to Clear Times (for each kind of trouble description), overall duration, 
percentage of Repeat Reports, and others are included. 

Therefore, subsequent reports are excluded, for analysis and measurement purposes, from the 
count of customer reports. The only CX category that you will enter is a subsequent report on an 
existing trouble report. (There may be other CX category reports but they do not apply to the 
work you do.) 
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5.5.3 EMPLOYEE ORIGINATED (EO) REPORTS 

An Employee Originated (EO) report is any trouble report received from a BellSouth employee 
who detected a troublecausing condition whikpe~orming h M e r  
of any conwrsa!ion with the customer regarding the trouble. 

,--. 

r d  utics, M p e d e n t  

No* CLEC users will never process EO reports and this information is 
provided for completeness. 

P 
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HANDS-ON EXERCISE 

Let's put all of this together before we move on to the other trouble categories in the Main Menu. 
Some of the following TAFI responses may have changed. Your instructor will provide 
appropriate information if you see something unexpected. 

DO THIS NOW LOG INTO TAFI 
- 

You will begin at the Initial Trouble Entry window. The-re are two limes of data that must be 
entered to begin processing a trouble: 

1. 

2. 

You must ask your customers if they are talking on the phone l i e  being reported 
in trouble. If the answer is yes cy), TAFI knows to suppress MLT testing until 
the line is fke. If the answer is no (N), TAFI knows it's OK to initiates MLT 
testing ifrequired to analyze the problem. 

TN - The area code and telephone number of the line in trouble 

Is the Line Currently In Use? WIN) 

J 

DO THIS NOW TYPE IN TELEPEONE NUMBER 999 555 6703 

THE LINE IS NOT IN USE, TYPE uw 

DEPRESS TEE ENTER KEY 
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TROUBLE #1 

SELECT TROUBLE CATEGORY FOR DIAL TONE. 

PRESS ENTERKEY. 

SELECT NO DIAL. TONE. 

PRESS ENTERKEY. 

FOLLOW TAFI’S FLOW OF THE CONTACT. 

-ALL PHONES: YES 

PRESS ENTER KEY. 

-REACH 9995555555 
SKIONECOmm 

-ACCESS: 2233558 

PRESS ENTERKEY. 

WHATHAPPENED? 

ALL REPORTS MUST HAVE THE NAME OF THE PERSON 
REPORTING THE TROUBLE. 

ENTERANAME. 

LOOK AT THE TROUBLE ENTRY SUMMARY WINDOW. 

DO YOU HAVE A TEST RESULT? 

WHAT IS TAFI’S RECOMMENDATION? 

DO NOT PRESS ENTER KEY. WE WILL COMPLETE THE TROUBLE 
PROCESS LATER. 

CLEAR THIS REPORT BY DEPRESSING F12, SELECT ‘CANCEL’, SELECT ‘USER 
ENTRY ERROR, DEPRESS ENTER AND AT THE TROUBLE ENTRY SCREEN, 
DEPRESS ENTER AGAlN. 
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LET’S DO ANOTHER ONE WITHOUT ALL THE PROMPTING FROM THE 
LESSON MATERIAL. 

YOU SHOULD BE AT THE INITIAL TROUBLE ENTRY SCREEN. 

TROUBLE #2 

MAKE THESE ENTRIES: 

TELEPHONE NUMBER: 999 555 6703. 

THE LINE IS NOT IN USE. 

PRESS ENTERKEY. 

SELECTION OUTGOING ROL TROUBLE (Can’t be completed as dialed). 

TROUBLE IS ON ALL PHONES 

TROUBLE IS ON LOCAL CALLS 

NOT ONLY WHEN DIALING ONE NUMBER 

WHAT’S TAFI DOING? 

FOLLOW TAFI’S RECOh4MENDATION 

CANCEL THIS REPORT TO OBTAIN FRESH TROUBLE ENTRY SCREEN. 

Your Instructor will check the screen entries. 
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TROUBLE #3 

TELEPHONE NUMBER. 999 555 4067. 

THE LINE IS NOT IN USE. 

SELECT TROUBLE CATEGORY FOR "NOISY". 

(RoaringlsuPinglstaticiHumnling) 

FOLLOW TAFI'S FLOW OF THE CONTACT. 

- READ TAFI's MESSAGE 

(Wait for Test Results before stating commitment to customer) 

- ALL PHONES: YES. 

- CUSTOMER HAS MORE THAN 1 PHONE 

FOLLOW TAFI'S INSTRUCTIONS. 

- CUSTOMER HAS CORDLESS PHONE 

(provide trouble shooting hints to customer - i.e., 'we know from 
experience that cordless phones often generate noise problems from time to 
time. Unplug all your telephones (including the cordless connections to the 
l i e  and AC power), wait 5 minutes, plug in one standad telephone to 
verify problem gone. Plug in d g  phones one at a time, etc.) 

CUSTOMER AGREES TO FECO 

YOU WILL COME TO THE "TROUBLE REPORT SCREEIT - STOP AT THIS 
P O W  AND WE WILL DISCUSS THIS SCREEN IN THE NEXT SECTION 

Your Instructor will check the screen entries. 

DO NOT CLEAR THIS TROUBLE REPORT SCREEN. 
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This is a blank page 
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,.-. 
5.6 THE TROUBLE REPORT SCREEN 

You should now have the following Trouble Report Screen displayed. 

Note: If you do not have this screen, ask your Instructor for assistance before 
you go on. 

This is the screen you will use to complete your customers' trouble reports. It Summarizes all of 
the entries you made, displays any test results, recaps TAFI's recommendation and provides you 
the opportunity to add additional "narrative" information. This screen is your last chance to 
make any chauges prior to sending the report to LMOS. 

When you depress the Enter key at this screen, you will send the report to LMOS and TAFI will 
return the Initial Trouble Entry window. Depending upon TAFI's "recommendation", the report 
will be routed to the appropriate location for downstream resolution or TAFI will re-enter LMOS 
and close the report. 

We have discussed m y  of the fields that appear on this Trouble Report Screen earlier (when we 
talked about the Access and Commitment window). Let's take a look at the other fields. 
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The TAFI Trouble Report screen will assist you in completing the gathering customer 
information required to resolve a trouble. In some cases, TAFI will ‘skip over’ the Access and 
Commitment window during the flow of a trouble and you will enter the required fields directly 
on this screen. You can also update values previously entered. 

At the Trouble Report Screen, TAFI provides: 

Formatted screen for completing / reviewing trouble information 

System prompts (to ensure proper entries are made) 

Messages to facilitate trouble reporting 

Job Aids for available services (via F1- Help) 

Last chance to make any changes (i.e., add nar28tive, etc.) prior to sending report 

4 

DO NOW LoOK AT THE FIELDS ON THE TROUBLE REPORT SCREEN DISPLAYED ON 
YOUR TJCRMINAL SCREEIY. COMPARE THEM WITH THE INFORhlATION AND 
FXPLANATIONS BELOW 

=> CAUTION- DO NOT hit the Enter key until you are instructed to. The 
report will be sent to LMOS if you do. 

5.6.1 SCREEN NAME 

The name of the screen appears in the top left hand comer of the screen, i.e., Initial 
Trouble Report - Route for Handling, etc. This screen names summarizeS the action TAFI 
reCOmmends. 

5.6.2 CUSTOMER INFORMATION SECTION 

The Customer Information section is found in the top four lines of the Trouble Report screen. 
These fields are populated with information from LMOS about the customer’s Bccount. 
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The area code and telephone number of the line in trouble is displayed here. 

REPEAT 

The Repeat report flag (value = Y/N) indicates that this customer has reported a trouble 
within the past 30 days. The repeat indicator is intended to measure of customer 
satisfiction. If a trouble condition was not corrected properly on the original report, and 
the customer calls to report it again, we consider it to be a repeat report. To simplify 
cap* data, a repeat report is p i n  30 davs Qf 
-. TAFI automatically detects repeat reports and sets this flag to a Y 

. . .  . .  

6s). 

EC 

Your b e e  digit employee code will be displayed here. TAFI reads your ‘EC’ from your 
profile. 

F-. 

Note: The EC value for all CLEC TAFI accounts are managed and 
maintained by the BellSouth Systems manager. 

UNIT 

Remember that the unit number defines the geographic location, and the type of 
technician (i.e., Residence, Business, etc.), that maintains this customer’s telephone 
service. Each telephone number in the LMOS database has a Unit Number assigned to it. 

LOC 

The Location field further defines geographical information by identifying the central 
office (by name) providing dial tone to this customer (e.g.. SHPT-MAIN). 

P 
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NAME (ListedName) 

The customer’s name, as listed in the telephone directory, appears in this field. If the 
customer has a non-published number, LMOS displays WON-PUB” before the 
customer’s name. Other ‘flags’ will also appear in the Name field (e.g., *R * indicates 
that the customer is a retired Residential customer). 

ADDRESS (Senrice A m )  

The street address for where the service is located is presented in this field. In a number 
of situations, the “bill to” address may be different from the ‘service’ address. (e.g., You 
may be paying for your daughter’s apartment telephone - the ‘‘bid1 to” address would be 
your home address while the ‘‘service’’ address would be your daughter’s apartment 
address.) We must be able to direct our technicians to ‘where’ the service is located in 
order to repair it. 

3 Note: The first step in your customer contact after obtaining the telephone 
number of the line in trouble is to verify the name and address on the 
account. If the customer tells you information that doesn’t match the LMOS 
record data, you confirm that you entered the correct telephone number. 

d 

Given the telephone number is correct, then the data in LMOS is not correct 
and you MUST enter the correct information in the N d v e  l i e .  You would 
enter for example: LN - Mr. Jones, SA - 123 Main St., where LN indicates 
Listed Name and SA indicates Service Address. This ensures that our 
technician goes to the correct location (and uses the correct name when 
addressing the customer) to repair the problem. 

In addition, you will take steps to correct the LMOS database by noting the 
discrepancy and providing the information to the Service Quality Desk (SOD). 

SUB 

This ‘flag’ (Y IN value) indicates if this report is a Subsequent report (Y value) or an 
initial report (N value). 
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The SO flag indicates if there is Service Order activity pending for this account 
(telephone number). 

Note: This indicator just means that Service Order activity is present. It 
DOES NOT mean that the trouble reported is related to the Service Order. 

- 
5.6.3 TROUBLE SUMMARY SECTION 

The next five lines of data on the Trouble Report screen summarize information about the trouble 
beingreporwk 

REACH # 

As discussed earlier, this is the telephone number where the customer can be ‘reached’ 
should BellSouth need to discuss this trouble after the initial contact. This reach number 
must be populated on all reports sent to ‘route for handling’. The Reach number may be 
the same as the reported number (and you enter ‘=‘), a 10 digit telephone number or a ‘0’ 
indicating that no Reach number is available. ’ 

ACCESS # 

The access number is the telephone number the techuician can call to obtain access to the 
property ifthe customer is not home. It may be the same as the Reach number (and you 
can enter just the ‘=‘ sign) or it may be a neighbor, relative, etc. If the customer does not 
have an access number, you must enter a “0” in this field 

CALLED # 

The called number field is used to record either the telephone number of the party 
reporting a problem in a Calling-Called situation (sometimes referred to as a ‘Third 
Party’ report) or the specific telephone number that the caller is having trouble reaching. 

For example: Mr. Jones called indicating that he has been trying to reach his mother for 
the past two hours and keeps getting a busy signal. We learned that we take the report on 
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Mr. Jones’ mother’s telephone (Incoming - Busy when dialed). On that report, you enter 
Mr. Jones’ telephone in the “Called #’ field. 

REMARKS 

As indicated earlier, the Remarks field is reserved for providing additional information 
pertaining to the Reach number (e.g., ofc, cel phn, nbr, etc.) 

a Note: Additional information about the Access number is entered in the 
Narrative field. 

4 

OK I 

Whenever you close a trouble report (either a Front End Close Out (discussed later) or 
you close a report because the customer can confirm that the problem is cleared while on 

’ to close the contact), you 0 OK 
in this field. This (audit trail) information is automatically entered on the close 

out status line of the report when the report is closed. 

., ‘ 

Note: TAFI recognizes that the report will be closed and requires you to enter 
a value in this ‘OK /’ field. The name you enter must be a unique identifiable 
name (e.g., Mr. Jones) and NOT a generic ‘Mr.’ If the name of the person 
telling you that it is OK to close the report is the same as the REPorted By 
name, you may avoid re-typing the name by entering the equal sign (=). 
When TAFI sees the ‘=‘ in this field, it automatically takes the name entered 
in the Reported By field and places it in the close out record. 

4 

REP BY (RcpmW By) 

The name of the person reporting the trouble MUST be entered in this field. TAFI will 
not let you send a trouble report to LMOS without populating this field. The name you 
enter must be a unique, identifiable name (e.g., Mr. Jones) and NOT a generic ‘Mr.’ 

field data). 
(thinking that TAFI will pickup the OK / . .  

Also, DO NOT V 
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3 Note: If you enter the equal sign, TAFI will accept it (because the field has a 
non-blank entry). However, an audit on the report will show that the report 
was reported by ‘=‘ ... not an acceptable entry! 

TRBL (Trouble Description) 

As discussed earlier, TAFI will automatically enter the correct LMOS Trouble 
Description Codes (TDC) based upon the information you provide. The first field is the 
actual TDC that describes the Qouble that the customer is reporting (e.g., NpT). The 
second field contains the Out of Service indicator (OOSY / OOSN) and TAFI just 
displays **** (since TAFI detexmines this value based upon its internal rules). The 
remaining two fields may have additional ‘modifiers’. For example, if you queued a 
report, TAFI enters ‘BKDT’ in the third field signifying that the report is being ‘back 
w. 
=$ Note. A ‘back dated’ report means that the report is being entered with a Date 

Time Received field populated with a value ‘earlier’ than the time that the 
report is actually entered. TAFI automatically enters the back date ‘reason’ in 
the amative field (e.g., BK05 is the code indicating that the report was placed 
in the TAFI queue). 

NOTE 

During the flow of processing a trouble report, you may have elected to queue the report 
(more on queuing later). On the Access and Commitment window, you may have entered 
a ‘reminder to yourself in the Note field. This reminder message is just displayed on the 
Trouble Repoa screen. Should you need to queue the report, and you have already 
reached the Trouble Report screen, you can enter a new Note value on this screen. (Le., 
You have just tried to re-contact the customer to close a report but the customer was not 
available. You may requeue the report and try calling the customer later.) 

Note: Your center will provide the local procedures on how many times you 
try to reantact a customer before you take alternate. actions. 
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NARRATIVE 

We have discussed the Additional Narrative field on the Access and Commitment 
window. Now you see the entire Narrative field that will be sent to LMOS. Notice that 
TAFI populates information in this field for you, based upon the nature of the trouble. (In 
our example on page 143, TAFI pre-populated “ -noise/static/humming-dphas cordless- 
will check CPE ” which indicates that the customer has reported ‘noise problem’ 

on All Phones (dp) and agreed to check his cordless set.) 

- You will enter any additional information, provided by the customer, that will assist the 
downstream technicians in repairing the problem. Although TAFI provides two lines for 
Nanative data, move the cursor to the end of the data pre-populated by TAFI to enter 
your new information. As you type in information, TAFI will automatically jump to the 
second line ifneeded. 

LMOS has a limit of 99 characters (data and spaces combined) in the narrative field so 
you will learn how to abbreviate words in order to convey meaning with the minimum 
space used. Our techniciaus use a Craft Access Terminal (CAT) to obtain their trouble 
reports. The CAT displays one line of narrative data which is 40 characters in length 
(i.e., displays just the first 40 characters). If the amount of narrative information exceeds 
40 characters, TAFI automatically inserts a dollar sign ($) as the first chanrcter in the 
narrative field. This ‘$’ signals the technician that more narrative data is available on the 
report. The technician then knows that he must perform an additional transaction to see 
the rest of the narrative data. 

4 

4 

a Note: The data displayed on the Trouble Report screen does not display all 
the information TAFI places on the LMOS narrative field. For example, if the 
nanative exceeds 40 characters, TAFI inserts a ‘$’ as the first character. TAFI 
also inserts the Access # data as the i k t  entry in this field (just after the ‘$’ if 
it is required). We discussed the format of this Access # i n f o d o n  earlier. 
If the Access # field contains a unique number (other than the Reach #), TAFI 
inserts “Am=- or “ACN=NP- - which muld be 
up to 14 characters in length. If your displayed narrative approaches 99 
characters, the last charaaers will be lost (TAFI inserts the ACN data and 
pushes off what ever does not fit in 99 spaces). 

DO THIS NOW TAKE A FEW MINUTES AND LOOK AT THE “STANDARD TROUBLE REPORTING 
ABBREVIATIONSw (ATTACHMENT VI) AND SEE HOW YOU CAN CONVEY 
MEANING WlTH A MINIMUM NUMBER OF NARRATIVE SPACES USED. A GOOD 
RULE OF THUMB IS TO SPELL WORDS WITHOUT THE VOWELS (AFTER THE 
FIRST LETTER OF THE WORD). 

4 
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5.6.4 ACCESS AND COMMITMENT SECTION 

The next four lines on Trouble Report screen nunmark the access and Commitment data entered 
earlier in the report. Again, this screen allows you to make any appropriate last minute changes 
prior to sending the report to LMOS. 

Most of these fields have been reviewed earlier in this lesson. If you have any questions about 
these fields, go back and re-read the Access and Commitment discussion in Section 5.4. 

The two fields not discussed earlier are: 

SUB-CLSALT 

We will talk about ‘Multiple’ trouble reports (MTR) later in this lesson. However, ifa 
customer has more than one line, and he has a trouble on more than one line, then we 
enter a MTR report. These multiple reports are ‘linked’ together in LMOS to ensure that 
only one technician gets dispatched to repair all the troubles at the customer’s location. 

Should a customer call back to indicate that everything is OK now on their multiple 
trouble reports (and we will discuss subsequent reports later), we want to close all linked 
trouble reports in one transaction. You do this by entering a ‘Y’ in the “CLoSe All 
Linked Troubles” field on this screen. (The default value for this field is ‘blank’) When 
TAFI sends your subsequent report to LMOS (and if this Sub-CLSALT field has a ‘Y’), 
TAFI will automatically cause all of the linked reports to be closed. 

This New Information flag indicates that there is new data provided by the customer 
when a subsequent report is processed. This flag is critical because it allows the 
technician to view the new information from his Craft Access Terminal (CAT). This 
field has a default value of NO. While processing a subsequent report, the TAFI flow 
determines ifthere is new idormation and automatically enters the correct value. 

3 Note: In the non-TAFI environment you could update a pending report and 
not set the NI flag to “Y’. If this happens, the technician may not see the new 
information just obtained - which may be critical to an efficient repair of the 
customer’s trouble. 
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5.6.5 DISPOSITION SECTION 

The last two lines on the Trouble Report screen tell you what TAFI will do with this report: 

TEST RESULTS 

As information, TAFI displays the results of the MLT test (given that a test was 
performed). This information was used by TAFI in determmm g its recommendation. 

. .  

HANDLE 

When an initial trouble report is sent to LMOS, the LMOS “Auto-Screener” program 
looks at the report in order to make a determination as to where to send it. The auto- 
screener rules look at the initial report for a handle code. If one is present, the auto- 
screener executes the rules for that handle code (i.e., dispatch out - PD4) If the report 
does not contain a handle code, then the auto-screener try’s to evaluate the report and 
send the report to the correct entity. In the pre-RRC days, if auto-screencr could not 
determine what to do, the report was sent to a MA in the old Installationhiaintenance 
Center (IMC) for manual screening. 

In our current mode of operation, you (with TAFI’s help) determine where the report 
must go prior to sending the report to LMOS in the first place. (Remember that today 
there are no ‘screenem’ in an IMC - TAFI and you are the ‘screener’.)-Then, for every 
trouble report that is not closed on the initial contact, TAFI applies a handle code which 
tells the LMOS auto-screener where to ‘send‘ the report for final processing. We utilize 
the LMOS auto-screenef as a ‘traffic cop” directing traffic. 

The haudle code is automatically applied to the report based upon TAFI’s 
recommendation. You c m  not overwrite thisJSeld manually! In some situations you may 
have additional information, that TAFI does not have, that could impact where the report 
should be sent. In those rare situations you can redirect where the report is sent by 
utilizing the ‘Override’ function (F12). When you override TAFI’s recommendation, you 
will notice that the new recommendation will mirror your override selection and the 
appropriate handle code will be automatically entered. We will talk more about this 
override function later in this material. 

d 

4 

DO THIS NOW DEPRESS F12 AND S E ~  ‘DISP OUT’ - PDT TECH-Cusr DEMANDS 
DISPMA VALIDATION AND PRESS ENTER. NOTICE THAT TIlE 
RECOMMEND LINE AND HANDLE CODE VALUES HAVE CHANGED. DEPRESS 
F12 AGAIN, SELECT ‘CLOSE’ - FRONT END CLOSE OUT-CPE AND PRESS 
ENTER. TEE VALUES HAVE CHANGED BACK TO THEIR ORIGINAL VALUES. 

4 
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The Miscellaneous field is a ‘read only’ field that displays the internal TAFI code that 
corresponds to how TAFI developed its recommendation. This data is captured within 
TAFI for ongoing analysis and is not transmitted to LMOS as part of the trouble report. 
For all practical purposes, you can ignore the information presented in this field. 

RECOMMEND 

This field displays the recommendation that TAFI has developed to resolve this 
customer’s trouble condition. This recommendation is based upon all of the values you 
entered (your responses to TAFI’s questions), downstrram systems data, internal rules, 
etc. In most cases, the TAFI recommendation is the correct course of action to 
resolve the trouble condition. 

Should you have additional information about the report, you can “Override” TAFI’s 
Tecommendaton and select an alternative action path. However, experience indicates that 
you should only use the override function on rare occasions. 
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5.7 MAKINGCOMMITMENTS 

The commitment on a trouble report is a definite day and clock hour by which BellSouth will fix 
the customer’s reported trouble. 

Along with the responsibility of setting ‘correct’ commitments comes the responsibility of 
ensuing that you have captured all of the necessary information to help others meet the 
commitment to the customer. You must enter all pertinent information in the narrative, obtain 
reach and access numbers, provide appropriate remark, etc. In other words, process a quality 
trouble report. And TAFI helps you ... 

The commitment is entered in the New Comm field. TAFI displays the ‘established’ 
commitment intervals for the basic trouble conditions (OS, AS, and BC) and automatically 
selects the correct choice based upon the analysis of the situation. 

s Note: Review ‘OS, AS and BC‘ (Section 5.4.7) regarding ‘established‘ 
WmmitllleJlts 

TAFI automatically enters ‘OS’ for an out of service commitment and ‘AS’ for an affecting 
service commitment. 

The established commitments won’t always be the same from one day to the next Bad weather 
may cause the commitments to go to a later time as more troubles are reported. If a storm hocks 
down some cables, commitments may be made in days instead of hours. You should always 
explain UIlllSual conditions (when you are aware of them) to customers so they will understand 
that the delayed commitment is not a normal practice. 
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BellSouth makes every effort to provide commitments that meet the customers’ needs while 
maintaining a balance between the volume of work and the available work force. Often the 
customer‘s needs and wishes are for faster service than the company can give. Yet offering a 
satisfactory (and realistic) commitment gives real rewards. 

1 . The customer feels that his or her needs are understood, and an attempt is being 
made to satisfy them. 

2. The load on the repair service is evenly distributed, everyone is busy but no one 
is overloaded. 

3. A good commitment will normally be met. 

Now, let‘s talk about the basic trouble conditions which determine the type of commitment you 
will offer: 

5.7.1 OUT OF SERVICE 

Out of service will be given if it has been determined that the customer is without telephone 
service (can not make receive calls) after questioning the customer. It can be my of the 
following: 

NDT,BDR 

CBDT,DTAD 

ROL, GWN, RNA, NRNA, BSY, NSY 

A broken jack (and the customer has only one jack) 
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5.7.2 AFFECTED SERVICE 

This is a trouble that interferes with, but does not stop service. The customer can make and 
receive calls. This includes reports of the following trouble on all phones. 

SDT 

HOOL,LXD 

CBH,CH 

5.7.3 BULK 

The Bulk commitment is only used by the Eastern states. It may apply to trouble conditions 
that do not seriously impact the customer's service. For example, one jack out of three that 
doesn't work properly. These troubles can be bulked together for combined dispatch. 

s Note: TAFI only recommends OS and AS commitments. 

Study the commitments below and complete the exercise on the following page. 

OUT OF SERVICE Customer has lost the ability to make or receive calls h m  
a residence or business location and considers themselves 
without telephone service. 

A trouble that interferes with service but does not stop it, 
such as, transmission noise or slow dial tone. 

AFFECTED SERVICE 

BULK DISPATCH Used for those type troubles that do not keep the customer 
from using the service and that can be bulked together for 
combined dispatch. 
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EXERCISE 

Write the trouble report commitment which is appropriate for the given situation in the space 
provided. 

1. I hear static on the line at all times. It's really amoying. 

2. My phone is dead. I haven't had a call in two days and I don't get any dial tone. 

3. I just called my mother and the strangest thing happened; we could hear a radio 
amouncer in the background. 

4 .  Whats m n g  with my phone? I've been expecting three very important calls this 
morning. Finally, I called people, only to fmd out they'd been Calling me, but they 
couldn't get an answer. 

5.  All my phones are absolutely dead. No one can call me, and I can't seem to call anyone 
else. 

6. I've tried to call a number of clients today and I keep getting wrong numbers. I can make 
some calls go through. 

h (Check your answers on the next page.) 

EP - Issue 3 PRNATE I PROPRIETARY 

@ 1997 BELLSOUTH 
Juk 1997 Not for use or disclosun a*rideBEUSOUTHexceptbywrittanqroement Pyle 157 



CLEC TAFl Enduser Training 

ANSWERS 

1. AFFECTED SERVICE 

2. OUT OF SERVICE 

3. AFFECTED SERVICE 

4. OUT OF SERVICE 

5. OUT OF SERVICE 

6. AFFECTED SERVICE 
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5.8 COMMITMENT INTERVALS 

There are three basic commitment fields pre-populated by the WMC. The times in these 
commitment fields will be offered under normal conditions. These fields are: 

5.8.1 OS - OUT OF SERVICE 

This commitment should be offered in cases where the customer cannot make or receive 
any calls from his location.. 

5.8.2 AS - AFFECTED SERVICE 

This is the time interval in which a trouble condition can be repaired under normal 
circumstauces. This commitment should be offered to all customers who &rt an 
Affected Service type trouble condition. 

5.8.3 BC - BULK COMMITMENT 

This commitment is used for those type troubles that are bulked together for combined 
dispatch. 
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IF: 

TAFI will provide automatic population of commitment times based on specific information. It 
will always match the commitment time to the Access Before time when the Access Before field 
is populated. Remember that all  populated commitment times can be overwritten. The table 
below shows the rules that TAFI follows to pre-populate commitment times. 

THEN TAFI WILL: 

Failure Flag indicates a failure 

Customer is a PRIORITY Customer 

Trouble is NDT, CCO, or CBC and 
All Phones = Y 

Trouble is NDT, CCO, or CBC and 
All Phones = N 

Trouble Report is Pending with a Missed 
Commitment and status other than NAS, BKO, 
ROP, HLD, HSO, NAO + 

Trouble description code is MCAL 

None of the above and you leave commitment 
time blank 

match Access Before and you should resolve 
discrepancy and re-send the trouble 

Populate commitment with Mure completion 
date and time. (see Section 5.10.1) 

Populate commitment with 4 business hour 
commitment 

Populate with os commitment 

Populate commitment with AS commitment 

Populate commitment with 5 minutes fiom 
current clock time, populate ASAP MA 
(Missed Appointment) in the Narrative and 
advise you to inform customer “the trouble will 
be cleared as soon as possible’’. 

Popdate commitment as A s  commitment 
Some states commit as BC. 

Display a pop-up menu and you must choose a 
value. 

4 

* The system does not do any weekend or holiday processing when determining 4 business hour 
commitment times. You must validate special weekendholiday commitments along with 
ensuring the proper time zone. 

+ You will learn about these codes later. 
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~ 

3 Nofe: During these times, you have the option of calling a BellSouth center 
and manually reporring your customer’s trouble OT waiting until access to 
TAFIisrestore~i 

5.8.4 ADDITIONAL COMMITMENT INTERVALS 

There are unusual situations that require different commitment intervals to be offered to the 
customer. 

EMERGENCY COMMITMEN” 

Following are some special emergency cases: 

Daugerous conditions which may seriously affect life or property, such BS poles or cables 
blocking street, are emergency cases. Also, cases of serious illness, deaths, doctors on 
call or customers that are handicapped may be considered as emergency conditions. 

Note: The Emergency Commitment is t h e  clock hours fiom the time you 
receive the report and you tell your customer that “we wiZZ b e  this problem 
resolved as soon as possible. 

COMMITMENTS - ISPIDISCrnAS 

Senice orders that flow through the system sometimes do not complete automatically due to 
trouble. 

TAFIUNAVAILABLE 

There may be times when T. EI will not be available (Le., problems with your LAN 
communications path to TAFI). 

the 
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LMOS DOWN 

When the LMOS system is down, there are no ‘established‘ commitments available and you 
should either manually report your customer’s trouble to a BellSouth center or wait until LMOS 
access is restored. 

MISSED COMMITMENT 

As we discussed earlier, if we missed our original promise to the customer (and the status of the 
report is not one of the six IST values shown in the table on page 160) TAFI will enter the ‘+5’ 
(Missed Appointment) commitment which is five minutes from the time you enter the 
subsequent report in LMOS. 

SPECIAL COMMFITMENT 

Priority Customer (those customers who’s LMOS record is marked with the “PIU” fIag) 
automatically receive a special commitment of four business hours. 

4 
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h 

EXERCISE 

For each example of a trouble report below, wite the type of commitment (AS, OS or 
Emergency) in the blank space provided. You may refer to the information on the previous 
pages. 

1 . This is Miss Anderson. We have a lot of static on the line. 

2. This is Sandra Mann at 422 Montrose Place. My home phone seems to be out of order. I 
can't place any calls and I haven't received any for some time. 

3. This is St. Mary's Hospital. We've been trying to monitor one of our cardiac patients, but 
her home phone is out. 

Now, WITHOUT looking at material, write the commitment (AS, OS, Emergency) you would 
give for each report. 

4. This is Lt. Mitchell at the 47th Police Precinct. There's been an accident at 5th and V i e  
and a telephone wire is lying in the street. 

5. This is Dr. Kenneth. We can't receive calls on our phones or call aut. We must have 
them repaired soon. 

P 

6. I was just driving south on Highway 41 and there was a pole blocking the north bound 
lane. 

(Check your answers on the next page.) 
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ANSWERS 

1. AS 

2. os 

3. Emergency 

4. Emergency 

5. os 

6. Emergency 

If you had any problems with this exercise, ask your Instructor for help. 
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5.9 POSITIVE PHRASES 

When tallcing to your customers you should use short 'positive phrases' to clearly communicate 
the commitment interval. By maintaining a positive attitude, you will help the customer 
understand (and accept) that the commitment time is realistic and achievable. 

REPAIRED BY ... 

FIXED BY ... 

CLEARED BY ... 

WE'LL HAVE YOUR TROUBLE TAKEN CARE OF BY.. . 

For example: 

"We will have your trouble clewed by 5p.m. to&. '' 

You must also state a definite clock hour and day by which the trouble will be repaired. State 
today, tomorrow, am. or morning, 12 noon, p-m. afternoon, or evening. For example: 

'The trouble will b e h e d  by 12 noon tomorrow. '' 

Note: Emergency commitments are exceptions to this rule. 

P 
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4 
5.10 PRE-POPULATED HANDLE CODES 

In certain situations LMOS may pre-populate the Handle code field based upon a ‘pre-existing 
condition’. 

5. I 0.1 ’ KNOWN FAILURES 

If the WMC is aware of a cable failure or office failure for specific telephone numbers, the 
LMOS TR mask will be populated with an appropriate handle code &e., CABFAIL, OFCXXX, 
etc.) For these conditions, the LMOS record will contain a commitment time to clear the known 
failure.. Trouble reports with this handle code are automatidy tracked by LMOS and grouped 
together on dispatch. 

IMPORTANT: If the trouble report is flagged with a known failure Handle code 
2 the failure. Handle code must 
be removed. The TAFI flows address this event and, providing TAFI with 
correct responses, will cause the correct handle code be applied. 

4 

For Example: A customer calls to report a defective jack in the kitchen and there happens to be a 
cable failure on his line. TAFI will a& 

“Is the customer reporting aproblem related to the fairure Y/N” 

If you answer YES, TAFI will enter the failure commitment in the New Comm 
fieId and retain the failure Handle code. 

If you m e r  NO, TAFI will ignore the LMOS failure indication and process this 
as a normal report. In this example, TAFI will enter the “JACK-IW’ handle code 
to correctly route the field technician. 

5.10.2 PENDING SERVICE ORDERS 

LMOS will automatically populate the Handle field with PENDSO if there is a pending service 
order on the line. TAFI will recognize this condition and ask 

“Is the irouble related to the pending SO? YN” 
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- 
1. The customs is e an Emergency sitllationthat wrarans~ special mtment (i-e., 
a doctor on call, death in the family, etc.). When these reports are.t&en, you can provide 
the 3 clock hour emergency c o h t m e n t  time. Yon must indicate in the nanratiVe field 
wfry the commitl-aent &aged. Also, you tell yourcltstomerthat “we willhapeyow 
troubie COrrectedAs Soon As Possible” (ami not the time 3 hours fnrm now). 

2. I€* costomer Iimits access to the Bmpeay (and there is agood prohabiiifl thata 
attimemustmatchthe 

3” window tima Fm example, if the offered commitment is O6OOP but the customer 
indicat&sthat ~ccess is limited to 5Ph4, then the. cmnmhent .time must match this “B” 
vghte QT 05oQP* 

premises visit is required ... ie., defeciive jack), the 

a Note: You will learn later how to look at the pending service order(s) using 
the Additional Data function key (FI 1) 

If you answer this question as NO (the trouble is not related to the pending service order), TAFI 
will remove the PENDSO handle code and process this as a normal report 

If you answer YES, TAFI will guide you the proper steps to resolve the customer’s problem. 

5.11 NEGOTIATING COMMITMENTS 

The commitment intervals provided by LMOS are established to provide the best estimate of 
repair time in a given geography at the particular time. 

There are on& two situations where the TAMprmided commitment may be altered: 
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'This is a blank page 
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EXERCISE 

Answer TRUE or FALSE for the following statements. 

-1. Handle codes are used on all trouble reports. 

2 .  Handle codes must be typed exactly as they appear in the Handle code table. 

-3. If you type an incorrect Handle code, the computer will enter the correct one. 

4 .  Handle codes are placed in the Narrative field. 

-5. The Handle code "CABFW" should never be removed. 

(Check your answers on the next page.) 

/-- 
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ANSWERS 

do not have 1. FALSE - Trouble reports that you close on w a l  m n W  . .. 
Handle codes. 

2. TRUE - TAFI automatically enters the correct value. 

3. FALSE - A "trick question" since you don't type in Handle codes. 

4. FALSE - TAFI places Handle codes in the Handle field 

5. FALSE - If the reported trouble is not related to the known cable failure, then 
TAFI will automatically populate the correct H a d e  code for the 
situation. 
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5.12 MULTIPLE TROUBLE REPORTS 

Many of our business customers have more than one telephone l i e  and, if they have a problem 
on more than one line (at the same time), you must enter a “Multiple Trouble Report” (MTR). 

Multiple troubles must be issued on separate reports (one report for each line in trouble). This 
will allow you to correctly status each trouble report. The narrative of each report must have the 
telephone numbers involved and the number of reports. 

- 
EXAMF’LE: 

NARRATIVE: 

HANDLE 

MT764-2314-2316 (10F3)NDT ALL 3 LINES 

MTR 

/-- 

In this example, the customer reported three lines in trouble (764-2314,2315 and 2316). The 
user entered the “MT” (Main Telephone) number followed by the actual number of the main l i e .  
This is followed by the remaining numbers. The “1 of 3” indicates that this is the f k t  report of 
3. The second trouble report would have the same line number indicator and the counter would 
say ‘2 of 3”, etc. 

Recognizing that this is a MTR, the user went to the override menu and selected the “Technical 
Support” option and selected the “MTR-Multiple Trouble Report” option. This caused TAFI’s 
recommendation to apply to “MTR” handle code on the report sent to LMOS. 

By including the MTR Handle code (via the ovenide function), LMOS is notified to “link” these 
trouble reports together. This ensures that all three reports will be assigned to a single technician 
( i a d  of having three technicians appear at the customer’s location). 

Recently LMOS has been enhanced to enter a single report for more than one line. This “MTR” 
function improves your efficiency (since you only take one report). TAFI has not (yet) been 
enhanced to take advantage of this LMOS upgrade. Therefore, for the time being, you must enter 
a separate report for each line in trouble and link them as described above. 
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5.13 PlUORJ3" INDICATOR (PRI) 

This is a ppopda ted  LMOS flag, maintained by the WMC. to identify a unique set of 
customers that are consideretj "priority customers." Customers with special needs for service, 
and these needs have been communicated, are identified as PRI customers. Some examples 
would include government officials, police and firemen, etc. 

The PRI indicator is automatically displayed in the Handle code field when a new trouble report 
is being entered for a priority customer account in the Western states. It is only displayed on the 
Trouble Report screen when the line has a PRIORITY setting. 

The system will also automatically select the four hour commitment for PRI accounts. This 
commitment is based upon the internal TAFI clock. 

CAUTION: The system selects the four hour commitment based upon its internal clock. 
The CLEC TAFI clock is "Central Time". If you take a PRI report for a 
customer in the "Eastern Time" zone, you must correct the pre-populated 
commitment time. 

When you see a priority indicator, use some special, sensitive customer handling procedures. 

J 

4 

0 Be sure to express verbal interest, helpfulness and offer an apology regarding 
the customers problem. 

0 

0 

Be extremely polite and courteous throughout the entire contact. 

Enter in the Narrative field any important comments made by the customer. 

Initially offer the established commitments show on the Trouble Report (AS, 
OS) as appropriate. 

These steps are part of your normal (excellent) customer contact skills. However, when dealing 
with priority customers pay extra attention to details. 

Ifthe customer shows AhTdissatisfaction about the stated commitment, offer the PRI 
commitment and reference 'PRY in the narrative. The merit b4b- 
BpEff ftom the time you take the report. 
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3 Note: For Consumer customers, the standard business day is 8:OO AM to 6:OO PM. 

For example, if a PRI customer reports a trouble at 1 :OO PM, the PRI commitment will be 
5 PM that afternoon. If the PlU customer reports the problem at 3 PM, the commitment 
will be 12 noon the next day. (Since we can not satisfy the interval by 6 PM (3 PM to 
6 PM is only 3 hours), we begin counting 4 hours at 8 AM the next day.) 

5.14 DETERMINING ACCESS 

The majority of trouble reports are resolved without entering the customer’s home. However, 
sometimes the customer will provide a clear indication that the problem is definitely inside the 
home &e., the customer reports a defective jack or broken inside wiring). Another indicator for 
you is processing a subsequent report where the pending report is in the “NO Access’’ status. 
This tells you that the technician has isolated the problem to the home but could not gain access 
to repair it. 

TAFI now determines ifthere is a high probability that access is required. If the MLT results 
generate one of the following handle codes: PD4, PHYSICAL, PD4TRAN or ROH, TAFI will 
require that the Access “A” and “B” fields are populated before the report can be sent to 
LMOS. You will have to find out from the customer if someone will be available to the 
technician during the given commitment hours. 

Access is something that you will always have to determine and most times negotiate with the 
customer. You will be supxised to learn how often the customer will want the troubled cleared 
by 5 p n ,  but won‘t be home for the tester to call or to let the techuick into the premises. 

Basically, you’re trying to find out: 

What time can the technician get into the business? 

Whom should the technician contact? 

At what number can the MA or Technician contact the customer? 

You can’t give a firm commitment until you make sure access to the customer’s location is 
possible. 

MAKE SURE THAT YOU ALWAYS CONFIRM ACCESS. CONFIRMING ACCESS IS 
VERY SIMPLE, BUT ALSO VERY IMPORTANT. 
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REMEMBEk Access arrangements are made according to your available established d 

commitment (displayed). There will be times when the customer is willing 
to take the commitment but not provide the access. Since the fwo musf 
match - what do you do? 

Let's say, for example, that you asks if the customer will be home until 3 o'clock today because 
that is what is shown in the AS comm field. The customer says "No, Z won't be home all dcF/ 
today". What do you do? - 

If the customer cannot give access during the time shown on your screen, take the following 
actions. 

0 Ask the customer when access will be available. Will  you be home tomorrow 
between 8 am. and 3p.m.?" 

0 Negotiate your commitment for the day the customer wishes and whatever time is 
shown in the AS comm field. 

"OK we will have yourproblemjked by 3p.m. on Friaby" 

Remember that part of BITBnginB for access is obtaining an Access telephone number that our 
technician can call to obtain access when the customer is not home. 

5.14.1 ACCESS HOURS 

Access arrangements for business customers must match the commitment date you provide. If 
the customer limits the number of hours available for access on the commitment date, these hours 
must be indicated in the Access After and Before fields on the screen. 

The "Access After" field must contah a time entry that is earlier than the time e n t d  in the 
"Before" field. If this requirement is not met, the system will reject the input and display a 
message on how to correctly make the entry. 
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There are three situations which determine how you populate the Access After and Before input 
fields. 

1. Access After and Before can be used together such as access available after 0800A 
and before 0500P. 

Access After 0800A Before 0500P 

- 
2. Access After and Before can be used one at a time such as access available before 0500P 

leaving “A” blank 

Access After: Before 0500P 

3. Access After and Before can be left blank if the customer accepts the out-of- service or 
affecting service commitment and there are no access restrictions, 

Access After: Before: 

a Note: Remember that ifTAFI determines that there is a high probability that 
access to the property is required, you must fill in both the “A” and “B” fields. 
Ifhe customer indicates that they will be home all &, enter “A” = 0800A 
and uB” = the commitment time. 

3 Note: Remember that you should always get an Access telephone number - 
even ifthe customer indicates that they will be home all day. In this case, 
you might say “...just in case you step out for a few minutes, is there another 
telephone number our technician can call to obtain access to your home? A 
neighbor or relative?” 
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You have learned all of the pertinent information about processing an Initial Trouble Report. 

Remember to always: 

Review the customer information window (to confirm that you have the correct 
customer’s record displayed) 

Use excellent customer contact skills to make the customer feel confident that we 
understand their situation and will resolve their problem. 

Use ‘open’ and ‘closed’ questions to gather correct information about the trouble. 

Pay attention and LISTEN to what the customer is telling you so you can select 
the correct trouble category and begin the resolution process. 

Answer TAFI’s questions accurately. Remember that you do not always have to 
ask the customer every question because you may already know the m e r  based 
upon what the customer has told you already. Also, it is often more appropriate to 
use your own words when asking a TAFI prompted question - TAFI is asking 
‘you’ for the answe-r and you get the answer fiom your customer. 

Complete all appropriate fields on the Trouble Report screen - remember which --f 

fields are required. 

Be sure to enter all relative information in the narrative so the domstram people 
can respond correctly. (i.e., Put yourself in the field technician’s position when 
completing a trouble report. Did the customer tell you something that will help 
you fur the trouble more quickly?) 

Rememberto: 

REVIEW the commitments (ifany) 
Convey our future availability, and 
Thank the customer for Using BellSouth (brand the contact) 

DO THIS NOW CLEAR ANY INFORMATION THAT YOU MAY HAVE ON YOUR SCREEN (LE., 
SEND THE REPORT OR CANCEL THE TRANSACTION) SO YOU SAVE TEE 
INITIAL TROUBLE ENTRY WINDOW ON YOUR SCREEN. IF YOU HAVE ANY 
TROUBLE, ASK YOU INSTRUffOR FOR ASSISTANCE. 
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5.15 REPEAT REPORTS 

You will receive calls fiom customers who will say, "I called and reported this trouble two weeks 
ago. The trouble was cleared, but now it's happening again", or "I've told you this several times, 
but my phones goes out every time it rains. Can't you people fix it?". These calls g e n a e  repeat 
reports if they have been reported before within the last thirty (30) days. 

3 Note: Any report taken on a customer's l i e  within 30 days of a previous 
report is considered a "Repeat Report" - even if the current trouble is not 
related to the previous trouble. 

You will leam to recognize repeat reports from what customers tell you and also from Trouble 
History indication in the Customer Information window. TAFI automatically recognizes a repeat 
report and gathers trouble history information PATH) for your view. (You learn more about the 
''Additional Data" capabiities in TAFI in part three of this lesson.) 

As with all trouble reports, you will begin the reporting process with the Main Menu A repeat 
report is idenrieal to an initial report except we know that this customer has experienced a 
problem in the past 30 days. 

The Trouble History Indication is populated by the system with data-from the customer's 
LMOS record. 
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5.16 FRONT END CLOSE OUT (FECO) 

Customer satisfacton is OUT primary objective. Being able to diagnose and resolve a customer’s 
trouble condition while they are on the initial contact often times ‘exceeds’ the customer’s 
expectations and thereby insures their satisfaction with BellSouth. (What happens to dissatisfied 
customers? Can’t remember? ... review Module 2) 

5.16.1 WHAT IS A FXCO? 

During the resolution process several possible scenarios require the customer’s participation to 
affect a prompt fix to their problem. For example, the MLT test results may indicate that there 
might be a receiver off hook @OH). This ROH test result is an indication that there may be 
some difficulty with the customer’s hardware that’s causing an off-hook condition (either a true 
ROH or some fault inside the set that’s causing the line to be seized). Given that the customer is 
not at home when reporting the problem, we would suggest that the customer “check their 
equipment” when they get home. 

Why would the customer agree to do this? Because it will most likely repair the problem quicker 
than if we sent a technician to find a phone off-hook. Also, with a proper explanation of how to 
repair the problem, most customers are willing to take a few minutes to fix the problem. 

Why do we like customer participation in the repair process? Two reasons (1) it restores the 
customer’s service quickly which improves their satisfaction levels with your company, and (2) 
we don’t have the expense of sending a technician to find something that the customer can iix 
(and we can send that technician to fix a more complex problem for another customer). 

When we provide the customer with a recommendation on how to repair their problem (or maybe 
the problem is now testing OK and we ask the customer to verify that the original problem is 
now fixed), we anticipate that when the customer follows our instroctions, the problem will 
befixed. <- W e 

if the custpmer does 

AU FECO reports are sent to LMOS and placed in the LMOS FECO hold queue. If the customer 
calls back indicating that the problem still exists, we generate a subsequent report on the one 
that’s already in the LMOS queue. If the customer does not call back within 18 hours, we 
assume that the problem is ked and LMOS automatically closes the report with the correct 
Cause and Disposition codes and proper narrative. 

4 

4 
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h 

There are other situations where you will actually "fix" the problem and the customer can 
verify the "fix" while on the contact. For example, you provided instnrCti om on how to use a 
feature. This "ked" the customer's problem because he can now use the feature. You will 
actually CLOSE these reports at the conclusion of your customer contact. 

To illustrate customer satisfaction, let's say you had a problem with your cable TV Service and all 
of a sudden a specific service didn't work. You called your provider to report the problem ad, 
while you were on the phone, the person taking your call did something and now the service 
works again. You would feel pretty good about this repair experience. If, on the other hand, the 
person took your report and told you it would be repaired between now and 5 p.m. tomorrow ... 
how would you feel? Well, your cable TV company knows about the problem and you feel 
comfortable that it will get resolved. Several hours later you get a call &om someone at the cable 
TV compauy to confjrm your trouble ... "yes, the service doesn't work" and then that person tells 
you that a techuician will be dispatched tomorrow afternoon to repair the problem. Perhaps you 
are not at home when they call and you receive a message on your BIlswering machine to call 
them back to confirm the problem. Or worse, you get home and find a note on your h u t  door 
saying that the technician came by to repair your problem and could not get in and you need to 
call back for a new appointment. You then negotiate an access time and stay home h m  work 
the following afternoon to let the technician in. After anival, the technician shows you that your 
cable converter box is set to the wrong position to w i v e  the particular service. Now how do 
you feel about the repair process? Probably a little foolish for not undemhdhg how to use your 
cable converter box; you spent several days without service and missed the "special" last night 
and your cable TV company may charge you for a no trouble found dispatch. 

This happens to our telephone customers every day! Between ten and twenty percent of the time 
the customer is reporting a problem that is caused by some inappropriate action at the premises 
(e.g., telephone off-hook), defective Customer Premises Equipment (CPE), or some 
misunderstanding on how to use a feature. 
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There are two types of Front End Close Outs on initial reports. They are: 4 

TAFI PROMPTED 

USER INITIATED 

To insure consistent FECO's, we have interdeparimental agreements defining the criteria which 
must be met prior to closing a report on the initial call. These criteria, or rules, are programmed 
into TAFI. Once TAFI recognizes that all of the criteria is met, the system recommends 
performing a FECO. 

The system makes recommendations based upon the. i n f o d o n  it receives (e.g., trouble 
description code, all phones, h4LT test results, etc.). In certain cases, TAFI prompts you for 
additional information in order to make a proper recommendation. Remember that TAFI only 
recommends a course of action and you have total control of the trouble report process. For 
example: 

While working with the customer, you may obtain additional information that 

that the problem is resolved). In this case, you must take the apprppriate steps to 
correct the problem. 

indicates the report should be entered into LMOS (Le., the customer does not agree 4 

If you recognize that all of the criteria for a FECO are met, you can manually generate a FECO 
by depressing the Override key (F12) and selecting the appropriate FECO option (TOK or CPE). 
This would be considered a User Initiated FECO. 

. .  Note: >folio w TAF- 
if the for a FECO. 
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Before we get into the criteria for performing a FECO, lets take a few minutes and look at some 
of the customer contact handlii skills needed for this process: 

5.162 NEGOTIATING TO CLOSE OUT A TROUBLE 

Sometimes it is easy to obtain the customer's agreement to FECO a report. Other times, the 
customer may not be so willing to agree. The difference is often in how you present the option to 
your customer. 

There will be a number of calls you will get every day where the customer calls back to say: 

I! . .  yes, I found the phone in the bedroom off hook and the problem is OK now" or 

'I. .. Ifound a defective set". 

These example call back situations should have been FECO reports. If you are comfortable in 
telling the customer what to do to resolve the problem, you should be codortable in closing the 
repofi 

When TAFI recommends a FECO, some phrases that work well are: 

" ... Would you take a few minutes when you get home and check your equipment?" 

I!.. Wouldyou like me to give you some tips on how to isolate your problem?" 

'' ... I'm sure that when you get home, you'llfind that everything is OK now. " 

If the customer agrees, FECO the report and tell the customer: 

I!.. Ifour recommendation does not clear your problem, call us back m?d we'll wange to 
have a technician work on it. " 

Note: Tips on isolating CPE problems are included in Attachment M 
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Let’s talk about the mechanics of performing a FECO. 

5.16.3 TAFIRECOMMENDED FECO 

Built into the TAFI system are many criteria that allows the system to analyze each Initial 
Trouble Report If the trouble meets all the criteria, the system prompts your interaction with the 
customer to close the trouble and solicit the customer’s agreement. If the customer agrees, the 
system will perform the close out automatically. 

When TAFI recommends that a report be closed, and the customer accepts the recommendation, 
you answer TAFI’s prompt “Does customer agree to close out? Y/N” with a Y (for yes) and 
TAFI displays the Trouble Report screen. After making sure that all required fields are properly 
completed, press the Enter key and the system: 

Send the report to LMOS (just as it would if you did not close the report), 

The report has the Handle code FECOCPE (for suspected equipment problems) or 
FECOTOK (for Test OK MLT results) 

LMOS places the report in the FECO Hold File. The correct close out narrative is 
determined by the CPE or TOK indicator in the Handle code. The LMOS FECO hold 
file also captures who said that it’s OK to close the report (remember the “OW 
field”?) 

If the customer does not call back within 18 hours, LMOS automatically closes these 
FECO reports with the appropriate close-out information. 

TAFI returns to the Initial Trouble Entry window. 

Let’s see how this works. 
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/-. Let's assume the following scenario: 

On the Initial Trouble Entry window, you entered Line in Use: N which allows TAFI to 
perform the MLT test (if required). 

The trouble category is NDT 

During the flow process, the customer indicated that the problem was on all phones and 
TAFI executes the MLT test. The customer's answers to these questions, as well as the 
MLT result of W, allow the system to determine that this trouble should be closed. 

For this scenario, the system recommends FECO in the Trouble Entry Summary window. This 
recommendation was based .on the infoxmation provided by the customer and on the MLT 
results. TAFI indicates that you should inform the customer that there may be some problems 
with the customer's telephone equipment. 

You would make the following recommendation to the customer: 

"Mr. Cwtomer, our equipment shows that the line is clear and the problem may be in 
your equipment. Would you like for me to give you some tips on how to isolate your 
problem?" 

If the customer agrees, you should tell the customer: 

'!& after checking all ofyour equipment (anddon't forget to check any m e r i n g  
machines, FRXmachines and PC modems that may be on your line), your problem is not 
resolved please call back and we'll m&ge to have a technician work on it". 

You will then: 

Enter the name of the person who agreed to the FECO recommendation in the second part of 
the Remarks field behind OW 

If this name is the same as the "reported by" name, put "=" in OK/ field. 

PresstheEnterKey. 

After processing, the system will return you to the Initial Trouble Entry window. 
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5.16.4 FECO CONTACT HANDLING TIPS 

We have just finished discussing the advantages of a FECO and how it helps the customer restore 
service quickly while freeing our technicians to work on more difEcdt repair situations. Most 
business customers enjoy participating in the repair process. It often gives them a sense of 
accomplishment - being able to “fix” their own problem. And since you (BellSouth) helped 
them resolve their problem, their confidence and “satisfaction levels” in BellSouth are enhand. 

How you present the opportunity for a FECO has a major impact on the customer’s 
understanding and acceptance. So let’s take a few minutes to look at some of the “traps” you can 
find yourself in and how to avoid them. 

(1) Rememk that a FECO is an ‘active’ LMOS report that is placed in a ‘hold fie’ (or queue) 
in LMOS. This report is available should the customer call back and report that our 
recommendation did not clear the trouble. Therefore. the FECO -T ha ve all d 
the re?- before TAFI will send&. 

* Note: By now you should have a good feeling about what fields are 
‘required‘ for a report sent to LMOS that requires additional or future work.. 
(If not, go back and review the Access and Commitment Window and the 
Trouble Report screen discussions.) 4 

(2) Recognize that TAFI isn’t very polite when it comes to ‘telling’ you something in a 
Message window ... l i e  “test results indicate TOK”. You may be in the middle of 
completing the Access and Commitment window infomation when this happens. When 
you clear this message window (do you member the three steps in clearing a message 
window?), TAFI wil l  then present you with a query window asking “Does customer agree 
to close-out? ” If you haven’t experienced this action in your ‘role-plays’, you will. 

AVOID the temptation to respond to TAFI in ‘real time’ when this happens. 

For example, if you immediately tell the customer that: “ ... while we were tulking I run u test on 
your line Mr. Jones and the results indicate that the trouble you were experiencing earlier is no 
longer there. I’ Then, to ‘sell’ the FECO, you might say: “I’m sure that when you get back home 
this afternoon, evewhing will be fine with your telephone. Wouldyou like to check it out before 
we tahz anyfurther action?” How can the customer tell you no? (Well, sometimes they do and 
you just answer “NO” to TAFI’s question.) 
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SO far so good, right? You did a wonderful job communicating to the customer that the problem 
is resolved. You feel good about it and so does your customer ... but what happens when you 
enter “Y” to TAFI’s “Does customer agree to close-out?” query? 

TAFI jumps to the Trouble Report screen to complete the wntact. You remember to enter the 
customer’s name in the “OK/” field and the “REP BY’ field and you then hit Enter to send the 
report ... and TAFI “yells at you”!! You don’t have an Access Number or, worst yet, you don’t 
have a Reach Number! ! 

You just found yourself the ‘vi& of a Potentially Inappropriate Transaction with your 
customer __. or you just fell in the “PIT”. How can you maintain your customer’s confidence if 
you say “in the unlikely event that our technician has to enter your home t o f a  theproblem and 
you’re not there, is there another number we can caZZ to obtain access toyour house?’’ You just 
convinced the customer that the trouble WAS tixed! 

Well, the best way to get out of this situation is to NEVER get yourself into it. 

TIP 

- not T-. Sure TAFI is 
programmed to provide you with its recommendation just as fast as it can. But that doesn’t mean 
that you have to stop what you are doing and ‘change gears’ right away. 

Other than processing a close out report (and with a little practice you will able to recognize 
these quickly), maintaiu the flow that you are in with the customer. When you are populating the 
Access and Commitment window, finish what you are doing there before communicating to the 
customer any possible FECO opportunity. In other words, right in the middle of taking 
information, TAFI rudely iuterrupts your screen. Let this be ‘transparent’ to your customer. You 
read the message window infoxmation (and make a note to yourself if necessary) and depress the 
Enter key. If the next TAFI flow step presents you with a query window, you don’t have to 
answer it right now! 

Take control of your system and depress F9 to get back to the Access and Commitment window. 
Finish gatheriug the data you need for a quality report and, just before you negotiate the 
wmmitment say something l ie :  “ ... While we were talking Iran a test on your line and.... 

Next depress the Enter key, &&g the data vou and close the A&C 
window. TAFI brings you back to the querywindow for a response. Regardless of the 
customer’s auswer (agrees to FECO or not), you have all of the required data for the LMOS 

,. 

to the 

/‘. report. 
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Note: Whenever you populate fields on the Access and Commitment 
w. If you depress window, th~s & 

F6 instead, you are telling TAFI to ‘back-up’ (or exit) from this window and 
all of your entries are lost. (Well, you told TAFI in effect “oops, I didn’t 
mean to be here, back me up” ... and TAFI does what it’s told!) 

. .  

The following sections identify the various parameters and conditions that permit a FECO. TAFI 
follows these rules automatically. All you need w do is follow TAFI’s flow and maintain a good 
dialogue with your customer. 

Note: If you were processing a customer’s trouble report and thought that the 
report was a FECO candidate, you would have to make SUR that the following 
criteria was satisfied before manually doing a FECO. 

The criteria that allows you to FECO a report is limited to three general areas: 

CustomerprermseS . Equipment (CPE) problems and the customer agrees with your 
recommendation to check his equipment (Disposition Code = 1210) 

Line tests OK and the customer agrees with your recommendation 
(Disposition Code = 0700) 

- 

Excluded reports and the customer agrees with your recommendation 
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p. Forexample: 

Narrative: CUSTOMER ISOLATED TO CPE 

TAFI causes LMOS to input the proper close-out narrative and 1 pulate the LMOS FST mask 
with the appropriate close out values (disposition and cause codes) when the FECO is actually 
closed. 

.. We can proceed with a FECO recommendation only if d of the f o l l o w  
satisfied: 

The trouble report is an initial trouble report or pending report with specific status 
values (do not FECO a repeat report); 

The Class of Service is single l i e  business 

The Working Condition is WKQ 

There are no failure flags (Le., CABFAIL, PENDSO, OEF or O&C warning flags 
h m  LMOS), and 

The customer agrees with the RECO recommendation. 

TAFI makes FECO recommendations based upon the information provided. The preferred 
technique is to allow TAFI to make the appropriate recommendations based on the ~ n s w e ~ s  you 
input fiom questioning the customer and system analysis. If the customer does not agree with 
the FECO recommendation, you must continue processing the report for downstream resolution. 
Review the following criteria where TAFI recommends a FECO. 

The FECO Criteria is organized in two major areas: 

AUPhonesequalNO 

All Phones equal YES. 

a Note: If the customer only has one phone, answer AU Phones equal YES. 
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ALL PHONES EQUAL NO 

Case 1: MEM or MCAL 

TAFI recommends a FECO indicating that the trouble is in the customer's equipment (CPE). 
Why? If the customer is experiencing memory service or memory call problems and all phones 
equal no, then the network service is workmg OK from at least one phone. Therefore, the 
problem is with the telephone set &e., the * or # button on the Touch-Tone did is defective; or 
the customds telephone can dial in both Touch-Tone or rotary pulse modes ... and the phone is 
in the rotary pulse mode). 

* Note: If the set is totally defective, the customer would report a NDT, CCO, 
etc. report and not MEM or MCAL. 

When TAFI recommends a FECO and the customer agrees to isolate the problem, TAFI will 
cause LMOS to close out the report and populate the LMOS FST mask (behind the scene) with: 

asp = 1210 Cause = 600 Exclude = BLANK 
Nan = CUSTOMER ISOLATED TO CPE 

The close out information will also be populated on your LMOS Trouble Report screen. 

Case 2: NDT, CCO, CBC or TRAN 

Under these conditions, TAFI prompts you to "verify with the customer that the telephone set 
works OK in another jack". Remember the customer indicated that the problem is not on d l  
phones. Therefore, the BellSouth network is OK. The problem is either a jacWinside wiring 
problem associated with the specific location or the telephone set itself (CPE) is defective. If 
you tell TAFI that the telephone set does not work in another jack, TAFI recommends a FECO 
(because the telephone set itself is detective). If the customer agrees to isolate the problem, 
TAFI causes LMOS to populate the close out narrative on the FST mask w i k  

Disp = 1210 Cause = 600 Exclude = BLANK 
Nan = CUSTOMER ISOLATED TO CPE 

If the customer's telephone set works OK in another jack, then the problem is a jackbide wire 
problem. TAFI automatically changes the troubIe description code to PHYS and populates the 
Handle Code field with PD4. You are then able to continue the normal trouble receipt process. 

d 

PRIVATE / PROPRIETARY EP-Isw 3 
July, 1997 page 188 Not for use or ~ & U R  outsids BElLsouTH except by WM agreement 

0 1997 EEUSOUTH 



ALL PHONES EQUAL YES 

Case 1: MEM or MCAL 

Sice the customer is reporting a problem with a Memory Service or the MemoryCall feature 
h m  all phones, TAFI asks you to verify with the customer that the feature is W i g  used 
properly. (Many problems in this area are caused by the customer not understanding how to 
properly use the given feature.) Zfyou are not familiar with how to use the specific feature, 
depress the Fljknction key and select Feature Aidsfrom the menu to obtain reference 
information. 

TAFI will then ask you if the "problem resolved by giving instructions to customer (YiN)?". If 
your answex is YES, TAFI recommends a Close Out. If the customer agrees that the problem is 
cleared, press the enter key and TAFI populates the Trouble Report screen and the FST mask 
with: 

Disp = BLANK Cause = BLANK Exclude = x 
Narr = CX CCS INSTRUCTIONS 

(Sn this case we did not do a FECO because the customer could confirm the problem was fixed.) 

If the customer is using the feature properly, take the report and TAFI puts MEMSERV in the 
Handle Code field for custom calling feature or MCAL. for MemoryCall problems. 

Case 2: NDT and MLT results are defined as: 

Test OK 
Busy Speech 
Line in Use. (LILJ) 
High Resistance Open 
Receiver Off Hook @OH) 
Permauent Signal 
Short - Probable ROH 
Customer Defined LITJ 

a Note: Be sure to properly answer the "Line in Use" question on the Initial 
Trouble Entry screen By t e l l i i  TAFI the customer is calling from the 
number in trouble (Lime in Use. = Y), you (1) delay the MLT test until after the 
report is entered and (2) impact the FECO recommendations. 
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For a NDT condition and any of these test results, TAFI recommends a FECO because the 
trouble is in the customer's equipment. Why? 

TEST OK indicates that the line tests OK now and the NDT condition is CPE 
related; 

BUSY SPEECH AND LINE IN USE indicates that the line is working OK now 
(someone is using it) and the NDT condition must be CPE related, 

HIGH RESISTANCE OPEN indicates that perhaps the telephone is not plugged 
into the jack; 

PERMANENT SIGNAL, ROH, AND SHORT-PROBABLE ROH indicate 
problems with the CPE @OH) and 

CUST DEFINED LU means that the customer is calling h m  this l i e  and how 
could this happen if the customer couldn't get dial tone? 

If the customer agrees to isolate the problem, TAFI will cause LMOS to enter the appropriate 
data on the close out mask (FST): 

Disp = 1210 Cause = 600 Exclude = BLANK 
Narr = CUSTOMER ISOLATED TO CPE 

Case 3: OUTGOING CALL WITH S A M E  MLT RESULTS AS CASE 2 

With an Outgoing call trouble description code and one of these test results, TAFI prompts you 
to ask the customer if"pr0blem l i t e d  to out of state long distance (Y/N)?" 

If the customer says YES (the problem is only related to out of state long distance calls) 
TAFl recommends that the report be canceled and the customer be r e f d  to the long distance 
vendor. 

Note: whenever TAFI recommends a report be canceled, TAFI automatically 
selects the appropriate cancel reason code, cancels the kamact~ 'on and then 
rehnns you to the Initial Trouble Entry Window. 
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If the customer says NO (problem is not limited to out of state long distance calls), TAFI tells 
you to inform the customer that "test results show line O K .  

If the customer agrees that the lime is OK, press enter and TAFI causes LMOS to populate the 
FST mask with the appropriate data: 

Disp = 0700 Cause = 600 Exclude = BLANK 
Narr = TEST OK PER CUSTOMER 

Case 4: INCOMING CALL and same MLT results as Case 2 

TAFI asks you to "verify telephone number being reported belongs to the customer (YM)?" 

IfYES, (the number belongs to the customer), 

TAFI prompts you to ask "can customer call out em?" 

If NO, (the customer cannot call out), 

TAFI asks "does customer have dial tone (YM)?" 

If YES, (the customer receives dial tone), 

TAFI recommends that the transaction be canceled and reatered 
as a CCO report. 

If NO, (the customer does not receive dial tone), 

TAFI recommends that the tsansaction be canceled and re-entered 
asaNDTreport. 

j Note: TAFI asks that the report be re-entered with a new trouble description 
code so it can follow the programmed analysis rules for that situation. 
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If YES, (the customer can call out), 

TAFI prompts you to tell the customer that "test results show l i e  O K  and 
recommends a FECO. If the customer agrees that the line is OK, press the 

Enter key and TAFI causes LMOS to populate the FST with: 

Disp = 0700 
Narr =TEST OK PER CUSTOMER 

Cause = 600 Exclude = BLANK 

If NO, (the number does not belong to this customer), 

TAFI asks you if the reported number is the "only number customer has trouble 
reaching (Y/N)?" 

UNO, (customer experiences trouble reaching other numbers), 

TAFI recommends that this report be canceled and reentered as a CCO on 
the originating telephone number. 

If YES, (customer only experiences trouble reaching the reported number) 

Then a Calling-Called situation exists and TAFI makes recommendations 
based upon specific MLT results as shown in cases 4A through 4C as 
follows. 

4 

4 

Case 4A: Cdlhg-Called, CBC and MLT resalt is Busy Speech or Line In Use 

TAFI prompts you to advise the customer that "test results show line OK" and recommends a 
FECO. Why? Because the MLT test shows that the line is currently in use or shows that line is 
busy with speech. Advise the customer to try the call later. 

a Note: > W 

(Remember the case of the railroad engineer ?) 
You can only say "... Our test indicats activiiy on the cine and I'm sure a%oi 
ryou  ~IY your call again later, it will go through 
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If the customer agrees to try the call later, TAFI closes the report and populates the FST mask 
with: 

Disp = BLANK Cause = BLANK Exclude = X 
N m  = CX - CLG/CLD VALID TOK, BSY OR ROH 

Case 4B. Calling-Cslled, CBC and MLT result is Test OK or High Resistance Open 

TAFI tells you that "test results show l i e  O K  and recommends a FECO. Advise the customer 
to try the call later using phrases like the one above. If the customer agrees, TAFI closes the 
report and populates the FST mask w i ~  

Disp = BLANK Cause = BLANK Exclude = X 
Nan = CX - CLGKLD VALID TO& BSY OR ROH 

Case 4 C  Calling-Cslled, CBC and VER Code is ROH, Permanent Signal or Short- 
Probable ROH 

TAFI tells you that "trouble may be in customer equipment" and recommends a FECO. Why? 
The MLT results indicate that the called party is experiencing CPE trouble. When that party 
returns home, or goes to use the telephone, they may recognize the condition and correct the 
problem @e., hang up the ROH) without any assistance from BellSouth. Therefore, we do not 
want to take a report for something that the owner of the line may correct. 

Advise the customer that "the test indicates that the line is active and to t?y the call later". If the 
customer agrees to try the call later, TAFI will close the report and populate FST mask with: 

Disp = BLANK Cause = BLANK 
N ~ I T  = CX - CLGKLD VALID TOK, BSY OR ROH 

Exclude = X 

Note: Did you notice that in the last three examples ( 4 4  4B and 4C), TAFI actually closes the 
report instead of performing a FECO? Why? (l lbk about it before you look up the answer - at 
the bottom of the next page.) 

As with all FECO opportanitieS, if the customer does not agree with your recommendation, 
we do not perform the FECO, rather continue processing the report. 
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TAFI only recommends a FECO if one of the specific conditions outlined above is met. If 
none of these conditions are not met, you will take the trouble report using standard 
procedures. 

The preferred technique is to allow TAFI to make the FECO recommendation. However, if 
through your experience, you are comfortable in recommending a FECO (because all of the 
required Criteria is met), you may manually FECO the report by pressing F12, choosing “Close 
Report” 6rom menu, and selecting appropriate reason. 

5.16.7 REMEMBER 

In all cases, the customer must agree with your recommendation before you can FECO a report. 
You must enter the name of the person who accepted your FECO recommendation in the 
OK/ field on the Trouble Report screen, @.e, OK/ MS JONES), before closing out the 
report (or use ‘cn if the name is the same as ”reported by” name.) 

The narrative line must be populated with an appropriate description of why the report is 
being closed (Le., ‘cnst will chk sets” ) 4 

Answer to why? 

In all  three of these cases, we are not asking the ( d i n g )  customer to participate in the repair 
process. M o r e ,  we do not expect them to t i d  the problem on someone else’s line. In each 
case, the test results indicated either a possible CPE or busy condition. Since the caller agreed to 
try the d later, these reports are closed (and excluded). 

3 Note: If a Calling-Called report produced a IU&&&JS . testresult 
(i.e., ‘Open Out’), we would continue the process and resolve the problem. 
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EXERCISE 

Answer the following questions. 

1 .  If an initial trouble meets all of TAFI's criteria, a 
be recommended by the system. 

2. The of the person who agrees to the FECO must be entered in the 

field on the Trouble Report screen. 

3. TAFI (will) (will not) populate all appropriate data for a system recommended 
FECO. 

(Check your answers on the next page.) 
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ANSWERS 

1. 

2. 

3. 

Front End Close Out (FECO) 

name 
OW 

will 
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6.0 SAMPLE TROUBLES 1 
We have covered a lot of makzial so fir and, like leaming how to ride a bicycle, the more you 
use it, the better you’ll be at it. Remember that our objective in this class is to introduce you to 
the various features and functions that TAFI provides you to resolve customer problem. By the 
time you finish this class, you will be comfortable navigating around the system and talking with 
customers. Remember that TAFI is a ‘dynamic’ system. As our procedures change and/or we 
add new products and services, TAFI will be updated to correctly handle these situations. 

There are a few additional functions in TAFI that we will discuss in this section. These functions 
will provide you with additional information about your customer andor help you in processing 
of the report. Also, we will spend some time discussing the ‘queuing’ feature in TAFI. By 
ieaming how (and when) to queue a report, you will be able to work on multiple customer 
troubles at the same time. 

- 

You have learned about our Memory Services and MemoryCall features and benefits. In many 
cases, just providing operational instructions will resolve the customer’s problem. Other times, 
the service is not functioning and you will impact the repair. Let’s look at a few examples of 
how TAFI address these Memory Services and MemoryCall customer reports: 

6.1 MEMORY SERVICES EXAMPLE 

(1) Your customer reports a problem with his Call Waiting service and you select Memory 
Services from the Main Menu. (Do you member the ‘hot key’ to get to this selection?) 

Dial tone 
Outgoing call 
Incaring call I 

Flexible C a l l  hnarding 
Call k i t i n g  
Call uaiting Dellae calling p l d b i l l i n g  (WIO 

Lana distance Caller I D  
physical V i s u a l  Director 
data pRoblars Ri - ter  
Ghanced Serviars Three Uay calling 

.%sed calliw 
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From the sub-menu, select Call Waiting 

Note: Remember that you can use the ‘hot key’ method of selecting sub- 
menu items as well. 

m MrE 
Ms 5 LIU B mDREss 

TDG 1070 DAYS SINE LRST TRolBLE 
t4OX E-9995559141 FRFE 999-555-4948 

IEnwmtuk 
No service order activity 
CRIS: Paying for Call Utg 

r incaning call 

Oli21 10:52:30 PFED Data Rcaasted for 

4 

Notice that as soon as you selected ‘Call Waiting -> Does not work at all’ on the second sub- 
menu, TAFI went to the customer’s CSR and verilied that the customer is in fact paying for the 
feature. You can verify this by looking at the trouble status summary (in the base window area). 

Take a minute and look at this trouble summary information. So far on this report, you told 
TAFI that the customer’s Call Waiting doesn’t work at all and then TAFI verified that (1) there 
are no pending service orders for this line (i.e., just in case the feature (CW) was due to be added 
to the line and perhaps the order has not completed yet) and (2) the customer was paying for Call 
Waiting. At that point in time, TAFI initiated a CO translation verification via Predictor to 
confirm that Call Waiting was programmed on this customer’s l i e .  

j Note. Look at the status line and notice that TAFI is telling you what it’s 
doing. Also, just under the customer’s Name and Address fields, TAFI tells 
you that it’s “Waiting for Predictor”. (Other status messages may ov&te 
the one captured on this screen but you’ll know that TAFI is waiting for a 
predictor verification by seeing this message.) 
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Remember that TAFI will make a mmmendation based upon the information you provide and 
the data that TAFI collects from downstream systems. If, for one reason or another, TAFI does 
not get good data from a downstream system, TAFI will try again (i.e., in the case of a MLT test 
and Predictor verifications, TAFI will re-try twice to get a good results.) 

m a r n o t r k  
b service order activiyl 
W S :  Paging for Call Utg 

1 
1070 Iwws SINCE LRST TRDUBLE 
t b 3 l  B-9995559141 FRfW 999-555-4948 

1 1  TarchStar 
Call Fornardina 

R i m t  

Cannot FhsMr i-ing call 
Cancel Call miting 

I 
PRED Data hauested for 9999495038 01:38 10:52:47 

Notice (under Name and Address) that TAFI has attempted a Predictor verification a second time 
(the Grst attempt failed). 

If TAFI does not get a valid response ftom a domstream system, the recommendation will route 
the report to the MA “screening pool” (often referred to as the Technical Support group) for 
manual intervention. The report is routed by the Handle code “TECH” or “MEMSERV”, 
depending upon which system failed to provide adequate data. 

In addition to resolving the customer’s problem, or routing the report to the correct location, the 
MA will identify and correct the cause of the problem which prevented TAFI from obtaining the 
information. 
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In ow example problem, TAFI could not verify the translations via Predict&. Therefore, TAFI 
did not have enough data to make the comct diagnosis and the report was routed to the MA 
Screening pool via the MEMSERV handle code: 

4 

PRIVATE I PROPRIETARY E P - k w  3 
July, 1997 Not for use or drdorure outside BELLSOUTH except by written ~greamont Page 200 

0 1997 BELLSOUTH 



CLEC TAFI EndUser Tninmg 

6.2 MEMORYCALL EXAMPLE 

Let’s walk through another example problem and see how TAFI leads you to the correct solution. 

Let’s assume your customer tells you that he has a problem with his “call answering feature” and 
he can’t delete his messages. You recognize that he’s reporting a problem with his MemoryCall 
service and you make the appropriate Main Menu selection: 

TOG 

Dial tone 
ihtgc4ng call 
I-ing call 
T-ission 

No stutter dial tone 
Stutter Uith no nessages 
Too fedtoo nang rings 
PBsSrord wn’t rork 
Forgot passrod 
Gets aeneric -ae - ~ -  ~ 

Canno; Retrieve mssages 
Carnot Delete -ges 

calling Dlans/billim (AWI) I Surmaate r(Slorucal1 doesn’t rork 

memory Service 

Long dis-kce 
Physical 
data pRoblens 
Enhanced Services 

- 
Won’t-rork with-Ri-fer 
lbrorycall plus Pager daesr’t rork 
b r y c a l l  plus M ’ t  .transfer On ”0” 
-re Fax Service 
Ovsrflor Fax Service 
Informtian Deliveru Service (IDS) I ~ g e  Delivery Service 

W:44 10:57:( 
I 
3s Data Available for 9994495038 

After you select the ‘Cannot Delete messages’ option on the submenu, TAFI will prompt you to 
answer “Does MemoryCall accept password?” 

/-- 
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r dial trim 
ith no nwsages 

Does b r y  Call accept passrord? 

lcflL cant del nsg Too f e d t o o  lany rings 
pasSu0t-d m’t uork 
Forgot passu0l-d 
Gets raneric -m 

Surrogate ~ r g c a l l  doesn’t rork 
k ’ t  rork rith Rirgsster 
b r g c a l l  plus Pager doesn’t rork 
b r y c a l l  plus Doesn’t transfer On “0” 
Anyrhsre Fax Service 
Ovsrflou Fax Service 
Infomation Delivery Service (IDS) 
llessaae Delivery Service 

LHOS Data Rvailable for 9999495038 01:W 10:58:14’- 

Think about this question and compare it with what the customer may have told you so far. If 
the customer tells you that he can access his system and hear the message, then you know that 
the MemoryCdl system 
the customer this question? ... NO, not if you KNOW the answer. On the other hand, if the 
customer said “ ... I urnnot access my gwtem to delete an old message ”, then you don’t know if 
his password worked or not. What do you do in this situation? ... You ask the customer! 

The next three TAFI screens highlight the remainder of this customer contact: 

the password @asscode) that he entered. Do you have to ask M 

f 
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not go nenorycall 
r dial tone 
ith no nessages 

-I 
Is tlmory call stuck on 1st message.? 

lcRL cant del nsg 
ledall does accept word 

Too f d t m  rany rings 
Passrod m’t mrk 
Forgot passMd 
Gets generic nessaw 

surrogate nmorycall doern’t mrk 
Won’t mor* rith R i m t e r  
tlmorycall plus Pager doesn’t vork 
ngorycall plus Daesn’t transfer On ”0” 
Ryuhere Fax Service 
Ovsrfla Fax Service 
Infornation Delivery Service (IDS) 
kssage Dslivery Service 

I 

IXbS Data Available for 9999495038 02:37 10:58:57 

You might ask the customer “ Are you having di@u@ gettingpmt the first message in your 
mailbox? *’ 

not go ~ r y c a l l  
Is the nailbox platforn BTI? r dial tone 

ith no nessages 
rn cant del lsg 
Hmfhll does accept pmrd 
liedall swck an 1st msg 

T m  fedtoo rary rings 
Passuord ron’t mrk 
Forgot m r d  
Gets generic nessaw 

Surrogate ~ r g c a l l  doesn’t vork 
Ucn’t wrk uith Rinpaster 
Hmorycall plus Pager doesn’ t work 
Hemoryeall plus b ’ t  transfer On “0” 
-re Fax Service 
Overflov Fax Service 
Information Delivery Service (IDS) 
Hessage Delivery Service 

I 

LHOS Data Available for 9999495038 02:- 10:59:1 
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In this case, your customer cannot get past the fmt message. He has tried to delete it but it’s still 4 
there. So how do you auswer TAFI’s question? Entering “Y” causes TAFI to ask you which 
MemoryCall system does the customer have @TI or Octel)? How do you know? Remember 
that in the customer information area, TAFI displays the MemoryCall access telephone number 
beginning with either a “ B  for BTI or a “0 for Octel. In this case, the customer is served by a 
BTI system so you answer TAFI‘s question with a “Y”. This causes TAFI to provide the correct 
‘fix‘ for this trouble: 

Surrogate Hmorycall doesn’t rork 

4 

w 
48 

Um’t rork r i th  Ri-ter 
bmrycall plus Pager doesn’t rork 
knorgcall plus M ’ t  transfer (kr “0” 
Anyhere Fax Service 
Overflow Fax Service 
Inforaatia, Delivery Service (IDS) 
Hessnge Dslivery Service 

I 0328 lo:=: 

Our MemoryCall system is just a computer and, l i e  any other computer, it has a specific 
program to follow. In order to delete a message stored m the Me.moryCalJ computer, you must 
be at the end of the message before you enter the “delete” code. The system will prompt you 
once you get to the end of the message as to what your options are. i.e., “ ... end ofmessage. To 
erase this message press 7, to save it press 9”. 

If someone leaves you a message and then stops talking for a period of time before hanging up, 
the MemoryCall system will continue recording the “dead time”. In our customer’s case, he 
heard the message OK and then he was listening to the dead time (before the caller hung up). 
Thinking that he was at the end of the message, he pressed 1 and then hung up. The stutter dial 
tone remained on his l i e  because the message wasn’t deleted and the system still considers it to 
be an ‘unread‘ message. He probably repeakd his steps and then called in the trouble report. 
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/-. MemoryCall has the ability to “skip to the end” of a message by entering the code “5” while 
listening to a message. You provide this ‘hining’’ to your customer and explain “ I’m sure that 
ifyou access your mailbox and depress 5 after the message starts* the system will jump to the end 
of the message. You will then be able to delete it by dialing 1. Wouldyou like to tty it before we 
take anyfurther action? ” 

You clear this TAFI Message Window (remember how?) and then the system responds with: 

-I not go tkmorycall 
Does custaer agree to closeart? r dial tone 

ith no -gas 
nmL cant del asg 
IkaCall does accept plord 
Ilen&ll stuck on 1st nsg 
BTI Gets gsnaric nsssage 

Too f&tm nany rings 
Passrord wn’t work 
Forgot passwrd 

Surrogate thorycall doesn’t mrk 
Uon’t mrk with Rirgraster 
tleaorycall plus Pager doesn’t uork 
tkmorycall plus Dasn’t transfer On ”0” 
Fhyhsre Fax Service 
Ovsrflw Fax Service 
Infornation Delivery Service (IDS) 
llessage Delivery Service 

L)(os Data Rvailable for 9999495038 03:50 11:oO: 
- 
10 

Your customer agreed to try your advice so you enter “Y” to the query above. TAFI then 
presents you with the ‘‘Close’’ Trouble Report meen for you to complete. Since you are closing 
this report (and not doing a FECO), all you have to enter is the name of the person who told you 
it is OK to close the report ... and, in this case, it’s the same person who reported the problem. 
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n1Sc c3 

06:s 11:01:26 Field must be itput 

a Note: In the screen above, the user attempted to send the report without 
entering the OW field. TAFI caught the error (see the status l i e  message) 
and placed the CurSoT in the field that needs information. In this case, since 
the person who OKed the close out is also the person who reported the 
trouble, all you have to do is enter the '=' sign. (TAFI will automatically lake 
Jack Duncan from the REP BY field and use it for the close out information 
thus saving you time in retyping it.) 

4 

As you a n  see, handling these type trouble reports, with TAFI's help, is a breeze. All you have 
to do is focus on what the customer is telling you, identify what kind of problem they are having 
and properly interface with TAFI. 

Many customers report problems with their products and services when the real problem is their 
inappropriate usage or, just not la~owing how to use the feature. You will have many 
opportunities to provide instructions to solve customer problems. 

trouble. 
vou will be to 
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a Note: Remember that the TAFI Help Menu (Fl) provides you with a resource 
to find out how to use- our products and services. We strongly urge you to 
periodically review this information and become familiar with where the 
various items are located. Also, as new features become available, 
idormation on how to use them will be added to this Help area. 

DO THIS NOW LOG INTO TAFI AND ENTER A TROUBLE REPORT FOR 999-949-5038, 
Lm=Y. DUPLICATE THE TROUBLE REPORT WE JUST DISCUSSED 
W M O R Y C A L L  ...) AND COMPARE WHAT YOU SEE ON THE SCREEN WITH 
THE SCREENS PRINTED IN THIS SECTION (BEGINNING ON PAGE 197). WHEN 
YOU COMPLETE THIS REPORT, SEND THE TROUBLE REPORT SCREEN AND 
TAFI WILL RETURN THE INITIAL TROUBLE ENTRY WINDOW FOR YOUR 
NEXT REPORT. 

TRY ENTERING THIS REPORT AGAIN BUT ANSWER SOME OF T m ’ S  
QUESTIONS DIFFERENTLY AND SEE WHERE TAFI LEADS YOU. WHEN YOU 
FINISH, GET BACK TO THE INITIAL TROUBLE ENTRY WINDOW. 

IF YOU HAVE ANY PROBLEMS, ASK YOUR INSTRUCTOR FOR EELP. 
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7.0 TAFIUSERQflEuE I 
We have talked about queuing reports earlier and now we will look at this TAFI function a little 
more closely. 

Remember when we talked about how trouble reports were handled in the “pre-TAFI” days and 
the MA in the Maintenance Center manually screened the report? This MA would execute a 
transaction (like the MLT line test) and wait for the results. Based upon the results of the first 
transacfion, the MA would ty-pically execute another transaction, etc. until the proper 
determination could be made. All of this ‘’waiting for the results” took time, and the MA was 
limited as to, how many reports could be handled in a given time h e .  

You have seen that TAFI conducts all of the downstream systems tmmactions for you and 
provides you with a recommendation to resolve the problem. If the TAFI recommendation 
occurs while the customer is still on the line, you can provide your customer with a positive 
indication of what path needs to be followed. TAFI may recommend that the report be: 

Closed or FECO, 
Dispatch In or Out, 
Sent to Technical Support, or 

Canceled. 

However, some of the downstream transactions may take more time than the customer is willing 
to wait. For example, if TAFI does not get a valid MLT test result, TAFI will re-test the line 
after waiting five minutes. Remember that in today’s environment, you (and TAFI) are 
performing the old screening function. When you are finished with the report, you either close it 
or send it to the correct location for resolution. Also, you have customers waiting to be handled 
and you must attend to their needs as well. So what do you do? 

Queue the report! 

TAFI has the abiity to keep working on your customer’s trouble report in the background thus 
*g you to start helping other customers. For all practical purposes, there is no limit as to 
how many reports you can have in your queue. Just remember that you have to “handle” all 
of your queued reports in a timely manner! TAFI informs you of the status of your queued 
reports via the “User Queue” report. This report is displayed every t h e  you complete a trouble 
report so you “don’t forget” about your queued reports. You will have the option of retrieving a 
report that TAFI has finished analysis on or bypassing your queued reports (by pressing F6) and 
taking a new customer call. We will talk about these options in a few minutes. 
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7.1 QUEUING A REPORT 

There are two ways that a report can be placed in your User Queue: 

TAFI recommends queuing the report (typically because data fiom a downstream 
system is currently not available). 

You can manually queue a report so you can start processing other customer 
troubles while TAFI continues working on the current problem in the background. 

To manually queue a report, depress the queue function key (FS). 

TAFI will confirm that you have captured all of the required information before it accepts your 
command. If the data on the Access and Commitment window is not populated, TAFI will 
require that this information be gathered before the report can be queued. 

The best way to experience queuing a report is to walk through an example. 

through it on your screen 

EXAMPLE: Mr. Jamison called to report that people tell him that they call him and he doesn’t 
answer. He say’s that he has been home and the phone doesn’t ring at all. You 
enter the following report: 

At the end of this material you will have the opportunity to walk 

m 
mXr. 59995569141 FRFI‘E 999-555-4948 

Dial taw, 

-r-Rings 8 Trips 

@.Itgoing call 

Transnissicm 
lerory Sowice 
n m o ~ l l  
calling plans/billing (ANI) ther nuber 
L a g  distance 
physical 
data pRoblas 
Enhanced Services 

Cut off 
Gem IML 1 intercept rhen called 
Gl?t!5NoRJL 
Gets Y m r g  ROL 
Ring / no ansuer 
Calling / Called 

I I 

(Ls Data Ruailabls for 999j554j68 00:31 11:12:51 
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He indicates that none of his phones ring, so you answer “Y” to the following: 

RES rm1tnCamW~mG 
Is tmnhle on all phones? ROUBLE HISTORY 

6-9995559141 FRWE 999-555-4948 

I bells dont ring 

ular dialed 
Bells R i n g  after ansuer 
Bells Ring Can’t a r r s a r - R i n g s  8 Trips 
Gets Cal l s  for other m r  
cut of f  
Gets ROL / intercept rha, called 
GetsNoROL 
Gets urarg ROL 
Ring / no -r 
Calling / Called 

OS mta Milable for 999656868 01:34 11:13:54 

J 

Then TAFI asks that you complete the Access and Commitment Window: 

J 
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m 
oos 0 LIU p AODRESS 

mG 
-9995555555 

AaE= 999223386 
CBC bells dont m- 
T d l e  on a l l  phones 

- 
kiting for test rssulw ... 60 : 

cut off 
Gets Ro 
Gets No 
Gets Y r  
Ring / 
Calling 

I I  
I I  

z 0253 11:15:13 

While you were populating the Access and Commitment (ABrC) Window, TAFI initiated a MLT 
test. Howwer, the test did not produce a ‘’valid” result and TAFI is recommending a re-test. 
You, through your experience and training, notice this information in the Trouble Report Status 
area and know that you will be queuing this report. You must add two pieces of information in 
the A&C window: 

* 

Make yourself a reminder note to re-contact this customer using the ‘Note’ field. 

S i c e  TAFI may execute the “Automatic Queue Processing” function (more on 
this in aminute), you add anv cntlcalDieceof’ ahat you want ta 
amem on the- 
waming the technician to watch out for the big dog in his yard and this 
information is entered in the ‘Additional Narrative’ field. 

1 .  

. In this case, Ivir. Jamison is ve h e  final RDM 
. .  

You complete the contact with your customer by providing him the established wmmitment, 
provide an indication of future availability and thank him for using BellSouth - your standard 
contact closure. The only difference between this close and others you have done so far is that 
you don’t know (at this time) what the disposition of this report will be. (You will once TAFI 
completes its analysis, but right now you have other customers to handle.) 

/-- 
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You depress the Enter key to register all of the data gathered in the A&C window for this report 
and then depress F8 to queue the report: 4 

m 999-555-4948 

Busg Lhar dialed 
Bells R i n g  after ansuer 
Bells Ring Can't ansrerRings 8 Trips 
Gets Calls for other nrrbbr 

Gets ROL / intercept Jlen called 
G e t s N o R O L  

aaxnW: LFlITONRmST Gets Y m n g  ROL 
Ring / m ansuer 

TEST: TST W I P  BSY Calling / Called 
REIEST-Retest is Required 

RETEST w i r e d  for 999555868 0334  11:15: 

By the time you lift your finger off the F8 key, TAFI has queued your report and provides you -4 

with a Message Window acknowledging your request. You clear this message window and get: 

I 

menor1 mrofile Evrvise b i t  
tlemr I 
calling planshi l l ing (WI) 
Lono distance 
m i c a 1  
data +lens 
Enhanced Serviess 
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Take a minute to look at the User Queue window. Notice that your ‘note’ (reminder to yourself) 
is displayed along with the status of this report. In this case, TAFI is “re-testing” the line with 
the first re-test request. 

* Note: If TAFI recommends queuing the report because access to downstream 
systems is momentarily blocked, TAFI will automatically place the word 
“SYSTEM” in the note field. This alerts you to some possible 
communications problem. 

Pay attention to the function key prompts in this User Queue window. To move the highlight bar 
down and up, use F2 and F3 (when you have more than one report in queue). To bypass this 
User Queue report and return to the Initial Trouble Entry Window (to process another customer’s 
call), depress F6. 

I I I USER m STATUS DATERECEIKD t€UcOmIRfM 

sinuser Ro& 05-30-97 1117P 07-29-95 o6oop 

I 

I 
As TAFI continues to work on your report in the background, it displays status information in the 
Status Line, gven if vou are W- . TAFI just wants to keep you 
informed. Also, notice that the Status field on the User Queue report gets updated to let you 
know what’s going on. Look at the screen above. What’s the current status of the queued 
report? 
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When the Status field indicates “READY”, you know that TAFI has completed the analysis and 
formulated a recommendation for you to complete the report: 4 

I I 

.-. 
calling plardbill ing (FtiI) 
Long distance 
Plypica1 
data pFablesls 
Enhanoed Servioes 

72 RETRIEVING QUEUED REPORTS 

Once TAFI has completed the analysis and determines a recommendation, TAFI changes the 
Status on the User Queue report to READY. When you have finished working on your current 
report, TAFI will always display the User Queue window (if you have at least one report in 
queue) prior to allowing you access to the Initial Trouble Entry window. You have to determine 
when to take the report out of queue. 

For example, if there are many customer calls pending in the ACD queue, you may elect to 
handle a new customer call first. When the peak customer call volume goes down, you will start 
completing those reports in your queue. 

Note: Your management will provide you with guidelines for handliig 
queued reports in your center. 

Retrieving a queued report is a two step process: 

1. Use the highlight bar to select which report to retrieve h m  the User Queue (use 
F2 and F3 to move the bar) and depress Enter. This action places the telephone 
n u m k  into the Initial Trouble Entry window: -4 
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.R. 

calling p l d b i l l i n g  (ANI) 
L a g  distance 
physical 
data pROblems 
Enhanoed Services 

12 : 02 :41 ST M t s  h i l a b l e  for  9995654568 

2. Depress the Enter key a second time and TAFI will typically rem you back to 
the point you were at when you queued the report. In our example, TAFI is 
recommending a dispatch out based upon the infomation the customer provided. 
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In our example, the MLT test equipment was consistently busy every time TAFI tried to run a 
test. TAFI displayed this information in the “Test Results’’ field on the Trouble Report screen. 
If this was a real world trouble, you would call a BST center and notify them of this situation. 
The BST person will coordinate with the WMC to correct this potential MLT problem. To 
maintain your Commitment to the customer, TAFI recommended dispatching a technician to 
correct the problem. 

a Note: Every central office is equipped with a limited number of test facilities that run 
MLT tests. The larger the CO, the more test facilities are available. Under normal 
situations there are plenty of facilities available. However, if a large number of 
trouble reports are generated for a given CO at the same time, you may incur the “test 
equipment busy” result. When this occurs, TAFI waits 5 minutes and re-tests the line. 
Most of the time, a subsequent test will net a good result. Our history with running 
multiple MLT tests indicate that ifa good result is not returned by the second attempt, 
there’s little probability that additional attempts will provide good results. Therefore, 
in Release 97.3, the MLT rem was r e d d  to one (from the previous 3). Failing to 
get a good MLT result after the second attempt, TAFI will send the report to the MA 
screening pool for manual intervention. 

TIPS ON QUEUING 

4 

In many situations, the result of the MLT test will determine TAFI’s &ommendation 
and how you finally process the report. If the result comes back while the customer is 
st i l l  on the line (assuming that LILJ=N), you can provide your customer with a more 
definite response by saying something like: “ ... while we were talking I ran a test on 
your line and the results show me that our technician will have to be sent out to correct 
the problem. I’m sure that we will have this corrected for you by 6 P W  

However, how long do you wait for the test result to come back? Depending upon the 
CO and a number of other factors, the results may not come back for 2 minutes or more. 

The best rule of thumb is to complete your contact in the normal manner. Gather 
information fkom the customer and select the appropriate trouble category, answe-r 
TAFI’s questions, obtain the necessary information to populate the A&C window and, if 
the test results are not back, provide your customer with a commitment date/time and 
close the contact. When you have finished with the customer, depress F8 to queue the 
report and move on to your next call. 

The second thing to remember is that you are responsible for the reports in your queue. 
You are expected to handle these reports in a timely manner. -r.wu 
r m r t  - m aueue. - the less t h e  the tieM 
CO-! 

. .  have to &a r the vroblem bv the 4 
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(3) When you place a report in queue, a report is also sent to LMOS indicating that a report 
for this telephone number is in a TAFI queue. Should another user take a report for this 
telephone number (while the initial report is still in queue), one of two things will 
happen: 

A If the user is working on the same TAFI processor (i.e., NRTAFIZM) where the 
report is queued, TAFI will take the report out of the first user's queue and display 
all the information to the new user. (It acts as if the second user had the report 
queued and then pulls it out for further action.) 

B: If the user is working on a different TAFI processor, LMOS will provide the second 
user with all of the information provided so far about the report (Le., trouble 
description code, established commitment time, etc.) The second user then 
completes the report and routes it for proper handling. 

Note: In this situation, when the first user takes the report out of their queue 
and sends it to LMOS, they will get a SUB NOW e w r  message. This error 
message indicates that someone else generated an initial report and this user 
must enter a subsequent report listing any new information that they have 
obtained. 

e= Elate: AUllsersfmagivenCLECcompanyanassignedtowarkonthesame 
pmduction CLEC TAFI procssor and option"A" would be*& expteted 
result. However, StWuId the user tanporarily w the CLEC TAFI Back-up 
system (because of some difficulty withtheir production systran), option "B" 
coutd occur. 

(4) I)llring normal operations, TAFI provides you an indication when a recommendation has 
been developed, you take the report out of queue and process it. Should you need to log 
off prior to obtaining a recommendation for a queued report (i.e., lunch break, etc.), TAFI 
will display the status of all your queued reports when you log back in. 

However, if you have queued reports and you have to leave for an extended period (Le., 
go home at the end of your tour), you must inform your supewbor so hdshe can 
reawign your queued reprts to another user. 
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7.4 AUTOMATIC QUEUE PROCESSING 

We just discussed the importance of processing your queued reports in a timely manner so our 
field technicians have ample t h e  to fix the trouble before the commitment time (assuming that 
the recommendation is to dispatch a technician). To assist you in processing queued reports, 
TAFI has been enhanced to -to LMOS if the ret- . .  

Since TAFI may ‘take this report from you’, it is critical that you enter any information that 
needs to go on the narrative line using the ‘additional narrative’ field on the Access and 
Commitment window (see page 130). 

DO THIS Now: USE THIS EXAMPLE PROBLEM STARTING ON PAGE 209 AND WALK THROUGH 
THE EXAMPLE ON YOUR SCREEN. AFTER YOU QUEUE THE REPORT AND 
LOOK AT TEE USER QUEUE WINDOW, DEPRESS F6 TO GET A CLEAN INITLU 
TROUBLE ENTRY WINDOW. AT THAT POINT, DEPRESS F3 TO RE-DISPLAY 
YOUR USER QUEUE. TAKE THE REPORT OUT OF QUEUE (WHEN THE STATUS 
1s READY) AND SEND IT TO LMOS. 

If you have any problems, ask your instrutor for help. 
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8.0 ADDiTIONAL DATA WINDOW I 
TAFI gathers much information from a number of downstream systems during the processing of 
a trouble report During the n o d  flow, TAFI uses this information to develop its 
recommendation. However, there may be times when you may want to view this information to 
gain a better insight to a specific problem. This information is found in the “Additional Data 
Window” and is accessible by depressing F11. 

3 Note: The Additional Data Wmdow is only available if you are processing a 
trouble report ... because without a telephone number to work on, TAFI 
doesn’t gather any “data”. 

The Additional Data Window displays the following menu of options: 

Test Results 

Ticket Status 

BOCRIS CSR 

LMOS TR 

Predictor 

BOCRIS Pend Order 

DATH Trouble History 

DLETH Trouble History 

DLR 

SOCS Pending Order 

Other SOCS Orders 

displays the MLT results obtained by TAFI 

LMOS Recent Status Transaction (RST) - used to view the 
various l i e s  of status on a pending trouble report 

CRIS Customer Service Record - displays the products and 
seMces that are programmed on the line 

LMOS Trouble Report - a view of TAFI’s interaction with 
the LMOS TR mask 

Predictor - the results of TAFI’s inquire to predictor 

BOCRIS Pending Service Order - a view of what was 
ordered in BOCRIS 

LMOS Display Abbreviated Trouble History - A trouble 
history report showing just the close out narrative on 
previous trouble reports 

LMOS Risplay Extended Trouble &story - A trouble 
history report showing every line of status on previous 
trouble reports 

LMOS Display Line Record - displays the customer’s Line 
Record in LMOS (both the DLRL and DLEX are available) 

Service Order Communications System - displays the status 
ofapendingserviceorder 

If the customer has more than one pending senice order, 
this option lets you select which service order to view 
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JMOS BSWM 

LMOS TR Updare 

Reset Communications 

Host Request Errors 

JMOS Buried Service Wire - displays the status of work 
orders to bury customer’s buried drop wires. (This work is 
performed by contractor.) 

If the trouble report is updating an existing LMOS report, 
you can view this update here 

If you get a “communications error” (i.e., Comm Error 
LMOS-A) you can actually reset the Communications link 
between TAFI and the downstream system used by your 
session using this option 

If TAFI attempted to gather some information or send some 
information and the request failed (due to either a 
communications problem or the host system was not 
available), you can re-send the immaction with this option 

Most of these options produce reports that have more than one page. You may scroll through 
each page using the Page Up and Page Down keys. 

With an active trouble report on your screen, depressing F11 produces the “Additional Data 
window” 

Ticket Status 
Bocris CSR 
Irw tr 
Predictor 
Bocris P e d  otder 
DflTH t d l e  history 
DLETH t d l e  history 
OLR (DLRL) Line Record 
OLR (OLM) Extended Rcc 
Socs pending order 
O t h e r  Socs orders 
Jlos bsm 
Lkdate llos tr 

4’ 

k t  cammications 

8 02:m 12:m 
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R 

/-- Let’s take a closer look at some of these options: 

AmITIOWAL DATA B 
Q 

8.1 TESTRESULTS 

Selecting the TEST RESULTS option displays full MLT test data: These screens are what you 
would see if you logged into the MLT system and ran a line test: 

N El26 PRTR REQ BY CB 07-27-94 0844F 

SU: ES-5 OE: 90018-05-58 

I” m m: TEST~U acs 
PR OVER OSP: 

TEWI: S1NL;LE m w  
LQ? 41: OPEN OUT (Ep BAL 100 L C.O. TEST NOT wlf - SF€CIFL DLCS I -  O I S T M  FROM C.O. 41000 FT 

CHAmn-SINGLE m w  S E R V I E  

CRFIFT: DC SIMATlRE N T :  DC S I G M l U t E  Ac S I V T m E  

TEST Rssults hi lab lo  for 9999495038 0242 12:08:46 

Scroll down @age down key) to view rest of MLT data: 

.~ 

E R  41: OPEN OUT BfLWED- (Ep BfL 100 t C.O. TEST NOT wlf - SPECIFL DLCS 
DISTmCE FROM C.O. 41000 FT 
a.Wlt€L-SINL;LE m w  S E R V I E  

m: M: S I M A T U E  K T :  M: S I M A T U E  Ac S I M A T U E  
Koms VOLTS KOms WLTS KOms 
3500 T-R 3500 T-R 183 T-R 
3500 0 T-G 3500 0 T-G 198 T-G 
3500 0 R-G 3500 0 R-G 202 R-6 

BluWcE OPEN 0 1 m  
(Ep 100% M C O =  41M)oFT 

0: 

T € S T  Results Rvailable for 9999495038 
E P - k w 3  PRNATE / PROPRlETARY 

02:57 12:09:01 
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You are not required to read full MLT results. Gaga&& onlv & TAFI recoinmd&m 4 
in the Trpuble S m a n r  If you just wanted to see what the actual results are, you 

can view them here. 

8.2 TICKET STATUS 

This option will produce the LMOS Recent Status Transaction or RST report. It provides a 
detailed report of what has transpired on an active (pending) trouble report. Every time someone 
handles the report, a l i e  of status showing: who did it, when it WBS done (timeldate), the 
iutermediate status transaction code (IST) - which translates to what's happening to the report 
like PDO, and a line of narrative describing what the person did to produce the IST value. 

Study the RST section in your LMOS Job Aid. Becoming familiar with how to read the RST 
report will help you provide detailed history information to your customer with Pending reports. 

8.3 BOCRISCSR 

This option will display a customer's CSR This record lists everythiug your customer has 
programmed on his line. Take a few minutes and scroll through this example: 

LlIOS Data Available for 9995556ooo 00:29 12:W:ll 

4 
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,-- 
Scroll down (page down key): 

m 
oos 

WaIE 1 E S  
p L I U  p RDDRESS 

WOITI iM3-  DFITA 

1 xK)oo( TflFI SPECIAL PIC/LPIC/pcA usa3 
/PIC 0999/PcA FR 
/LPIC 5124 

/TN 555-6OOO/sED 11-29-96/ZsER 3Ci000M)Ol/rn (A) 11-27-96 

/m FR, 11-27-96/Rcu WSED 11-29-96/ZsER 4310000002 

/ S E D  11-29-96/zsER 410000003 

/ S E D  11-29-96/ZsER 5110000004 

/SED 11-29-96/ZsER 5810000005 

/SED 11-29-96/ZsER sFlMx)o06 

1 CRMi 

1 1- 

1 A H B  

1 B c R  

1 B R D  

1 ESX 

LtU6 Data Rvailable for  9995566ooo 

Scroll down again: 

W:43 12:13:25 

tm.E 1 E S  
00s p L I U  p I3cmEss 

MXIITICWX OATA 

I / S E D  11-29-WZsER 5110000004 
1BRD 

1 ESX 

1 m  

1 m M m  

/ S E D  11-29-96/zsER 5810000005 

/ S E D  11-29-96/zsER 5F10000006 

/ S E D  11-29-96/ZsER 6610000007 

/ S E D  11-29-96/zSw 6010000008 
1 R E s M  

/XI SKI= CU"MUCATI(WS. 999 565-5555. BOB FLoyD/SED 11-24-96 

LHOS Data Available for 9995556ooo 01:03 12:13:45 
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when would you want to look at the CSR? In most cases, TAFI verities the CSR to ensure that 
the customer has the feature that is being reported. In a rare situation, a new feature has been 
introduced and the TAFI ‘lookup’ capability has not been updated yet. If the customer tells you 
that he has a feature, and TAFI tells you “customer notpuying for feuture”, look at the CSR 
manually. f l  vow SME tp 

to BellSouth, 

8.4 LMOS TR 

Selecting this option, you will see what TAFI is ‘seeing‘ while it generates the LMOS Trouble 
Reportmask: 

05:59 12:18:41 

If you were processing reports manually in LMOS, this is the screen you would be working with. 
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8.5 PREDICTOR 

TAFI tells you that it is checking PREDICTOR which is a confirmation of how the CO is 
programmed for this customer’s line. The information returned to TAFI from the Predictor 
system is displayed under this option: 

NAME 
ADDRESS 

TN 88 00s 81 
L I U  

- AODITIONAL DATA TO6 - 
tttt TRFI PREDICTOR DATA FOR 2059876000 
205 987 

x SWITCH GENERIC PORT SWITCH10 DRTE TIME x 
x 5ESS 9 52 205988 08/07 02:17 x 

~ x x x ~ ~ x ~ ~ x x x x ~ x ~ x x ~ x x x x x x x x x x x x x x x x x x x x x ~ x I x x x x x x x x x x x x x x x x x x x x x x x  

xxxxx+xxxxxIxxxIxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxx 

E x x i  VERIFYING (205) 987-6000 USING THE “TRFIB” MRCRO (08/07 02:18:031 
RCU:RPPTEXT! OK 
: FORM=1U8&UFY,TN=987600O,UFY,END: PF 

S42F-95027395 96-08-07 02:26:45 953310 BR898EE 
M Ued Rug 7 02:26:44 1996 

SCREEN 1 OF 5 UERIFY 1.8 
5E5S SUITCH BRB98EE 

PRED Data Auailable for 2059876000 0 2 : s  02:26:41 

As you can see (bottom left comer of the screen), there are five screens of data for this report. 
The MA’s in the BellSouth Technical Support groups know how to interpret this infomation and 
how to change these values using the MARCH interface.. 

Again, since TAFI has collected this data to handle your report, the results are available for 
inspection. In the ‘real world’, you will most likely never look at this data ... becuuse TAFI does 
the work for you 

P 
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Scroll down: 

I I  NRME 
ROORESS 

TN 00s [ 
L I U  

- ROOITIONRL ORTR 106 

 SCREEN 1 OF 5 UERIFY 1.8 
RNRLOG LINE/BRCS RSSIGNNENT 

Cxll. TN 9876000 RRX 1 PRIURCV N 
Ca12. OE - -- LCC 1 FR BUSY NONITOR N 
(~15. PTY - TTC Y RTT IILHG -- 
CX16.  NLHG - 
Cx17. N E W  - 

CHNG TN 9876000 
CHNG OE L 01213063 
CHNG PTY I 
CHNG HLHG 0 
CHNG NENE 0 

N I NFR1 

H R I  0 RBU T6N - 
SERHLN CIOIRL  RLLOW 
BCK LNK N P I C  0288 
SHRRED N PTC - 

C I D  cu N 
SUSO N 
SUST N 
I C P  N 

5ESS SUITCH BRB98EE 

PREO Data Ruailablo for 2059876000 

Scroll down to view the second screen: 

04:04 02:28:00 

~ 
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5ESS SWITCH BRB98EE 
SCREEN 3 OF 5 UERIFY 1.8 

RNRLOG LINE/BRCS RSSIGNMENT CHIGH RUNNER PRRRMETERSI 
T6:GRPID 0 EOS :GRPNM RRSSI - 
NOH RLU - R S I  6RP -_ 
I O P  NAME SERU CODE __ RLUMOR - 
OPRT CRT 0 BCLIO 6RP ORING - 

OCU ORINS - I C R  SFG 0 PFR :GRPNM 
ATH :GRPNM CUO ORING - SClNRME -- 

SClS - 
SC2NRME RCCT:GRPNN 
sc2s - RRS :GRPNM 
CPU0:SELPl 0 FRL - 

DIRLPLN ___ 

M0R:SRPNN MUY DRING - 

Scroll Down again to view the third screen: 

I CPU0:SELPZ 0 
CPUT:TPREDP 0 

PREO Oata fluailable for 2059876000 

Scroll down to view the fourth screen: c 
05:44 02:29:$ 

I I  - I RDDITIONRL DRTR 

I CPUT;TPREOQ 0 PRIORITY I] - 
SESS SUITCH BRB98EE  SCREEN 4 OF 5 UERIFY 1 .E’ 

RNRLOG LINE/BRCS RSSIGNPIENT CHIGH RUNNER PRRRMETERS) ~~~ 

MESSRGE SERUICE CMSSI MU:OCNON 
ROY FERTURE GRPNM 
1 IMSRRM MSSMYIDF 
2 
3 
4 

SESS SWITCH BRB98EE ~~~~ ~ ~ ~ ~ 

SCREEN 5 OF 5 UERIFY 1.8 

CRLL FORURROING FERTURE PRRRMETERS CCFI 
RNRLOG LINE/BRCS RSSIGNNENT CHIGH RUNNER PRRRMETERSI I 

FER T U R E FUD TO ON TIMEOUT BSRING SIMINTER SIMINTRR 

PRED Oata Ruailable for 2059876000 0 6 : a  02:30:= 
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And finally scroll one more time to view the last screen of the Predictor data: 

NRNE 
L I U  1 ROORESS 

T N ~ ~ ~ I I Q  

ROOITIONRL OflTR TOG 1 - 
FEATURE FUO TO ON TIPIEOUT BSRING SIMINTER SIMINTRA 

/CFBLflC 9870098 0 N 1 99 
/CFORAC 9870038 24 N 1 99 
/CFU 9176000 0 Y 1 99  

0 - 0 0 
- 0  - 0 0 

__- 0 - 0 0 

S42F-95027335 96-08-07 02:26:45 953311 BRB98EE 
REPT: RCU APPTEXT COMPLETE0 TERN-IO = ttyr 

)I.*. DISCONNECTING FROM PORT 52 

PREO Oata Ruailable for 2059876000 0 7 : a  02:31:25 

a Note: Don’t be ‘overwhelmed‘ with this data. Remember that TAFI does all 
of the analysis for you These screens are intended to give you a be- 
appreciation of what TAFI really does for you in processing you customer’s 
trouble report. 

. 
Remember that you have a ‘short cut’ key to view the features TAFI found in the CSR and see 
what TAFI found as the result of a Predictor transa& ’on (given your trouble report required a 
Predictor check). Remember what this short cut is? ... Right F7! 

Using the sample customer report that generated the Predictor results above, lets see what 
happens when you hit F7: 
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/-- 

F7 displays the customer's features found in CRIS and what features are programmed in the CO: 

RES MRINT CONTRRCT IWP/TOG I - 
BOCRIS Features ----- ----- 

Long Oistance Carrier CO2881 
Nemory Call 
Call Foruarding Busy Line 
Call Foruarding Oon't Rnsuer 
flessage Uaiting/Stutter Dialtone 
Touch Tone 
Three Uay Calling 
Call Foruarding Uniuersal 
Call Uaiting 
Cancel Call Uaiting 
Call Return 
Caller IO Oeluxe Rnonymous Call Rejection 
Wire Maintenance Plan 

PRED Oata Ruailable for 2059876000 10:01 0 2 : 3 3 : z  

Scroll down to view the Predictor data: 

I I  - RES MRINT CONTRRCT IUP/TOG I 
Uire Maintenance Plan 

PREO Features ----- ----- 
Touch Tone 
Long Oietance Carrier CO2881 
Three Uay Calling 
Call Return 
Call Uaiting 
Cancel Call Uaiting 
Call Foruarding Busy Line 
Call Foruarding Don't Rnsrer 
Call Foruarding Uniuersal 
Message UaitingIStutter Oialtone 
Caller IO Oeluxe Name Oeliuery 
Caller IO Oeluxe Number Oeliuery 

PREO Oata Ruailable for 2059876000 11:14 0- 
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8.6 DATE - TROUBLE HISTORY 

Let's suppose you are taking a trouble report from a customer who says the trouble has been 
reoccuRing every two months. Normally reoccurring troubles are indicated on the screen as 
Repeat Reports, however, since. the customer's problem did not reoccur in the past 30 days, you 
will need to look at the customer's trouble history to determine a common thread. Selecting the 
Trouble History option will access the LMOS DATH (Display Abbreviated Trouble History) 
screen. 

When you select this option, TAFI asks you if you want the LMOS report sent to a local printer 
for a hard copy: 

FODITIOIYL mm 

T e s t  Results 
Ticket Status 
Bocris CSR 
Laos t r  
Predictor 

(optimal) 

Other Socs orders 

Update llos tr 
Reset eaunicatiars 
Host rsqusst errors 

w:43 12:27:03 

4 

Since TAFI allows you to scroll a multi-page DATH (and other) report, the need for sendkg the 
report to a printer is no longer neeesary. To view the report on your screen (the typical 
approach), depress Enter without inputting a printer address. 

Look at the bottom of the next meen. Obtaining LMOS reports PATH, DLETH and DLR) is a 
two step process. First you tell TAFI to get the report Then, once TAFI indicates that the report 
is available, you ask TAFI to display the report by selecting the option a second time. Let's see 
how this works: 
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Select the DATH option and press Enter: 

INITIAL mouBLE E W R T  - ROUTE FOR - R 
WE- S -- -- ow- 

-999j555555 AMssD999 

TraLDEscmJ.-wwxx-- 
NtWHTIVE -ndt-a/lr 

NDIamgS AMSS: A 
WSM C F I T a  IF33 

DT WXVD SUB: CLSRLT 

HAWoL- 
RM)ITICWfL mTfl 

T e s t  Results 
Ti&et Status 
Bocris CSR 
Lnos tr 
Pred ic tor  

DLETH trouble history 
DLR CDLRL) Line  Record 
DLR (DLEX) Exterded Rec 
Sacspandingorder 
OtherSocsorders 
JIOS bsm 
(hdats 1- tr ------ - - -  
Reset cowmications 
Host request errors 

Trarble  H i s t o r y  (WITH) Data Rvailable for 999wzrjwB w:52 12:28:12 

Depress Enter a second time after TAFI tells you that the data is available (see the status line): 

mni M PRTR EC 
x u  m WE 
YSR f?ff AwREss , tlINDWZAC Y/LA 904 SIBLEY wm Y 
%LOC TUG 
---HI=--- 
EWRW SCLEIWHl THXF, TSTRJ"SU( CSCFIT T D 
06-18-94 3 1 s  0 07-1494 6OOP 07-19-94 617P 600 181 181 Y CD 100 o900 6 
:m m cl€fWpI+IlOl/RPD m / m  IRS . 

06-16-94 107P 0 07-18-94 lO1oA 07-18-94 101SA 603 179 179 Y a 100 1210 3 
: zc3w w mB m IU R J l l C  . 

05-20-94 452P 006-21-94 231Po6-21-94 238P299299299 x W 10007006 

Trouble H i s t o r y  CmTH) Data ftvailable for 9999495038 W:l6 12:28:36 
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Scroll down to view the second screen of this report: 

06-16-94 107P 0 07-18-94 1OloA 07-18-94 1016A 603 179 179 X CD 100 12lO 
: ipoo w m RPrJ IY FfJllC . 

05-20-94 452P 006-21-94 23lPO6-21-44 -299 2 9 9 2 9 9 X  CD 1000700 
~ J T O K ~ ~ ~ .  

DD 
IM,T=16 

Tlwble Histom (DflTH) Data Available for 9999495038 05:00 l2:29:20 

8.7 DLETH - TROUBLE HISTORY 

The LMOS DLETH @isplay Extended Trouble History) report is obtained using the exact same 
process as pulling the DATH report. You request the report, tell TAFI where you want the report 
delivered (screen or printer) and then, if you picked the screen option, reque.st the report a second 
time. 

PRNATE I PROPRIETARY EPJosw 3 
July. 1997 Not for use or dsdown outs& BEusouTH ampt by miltsn agroemcnt 

01987BELLsouTH 
-232 



CLEC TAFl End-User Training 

8.8 DISPLAY LINE RECORD - DLR 

The LMOS DLR (Detailed Line Record) contains all of the information that LMOS hows about 
this line. On rare occasions you might get a call from a technician asking you for the cable pairs 
for a given customer so he can complete a repair job. The technician should be calling his WMC 
for this data if he can't get it from his CAT. But just in case you get such a request, you can find 
the information on the DLR 

Select the DLR option on the Additional Data Window and depress Enter. When the data is 
available, depress the Enter key again: 

B 
INITIAL TRUBLE IEPORT - ROUE FOR HANDL 

Q 
~ luR- Ec 010 TN 999 949 5038 SEC OPA PRTR PG 

SLID SLIDD 
oRDF5L6R284 m -01-94 cus 116 WIT 39539600 08-03-94 095s 
N s T R u K w w B P m  SP PRI EN C P E N m C  
mIti KS O R T 1 2 2 3  TSOP 0 CS R€S SC L1R 
OE 007-322-015 DK9993410T UT PTY BRGNNSUN 
WcUcG 7 B I D  N HSEC N H)pA N TRS N TFC: N 
M03-02-94LCT 72632587 W N  

SSN 

I LNmWwE, 
Y / L A  810 5M IW , HRRoEy/zAc Y 

Rn: ooo1 t€u m IS 999 3404192 
Rn: o300 /m 04 347-9358/LPs 
SEQW 1 W U R  KS O L T D  REF 

DLR Data fkailable for 9999495038 06:25 12:30:44 

To view the next screen, depress the page down key: 

,--- 
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I N I T I f L  TROUBLE REPORT - ROUTE FOR tffDL 

R 
AODITIONAL DATR 

S E Q T Y  1 USOCLlR KS O L T D  
SIR /PIC 288/m cn. 12-01-93 
S Q T Y  1USOCWPELKS OLTD 
S Q T Y  1usoCllR KS O L T D  
S E Q T Y  1usoCmG KS O L T D  
S&EQTY 1 USOC-4 KS O L T D  
SIR /m (R) 04-26-53 
S E Q T Y  1usoC9LP KS O L T D  
S Q T Y  1 USOCSEQlXKS O L T D  

XDISPLRY axcTIlxED ON W SCREEN 
DUI OLRLECOlOM9993479358 

REF 

REF 
REF 
REF 
REF 

REF 
REF 

SEC m PRTR PG 
SLID SLIDD I SSEQTY 1uSOCFYp KS O L T D  REF ~~ I G Q T Y  1usoCAHpLAKS O L T D  
cm TP ~i m i o  PR 1842 rpA 999 wc 340 PRU TPR PRS 

DLR Data Rvailabla for 9999495038 

Scroll down one more time to view the rest of this report: 

06:B 12:31:13 

INITIfL TROUBLE E K R T  - ROWE F W  MtU 

CAB TP ~i m io  PR 1842 m 999 yc 340 PRU TPR PRS I T E A R 4 2 7 5 T H S T  m BP42 
~ T P E ~  m 4 m  PR 682ppA999uc340PRU TPR PRS 
TEA I 810 5M RU m O-U+R-O BP 

DLR Data Rvailable for 9999495038 07:28 12:31:48 
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8.9 JMOSBSWM 

When a request exists for drop wire to be buried, TAFI will access JMOS to verify the request 
If a request exists, TAFI will provide the status and due date on your screen.. You can view the 
Buried Service Wire request information under the Additional Data Window and selecting JMOS 
BSWM option. 

8.10 RESET COMMUNICATIONS 

Once in a while you might get a communications error message (e.g., comm error LMOS-A) that 
keeps TAFI h m  accessing a downstream system. When you get these errors, you can “fix” the 
problem yourself, even with your customer on the line. 

From the Additional Data Window, select the Reset Communications option: 

-- S -- 
I NAWWTIK -ndt-a/o- 

I Test Results 
Ticket Status 
Bocris CSR 
Laost 
Predic RESETartu(ICRTI0Ns - 

OUI (D )0110sessionB 
- P  
Other  Socs orders 
Jlos bsm I- 

A sub-menu is displayed listing the four communications links that TAFI has established for 
your session. Move the highlight bar to the link that reposed the error @e., LMOS - A) and 
depress the Enter key. 

EP-lssue3 PRIVATE I PROPRIETARY 
July. 1997 Not for use or d i e u r n  outside BELLSOUTH except by written agreement P* 235 

I997 5ULsOUlH 



CEC TAFI EndLlser Training 

8.11 HOST REQUEST ERRORS 

If TAFI requests information h m  a downstream system, or tries to send information to a 
downstream system, and the access to that system is ‘blocked‘ for some reason, TAFI generates a 
“Host Request Error”. 

For example, you are working the late shift and wanted to see the DATH report for a customer. 
However, at this time, the LMOS host is down for backups. TAFI responds with a Host Request 
Error 

Should this happen, p u e  your 
At that time, recall your report h m  the queue and go to the Host Request Errors option on the 
Additional Data Window. 

- 
to the do-. 

- 
Outgoing c a l l  
Incoming c a l l  
Transmission 
memory Serv ice  
PIeaoryCall 
c a l l i n g  p l a n d b i l l i n g  CRNII 
Long d i s tance  
Phys ica l  
Coin 
data pRob1e.s 
Uideo 
iNt ernet  

5 4770 

Uirelees LI m p  m o w n  meset - 
Dub!. e.. Hi.stol.U.COR.TH).Oa ta. EE r.ILr.. for. .90444!55?5 .......................................... 0 1 5 5  02:08:44 ............ 

TAFI displays all of the host request errors for this report (in this case, just one). Move the 
highlight bar to the tmmction you want to execute using the F2 and F3 keys (ithere was more 
than on error) and then depress F5 to reset (actually re-send) the tnuMcti on. 

a lot of information that’s available to you via the Additional Data Window. 
. We do expect you to be 

We have discussed 
-ect 9 vou to h o w  what eve- 
familiar enough with TAFI so you know where to find this information. 

d 
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90  OVERRIDEFLJNCTION 

The last TAFI function to discuss is the “Ovemde” function. As you have learned, TAFI makes 
a recommendation on how to resolve a customer’s trouble report based upon the various inputs it 
receives. On occasion, you may have some additional information about the situation that TAFI 
doesn’t know about which justifies a different approach to solving the problem. 

Once TAFI has developed its recommendation, the final Trouble Report screen is presented to 
you At this point, TAFI is finished doing its analysis and will only ensure that you populate a l l  
of the required fields with valid entries before sending the report to LMOS. To change the 
recommendation, you utilize one of the options on the Override window. 

j Note: Given that you have provided TAFI with accurate information, the 
TAFI recommendation will be the best choice in 98% of the reports. 
Therefore, before you elect to override TAFI, be very comfortable that you are 
doing the right thing. This will come with practice. If you are not sure what 
to do in a given situation, as your Assistant Manager for guidance. 

To access the “Override” Window, depress F12: 
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Look at these options and you will see that you either Cancel the report, Close the report or re- 
direct the trouble report to any location for resolution. Each option on this Ovenide menu will 
generate a submenu of options to further define why the report is being handled the way you 
want it to be handled. 

When you select an item fiom one of the submenus and depress Enter, you will notice that the 
TAFI recommendation has been changed to the value you selected and TAFI automatically 
populates the Handle Code field with the appropriate value to match the new recommendation. 

Let’s look at these “Ovenide” options: 

Remember that you cancel a report when the customer is -ce r e U  
& (i.e., the customer wants to discuss his bill and called the RRC in error). 

In order to maintain good records, you should always enter the customer‘s telephone number 
prior to canceling a transaction. In some situations it is obvious during the initial conversation 
that a report is not required in LMOS, Le., the customer says ” ... can you transfer me to the 
Business Office“. Use a phrase like “may I have your area code and telephone number so I can 
trrmsfer you to the correct locarion’! You should then input this information and then press 
PF12 for the cancel option. Following this p r d u r e  generates an accurate history of your 
activities. 

4 

The Cancel tnmsacb ‘on is selected in two ways. 

2. 

1 . In certain situations, TAFI automatically recommends that the report be canceled. If you 
agree with the recommendation and depress the Enter key, the system will automatically 
select the correct cancel reason and returns you to the Trouble Entry screen. 

In other situatiom, you may determine that the report should be manually canceled and 
depress the F12 key for the Cancel Report option. When you do, TAFI displays a menu 
of the eleven (1 1) cancel reasons and you must choose one of the cancel reasons that best 
reflects the situation in order to complete the transacti On. 
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Selecting the Cancel Report option from the Ovenide menu generates the following options: 

--User htry Error 
UrWIL-Information Call 

can - 
IwUwrIK d t -  QWCEL-Other 

Technical assist RRC 
OS 077-2995 06MY? arsm Rs 97-29-% 06MP 

DT REMI  Bc 

j Note: The F6 function allows you to rehlm to the trouble report if you have 
depressed F12 in error. 

In order to track why reports are behg canceled, eleven cancel reasons have been developed for 
your use. By understanding why customers call us in error, we may be able to develop 
procedures to minimize this activity and get the customer where he needs to be on the first call. 
Whenever you cancel a report, select the reason that best matches the situation; 

Let's review these cancel reasons: 

9.1.1 TRANSFER TO BUSINESS OFFICE 

During your convexsation with the customer you or TAFI determines that the customer needs to 
be transferred to your company's Business Office in order to resolve the problem. Depress F12 
and select the Cancel Report option, then select the "Transfer to Business Office" cancel reason. 

Let's see how this would look r- 
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NISc Ja.0  

18:W 12:43:10 

Notice that the TAFI Recommend field is now populated with the “Transfer to Business Office” 

you enter the name of the person you were talking to in the “Reported By” field and why the 
report was canceled in the narrative. 

cancel reason. Even though these canceled reports do not go to LMOS, it’s recommended that 4 

This identical foxmat will hold m e  for all canceled reports. 

9.1.2 RESELLER / MISDIRECTED CALL 

When a customer signs up with a reseller, that reseller is responsible for maintaining that account 
and mauaging all trouble repork 

Ifa reseller’s customer calls BellSouth to report a problem, t thev Were lz&g 
&& vend% the BST representative would politely let them know that they have dialed the 
wrong number and they must call their vendor for help. They would cancel these reports to 
“ResellerMsdkcted Call‘‘. 
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9.1.3 RESELLER / INSUFFICIENT DATA 

Remember that the reseller (i.e., XY&Z phone company) is the BellSouth customer and when 
they report a problem on one of their lines, they handle it just like any other customer call. 
However, the reseller must be able to provide BellSouth with all of the required information 
before they can process the report (i.e., Reach #, Access #, etc. - see page Xii). If the reseller 
does not have all of the required infomation, BST will tell the reseller ”Z’m s o r v  but you 
haven’t provided me with all of the information I need to resolve this problem. Please contact 
your customer and obtain the missing &tu and then call us back _.. ”. They would then cancel 
this TAFI transacb. ‘on to “ResellerAnsufIicient Data”. 

9.1.4 REFERRED TO RESELLER 

In this situation, the end user calls to report a problem and TAFI identifies this user as being a 
reseller’s customer. BST will politely tell the customer “Z’rn s o w  but my records indieate that 
you are not a BellSouth customer. You must contact your vendor to have this trouble repaired” 
Once they have completed the contact with this customer, they will cancel the TAFI tnmacti on 
to “Referred to Reseller”. 

9.1.5 INDEPENDENT COMPANY REFERRAL 

This situation is very much like the “Refer to Reseller” case discussed above. A customer served 
by a different telephone company calls BellSouth in mor to have his telephone problem 
resolved. Once the BST representative explains that the caller must contact their vendor for 
repair, they will cancel the TAFI trausaction to “Independent Company Referral”. 

Let’s talk for a moment about Independent Company Referrals. These reports are not very 
common, but can usually be noticed right away because of the trouble reporting screen that is 
received h m  LMOS. On rare occasions, you may receive a referral (R4C or RX) screen. This 
screen displays when there is no l i e  record in LMOS for the telephone number entered on the 
Trouble Entry screen. 
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You may receive the Referral Screen if 

You transposed the customer's number 

You failed to change or entered the wrong area code 

0 Your customer has given you a telephone number which is handled by an 
independent company. 

0 You entered the number wrrectly, but the NXX is new and not yet loaded into 
LMOS. 

On the rare occasion that you receive this screen, you should follow the recommendations 
provided by TAFI. TAFI will recommend that you: 

Verify the area code and telephone number, and: 

If Independent Company Report: -> 

If number incorrect --> 

If number correct -> 

Cancel to Independent Company R e f d  

Cancel and re-enter on correct number 

Take Report as MR 

Add in Namtive that NXX has not been loaded in 
LMOS 

9.1.6 CCPE COIN PHONE / REFER TO VENDOR 

All win telephone trouble reports are now handled by the Public Telephone group. However, if 
a customer calls BST to report a problem on a CPE Coin Phone (i.e., the telephone is owned by a 
vendor (other than BellSouth)) and the caller is not the vendor, BST will inform the caller that 
they must report their problem to their vendor. This TAFI ?mmact~ 'on would be canceled to 
"CCPE Coin PhoneAkfever to Vendor''. 

9.1.7 USER ENTRY ERROR 

If in taking the report, you input the mng telephone number or answer one of the TAFI initial 
screening questions incorrectly, (i.e., you entered All Phones = N and it should have been Y), 
you need to cancel the lmmact~ 'on and regenerate the report with the correct information. Cancel 
the original kamact~ 'on to "User Entq Error". 

4 

4 

4 
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9.1.8 INFORMATION CALL (NON-TROUBLE) 

When the customer calls and requests information about something that is N Q I  
RELAT.D to a trouble c- or other cancel warn, cancel the transaction to 
"Information Call". Some specific examples would be: 

. .  

"What time is it?" 

"How do I contact the Public Relations depariment?" 

If a customer calls and says for example: " ... I don't have a trouble. I just need to know how to 
recover my MemoryCall messages". You must generate a trouble report and close it once you 
have resolved the customer's problem. Why? The customer recognized that the network feature 
is OK and they forgot how to use it. We treat these cases as opportunities to help the customer - 
you are providing assistance and resolving the customer's problem of not knowing how to use the 
feature. Thefore, you must enter the report in TAFI and perform the close out. TAFI will 
recommend that the closed report be "excluded" (since the problem was not with OUT product). 

F-. 9.1.9 OTHER TROUBLE REPORTING CENTER 

Working with the customer you determine that the report should be taken by an alternate 
BellSouth trouble reporting center (i.e., BRC) The BST representative will transfer the customer 
to the appropriate location and then cancel the tramacb 'on to "Other Trouble kporting Center". 

9.1.10 REPORTED WRONG NUMBER 

W e  processing a trouble report, you determine that the real problem is on the called number, 
not the caller's number. In this situation you would cancel the TAFI transaction to "Reported 
Wrong Number'' and enter a new report on the correct telephone number. 

9.1.11 OTHER 

If the reason you are cauceliig the transaction does not fit one of the other cancel reasons, use the 
"other" cancel reason category. 
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9.2 CLOSE 

Selecting the close option on the Override Window produces the following options: 

I OCrERRIoE OPTIONS I - 
FECOTOK-TOK per Custolnr 
M 03 Instructions 
M UGM T W ~ W R O H  Conlition 
Custoler Declines Disp 
M Not ma3 
M TOK Uiretap Investigation 
CX Requsst to Locate Buried Plant 
M b B i l l e d  Feature - 
tlailbox Corrected bg QtlRc 
M Custmr Cancalling Original Report 
Recording Corrected RIS 
M Ifiother Caman Carrier L!BQ!2e 
M Customer Dialing Error LQ§oDP 
M Not Related To BST EquipSnWService 
Fand Okau In 

EM 

In most cases TAFI will recommend a close and automatically select the correct reason. 
However, there may be times when you recognize a close report opportunity @e., providing 
inst~~~tions) and will jump to these overriddclose options. 

Cancel or Close ? 

We mentioned earlier that if a customer was calling about a situation that was not related to a 
problem with ow products or services, you would cancel the report And that’s almost true. 
Over time, situations that would have been canceled in the past are now entered into LMOS as a 
CX closed report. (i.e., A referral to mother common carrier is now a CX report) Remember 
that LMOS is the “official” mrporate record and as our environment changes, Werent things 
mustbetracked. 

Rule of Thumb 

Ifyou are not sure if the report should be Crurceled or Closed, select the CLOSE option first 
and look at the various options. If there is an option t h d m  your sauatiOn, Close the report 
I f  nom of f i e  Close optionsfit, then Cancel the repod d 
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/-- 

9.3 DISPATCHIN 

Sometimes you will recognize that a report should be dispatched “in”. Select the appropriate 
option from the “Dispatch In” Override menu: 



CLEC TAFl End-Uger Training 

9.4 DISPATCH OUT 

The following options are available on the “Dispatch Out” option: 

IU€L INITIFL REPORT -1 Coin Rsoort (PTIKO 

K m m  Drop T&le-%usi- 
WT TECH-Cust Demands D i d W  validation) M p99 949 

CO3Ml-lst an fES dispatch (5rm-6an) 
CO3Ml-lst M BUS dispatch (5p-6an) 
BLLssA&wSiness SFIB 
uEr€mR-st& Requests Vendor Ilmt 

T e d n i c a l  assist RRC 
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9.5 TECHNICAL SUPPORT 

To illustrate the function of manually sending a trouble report to the BellSouth Technical 
Assistance group (pool of MA’s manually screening trouble reports), lets pick a situation where 
TAFI cau not process the trouble report (at this time). 

The telephone number in the following example is a Centrex lime to a business location (the 
author’s BellSouth office in this case). You can identify this a being a Centrex line with the 
Class of Service indicator of CNTX (to the right of the Working Condition - WKG). 

Note: This example is not in the Training Database so you will not be able to 
duplicate the following screens in class. 

(BLLlG m) 

mrcrrrms 
htgoing call 
Inconing call 
Transnissian 
nmory Service 
b r y c a l l  
calling plandbilling <WI) 
Long distance 
Phgsical 
data PROblerrs 
Enhancad Services 

wi cti-rxm~m c u r m m m ~  
n0 TROUBLE HISTORY 
W R  0-2069677638 FlWE 205-967-9186 

=IS Data Wmilable for 2059775583 01:18 02:18:52 

By selecting “Features” (F-7), you will get a list of features that TAFI has been taught to 
translate from the CSR record. 
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_ _ ~  ~~ 

BMRIS Features ----- _---- 
Call Pick-Up 

UaitinglStutter Dialtone 

----- PRECJ Features ----- 
Features not available Ust. 

calling pldbilling (WI) 
Long distance 
physical 
data pRoblsrs 
Ghancd Services I 

BOCRIS Data Available for W D5:z 02:22:56 

Please note that since this is a sophisticated business liie (not simple POTS), there may be more 
features on the liie that TAFI does not translate. You can verify the presence of additional 
features by going to the Additional Data option (F-11) and selecting BOCRIS CSR. 4 

--DIR I 
--BILL 
BN1 B O I m  
BEL? ZIPC 
BH3 16OOWH'TWST 

BOCRIS Data Rvailable for 2059775583 04:26 02:22:M) 
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Notice that TAFI recognized that the number input (205-977-5583) was not the master billing 
number (where CRIS stores feature data) and it automatically found the master number (205- 
987-1000) and then retrieved the data for the number in trouble. 

RODITIOHAL DRTA 

---e 
1 Xxxxx TRFI SPECIAL PIVLPIOF'03 USOc 

1 LTB8x 
/PIC 0222/m M 

/M 977-558WPH 977-5583/ZBC 1 W D S H A  lF.IBSO.83381..SC/WG BSSC 
Loc FLR 2 

1mQ6x 

1 0 0 8  

1 DslFc 

1 ERm 

/M 977-5583/DSHA lF.IBsD.83381. .sVLCC DsI/DpG B s s a K w A R s  

g n - s s w ~ l  m g n - 5 ~ ~ 3 ,  mi,twmz,nxui, RNPNOR, ~ Z B C  i 

/TN 977-5583/m LIMDP, LIcu(p/mm W Z B C  10044-Li4AOA000 

/M 977-5583/mm W Z B C  10044 

BOCRIS Data h i l a b l a  for 2059775683 W:50 W:Z?:24 

Scrolling down through this CSR data, the user can identify the various features on the line. 

For our trouble situatio~assume your customer is telling you that the 'Hunting' feature does not 
work. If the customer is on the line and a second call comes in, the new call should be directed 
to 977-5899 (sometimes referred to as extension 5899). 

However, when you look at the various Memory Service option on the TAFI menus, you find 
that Hunting is not currently supported. To resolve your customer's trouble situation, you have 
to manually send this trouble to the Technical Support group at BellSouth for manual 
intervention. 

You do this by: 

(1) 

(2) 

(3) 

Depressing F-12 to obtain the Override menu 

Select the "Technical Assistance'' option 

Select "MA -Needs Further Analysis" 
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OVWRIDE OPTIONS 

00s E L -add or delete feature 

MRIlultiple Trouble Report 

Incaning call 
T-ission 
-ry Service aosE report 
rleaorycall 
calling p l d b i l l i  
Long distance 
physical 
data pr\oblem 
Enhanoed Servicss 

LRIS Data Available for  01:51 W:30:15 

The TAFI final ‘send to LMOS’ screen is displayed with ‘your’ recommendation and proper 
Handle code populated. Complete the remaining required fields (Reach, Access, Rep By) and 
indicate in the Narrative what’s wong - in this case, Hunting to extension 5899 does not work. 
Depress enter to send this report. 
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9.6 OTHER 

The final Override menu option is the “Other” option. Reports needing special handling in the 
WMC are found in this location: 

I I 
arCn INITIIX REPORT 

Dispatch In 
D i s p a t c h  Out  

28:14 12:52:34 
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10.0 ERROR MESSAGES /INFORMATIONAL STATUS I 
The following error messages may be displayed on your terminal. 

"ERROR" 

"NOLMOS" 

"READY" 

"TESTn" 

"RETESTn" 

"WAITING" 

This status indicates a host request failure. When this message is 
displayed (and you know your login is okay and LMOS is not down), you 
should bring up the Additional Information window (F1 1) and select 
"Host Request Errors". This will display the system with the error. After 
the error is identified, depress the F5 key to re-send the trimsadon. This 
alleviates having to cancel and reenter the trouble report. 

This message indicates that a problem has been encountered and you 
should wait 5 minutes before reentering the trouble. That is, wait 5 
minutes, take the report out of queue, and re-submit the trouble report 
h m  the close-out screen. 

This message displays when LMOS is not available or an error has been 
encountered while updating the LMOS screen. (NOTE: This is a catch-all 
error condition for LMOS updates.) 

This is the base status value; it indicates there are no error or outstanding 
requests and that TAFI has completed its analysis and has developed a 
recommendation. 

This indicates that a test is currently in progress. On a re-test, "n" 
indicates what test is executing, i.e., TEST2 for the first re-test, etc. 

This status is displayed during the wait time between re-tests. 

This is a generic status indicating one or more outstanding host requests. 
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11.0 !XJBSwUENT TROUBLE REPORTS 1 
Once a trouble report in entered into LMOS and routed for someone to continue the resolution 
process, the report is called a “Pending Report” (because it is pending resolution). Sometimes 
the customer may call us back before the pending reported trouble is cleared for a number of 
reasons. Some typical reasons include: 

Ask for information about the status of the report. 

Provide some new information about the pending report 

Express dissatisfidon with the appointment given previously. 

Complain that we have missed the appointment or express concern that the 
appointment will be missed. 

Ask about a “no access’’ notice left by a repair technician. 

Change access or appointment times. 

State intentions to appeal to higher management, Public Service Commission, etc. 

When this happens, we enter a “Subsequent Report”? 

When you receive a customer call related to a pending trouble report, you should handle the 
customers with the same courtesy and concern, and use all of your problem solving skills to 
e x c e e d  your customers’ expectations. Every time a customer calls about a trouble condition, a 
record of the call must be entered in LMOS. 

The LMOS system will accommodate only one active trouble report for a given telephone 
number at a time. Therefore, a l l  subsequent customer interactions are entered as a Subsequent 
Reports appended to the existing (pending) report. Every time someone performs a task on the 
pendiug report, there is a line of status information entered on the report. This status line 
indicates the datehime of the activity, who performed the activity, what was done and a line of 
narrative information. By viewing the LMOS Recent Status Transaction (RST), you can see the 
complete history of the pending report. 
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The status code that you see on your pending trouble will determine the action you will take with 
your customer. Although each code has a different meaning, your actions will be the same: 

You will convey idormation in a clear and acceptable way, 

make any appropriate changes to the report, and 

demonstrate that you are a valuable resource to your customers. 

This section will help you learn how to process Subsequent reports and how to convey status 
information to your customer in such a way that he can understand and accept. 

When you answer the phone and begin pmssing a customer trouble report, you may not realize 
that an existing @ending) trouble report already exists in LMOS. Sometimes the caller may not 
know that a report already exists. For example, one member of the household called and 
reported the problem; sometime later, another member of the household calls to report the same 
problem. 

When a pending trouble exists, TAFI does not return the Main Menu after you complete the 
Initial Trouble Entry window. As soon as TAFI receives the initial data from LMOS, you will 
get an indication that a pending trouble report exists: 

WAITING FOR RST 

No TRaslE HISTORI 
HCfL -999-5554948 

IKG RES mItwcotim=mm 

fkml@ng DmStreM SJsUns 

SB Data Rvailable for -7 00:W 12:18:07 
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P Look at the line just above the “Analyzing DownStream Systems”. This example tells you that a 
pending trouble is in LMOS (F‘END); the original Trouble Description (T’FU3L) is Transmission 
(TRAN); it was an out of service condition (OOSY) and the cunent status of the report is 
Pending Dispatch Out (F‘DO). 

The best way to “digest” the information you are abouf to read is to actuallypush the 
bunom and see what happenr on your screen while something new is being discussed 

DO m s  NOW IF YOU ARE NOT LOGGED INTO TMI, UK; IN 
ENTER THE TELEPHONE NUMBER 9995558667 
ENTER LIU = N 

TAFI automatically pulls the RST kanm.31 ‘on (so that data will be available to you) and then 
displays the Subsequent Trouble Report Screen: 

RES rmIrnaXrCRACTmG 
Is this cancel raportlokay closeout? RWBLE HIsmRY I1 - 59995559141 FFWE 999-555-4948 

00:35 12:18:33 

Notice. that at the bottom of this screen is the Original Report Information window. 
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11.1 ORIGINAL REPORT INFORMATION WINDOW 

This window will display automatically when a customer reports a number that has already 
been reported. As you can see, this window displays the pending trouble (initial trouble) 
description, followed by the current narrative field (the text between the single quotes) on the 
jirst line. The initial Handle Code, Access time l i ta t ions (A and B fields), the information 
entered in the Remarks field (Le., ‘wl b hme’) and Reach number information is shown on the 
second lime. The category of the report, the current status of the report (TAFI translates PDO) 
and the date and time that this report was given this status (note: ‘DT Recvd’ is misleading, the 
label should say ‘DT Statused‘) is displayed on the third line. The number of times the customer 
has called and the current commitment information is presented on the last line. 

Note: When you provide the customer a commitment on an initial trouble 
report, we call it the New Commitment. When processing a Subsequent 
report, that original commitment is called the “Old Commitment” ... because 
you have the oppoaunity to change it with another Wew Commitment”. 

To ‘unclutter’ your screen, you may remove the original Report Information window after you 
have provided the status information to your customer. Notice that the ‘active’ window on this 
screen is the query window (“Is this cancel repod0kay close-out”) ... because that’s where the 
red TAFI cursor is located. 

DO THIS NOW 

TO MOVE TEE CURSOR TO THE ORIGINAL REPORT INFO WINDOW, DEPRESS m. 
0 NOW RETURN TO THE QUERY WINDOW SO YOU CAN PROCESS THIS REPORT, 

DEPRESS F6 

NOTICE TaAT THE ORIGINAL REPORT INFO WINDOW BAS BEEN REMOVED 

TO RE-DISPLAY THIS WINDOW, DEPRESS F2 AGAIN 

0 HOW WOULD YOU GO BACK TO PROCESSING THE REPORT? ... RIGHT, 
DEPRESS F6 
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fl 

11.2 PENDING TROUBLE REPORT PROCEDURES 

When you receive a trouble cdl and the telephone number reported by the customer has been 
reported, you will receive the Subsequent Report screen with the Original Report Info window. 
This window displays with all the pertinent information relative to the initial report. Remember 
to check the Customer Information window on the screen to verify that you do have the 
correct area code and telephone number. 

If you have entered the wong telephone number (or the customer gave you the wrong number 
and corrects it when you ‘’veri@ the customer’s name and address”), cancel this TAFI report 
and initiate a new one with the correct information. 

‘ I  
- 
Is  this -1 reporvokay closeart? RUBLE HISTORY 

E9995559141 FRFlf 999-555-4948 
halyring Dmstrean Sy 
w t  b r t  SUB OKRRILlE m 

I I  I 
I II 

=> Note: Notice that on subsequent reports the Override Menu is now called the 
“Sub Override Menu” and your options have changed. If you have progressed 
through the subsequent report flow and arrived at the Trouble Report Screen 
(the final view prior to sending the report to LMOS), the Override Menu 
becomes the “Limited Sub Ovemde Menu”. You lose the option of 
Escalating the report (having TAFI select the correct routing codes) because 
the disposition of this report has been detenniued when you get to the Trouble 
Report Screen. 
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After you have determined that you have the correct customer account, tell the customer: 

”We have your original report. “ 

Next, provide your customer with a status report using the information provided in the Ori@ 
Report Info window: 

Confirm the existing commitment time 

Tell the customer the c-t status 

Verify that we have a Reach and Access number (ACN=XXXECGJ 

Using OUT example, you might say (and let’s assume today is July 27) 

“Mr. Coxe, according to my records, we have ideniified the cause ofyour problem and your 
report will be assigned to the next available technician That determination was made at 8:02 
this morning andl’m confident that we will have yow trouble resolved by 7 PM Should we 
need to contact you, can you still be reached at 9990000000? (pause for a response) And should 
ow technician need to enter your home to resolve this problem andyou are not there, is there a 
number he can call to get access to your property? @use for a response)’’ 

4 

3 Note: Always verify the reach number since things could have changed since 
the initial report WBS taken. In this example, the customer did not provide an 
access number (NOACN in the narrative) initially so try and get one now. 

At this point, the customer will identi6 one of the reasons mentioned earlier and you follow 
TAFI’s flow to process the report. 

PRIVATE I PROPRIETARY EP-lsolIe 3 
July. 1997 Page 258 Not for use cm dirclorurr wtsiie BELLSOUTH ex- by m e n  ag-nt 

0 1997 BELLSOUTH 



CLEC TAFl End-User Training 

11.3 TAFI SUBSEQUENT REPORT FLOW 

As with your trouble report handling for initial trouble reports, TAFI will prompt you to obtain 
certain information from the customer. TAFI prompts you to determine if the call is to 

CANCEL REPORTlOK CLOSEOUT?, 

IS CUSTOMER REPORTING A DIFFERENT TRBL CODE?, 

CUSTOMER IRATE?, 

IS THIS AN INFORMATION CALL ONLY?, 

etc. 

You will make a decision as to whether the customer is requesting information, adding new 
information, or if the customer is satisfied with our service or commiment. When the customer 
is not satisfied with our service or commitment, you must answer "yes" to the customer irate 
prompt. However, when the customer is satisfied or becomes satisfied by the end of your 
contact, you must make the indication by entering an "N" in the 'irate' field prior to sending the 
report. 

REMEMBER FOLLOW THE FLOW OF TAFI 
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113.1 MISSED APPOINTMENT 

If the customer calls about a pending trouble report and the current commitment time is missed 
(Le., it’s now later than when we promised the customer that the trouble would be repaired), we 
institute the ‘Missed Appointment’ procedures. TAFI will automatically recognize this condition 
and follow the procedure. If the status code (IST or Intermediate Status Transaction) is one of 
the following, we have effectively “stopped the clock” and have not missed the commitment. 
(This is because something prevented the technician from completing the work on time.) 

BKO, I-LD, HSO, NAS, ROP, NAO 

All other IST values are considered MISSED COMMITMENTS and we must follow the 
procedures listed below: 

1) Tell the customer: “I’m sony that we missed the established appointment to 4 

correct your problem We w.11 have your trouble cleared As Soon As Possible. I’ 

TAFI will enter a commitment time of 5 minutes (6) from the time trouble is 
received in the New Commitment field. 

2) 

a Note: Since trouble reports are sequenced by commitment time in the WMC, 
entering a commitment time of 5 minutes from “now“ will place this report on 
the top of the stack. DO NOT TELL the customer the new commitment time 
you entered since you know that there is no way of meeting it. It just gets the 
report on top of the WMC queue. Tell the customer the ASAP commitment. 

3) 

4) 

The system will enter ASAP MA (missed appointment) in the Narrative field. 

If the customer does not accept the ASAP commitment, offer the following 
commitmene. 

Received before 12 Noon - Offer 7 P.M. Same Day 
Received after 12 Noon - Offer 12 Noon Next Day 

5 )  

6)  

Type “customer refused ASAP commitment” in the Narrative field. 

TAFI enters Y in New Info field and CX for the category value. 4 
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/“- 

Let’s explore your options with several examples: 

3 Note: Our training database only has one ‘subsequent’ report and the 
commitment is July 27,1994. We obviously missed that commitment by 
more than 2 years so TAFI will automatically enter the +5 (missed 
commitment) value in the new mmmitment field. For our examples, we will 
pretend that today is July 27,1994. 

11.32 CUSTOMER CALLS TO CANCEL REPORT 

In this example, the customer reported a problem in the morning and then discovered the cause 
of the problem was due to having a defective mountiug cord on the set. The customer calls you 
back to tell you that everything is OK now with their senice and wants you to caucel their 
report. 

=$ Note: In this context, when the customer says “cancel the report”, what they 
are telling you is that no further action is required to resolve their problem. 
When they initially called, they did have a problem and a report was entered 
into LMOS. Now that they are calling back, a subsequent report must be 
entered (documenting the second customer call) and then TAFI will take the 
appropriate steps to CLOSE the existing LMOS report. 

f 

On your screen you should have the pending muble information displayed for Mr. Coxe 
(see page 255). 

DO THIS NOW ANSWER YES “Y” TO THE ‘IS THIS CANCEL REPORT/~KAY CLOSEOUT?’ 
QUESTION. 

Note: This question is really asking you ‘is the customer ca l l i i  to cancel 
(close) the existing report?’ 

TAFI responds to your answer and produces the following screen: 
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N3€ lE.5 
00s 0 LIU 0 AOORESS 

mmm 
- RES IviIM cuNTRKTTDG 
Is this an equipent t rouble  close cut? ROUBLE HISTORY 

59995559141 F M E  999-555-4948 
fhalyring D m S t r e a n  &teas 

cancel rpt/okay close 
- SubsequentReport 

I ORIGIN% REPORT IIFO 1 
IF  NOT 0 F- RP/ST’ 
oooo 

Q3T STANS Psndinepispntch Out DT RFWD 07-77-94 0803A 
C U S T ~ I ~ ~   IN^ DRYS a D a m o 7 7 7 w o m  - -  

T h l e  Status Data Available for 9995558667 

The answer to the next question ‘Is this an equipment trouble close out? ’ will tell TAFI the 
appropriate codes to use when closing this report. When customers call and say everything is 
OK now, one of two things happened: 

1. The customer found some defective hardware and ‘iixed‘ it, or 

2. The trouble condition just ‘went away’ all by itself (Le. TOK now) 

DO m s  NOW &sWER THIS QUESTION WITH A (SINCE OUR EXAMPLE SAYS TEAT TBE 
CUSTOMER FOUND A DEFECTIVE MOUNTING CORD). 

TAFI responds by bringing up the Trouble Report screen as shown on the next page: 
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os D7-28-% o m  
As 97-28-95 07OOP 
Bc 

Notice that just above the top heavy boarder, the title of this trouble report screen is 
“SUB CLOSE” which indicates that TAFI will close this trouble report in LMOS as soon as you 
enter this subsequent report. 

Notice that the ‘Original Report Info’ data is now displayed at the top of your TAFI screen. This 
occurs for all subsequent reports. Even though you are at the last stage of completing the 
subsequent report, then may be a need to see something horn the original report. 

Lets look at some of the fields on the Trouble Report screen: 

New Commitment 

Since TAFI recognized 
Commitment value. If this was a current report, the New Commitment field would be 
blank (since the existing report would have a valid commitment) and provides a place for 
you to change the existing commitment to a re-negotiated value (if appropriate). 

is a ‘missed appointment’, it entered the +5 New 

#-- 
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Reported J3y 

This field is always BLANK on a subsequent report. Since LMOS doesn’t have a 
‘reported by’ field, this information is not recovered. (TAFI enters the ‘reported by’ data 
at the end of the narrative line on an initial report.) If you enter a value in this field and 
try to send the report, TAFI will ‘yell at you’ and indicate that this field must be blank. 

OW 

If you are closing a subsequent report you must enter the unique name of the person who 
told you that it was OK to close this report. 

3 Note: Do NOT use the equal sign ( = ) in this field on a subsequent report. 
This is not appropriate since you do not have a ‘reported by’ field with data in 
it. Also you MUST use an identifiable name - not just the title MI. or Mrs. 

Reach # 4 

If this were not an OK to close report, and the pending report did not have a current reach 
number, you should ask the customer for the number and enter it in this field. 

Access # 

The m s s  #’ field on a SL sequent report is always BL NK (for the same reason gi\ 
for the ‘reported by’ field). You should always verify the access number stated on the 

I 

nanative &e of the pending report (ACN= 2 with the customer during your contact. 
If the narrative indicates NOACN, then always try to obtain one. Place the new access 
number in the d v e  @e., ACN4995555555). 

Category 

TAFI automatically entered the mrrect (CX) trouble category for the report 
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P-- New Info 0 

Since there were changes on this report, TAFI automatically entered a “Y’. 

Narrative 

If the customer offers any information related to this subsequent report, you MUST enter 
the NEW information IN FRONT of the OLD information, separated by a slash ( / ). 

To &ciently do this, you want to “insert“ the new information (so you don’t wind up re- 
typing the old information). To accomplish this you must switch your keyboard to the 
insert mode. 

Tarn Insert “ON“ - 

c 

0 Position the cursor one space to the right of the dollar sign (ifpresent) otherwise 
at the beginning of the narrative line. 

With ONE FINGER, momentarily depress and let go of the Escape (Esc) key and 
then momentarily depress and let go of the keyboard letter ‘2. 

0 

As you begin typing, notice that all of the existing narrative c e  move to the right 
one letter at a time. At the end of you  new infommtion, type the slash character 
(i.e., ‘%d def mtg crd /”). As soon as you finish ‘insemng‘ new information, you want to 
turn off the insert mode. (If you don’t, you may experience problems later when you try 
to change a value in a full field.) 

2 Note: If you have your keyboard set with CAPS Lock ‘ON’, switching to the 
insea mode may not work! Be sure that caps lock is off before switching 
modes. 

Turn Insert “OFF” 

To turn off the insert mode, repeat the same steps as you did to turn it on: 

0 With ONE FINGER, momentarily depress and let go of the Escape (Ex) key and 
then momentarily depress and let go of the keyboard letter ‘i’ . 
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Recommend 

This ‘read only’ field displays what TAFI will do with this report. In this example, TAFI will 
enter the subsequent report and then immediately go into LMOS and close it. The close out 
d v e  will indicate “Cust Isolated to CPE/Sub Report” and TAFI will select the correct 
disposition and cause codes to match a found CPE problem. 

DO THIS NOW TAKE A FEW MINUTES AND PRACTICE CHANGING THE NARRATIVE 
INFORMATION. DON’T FORGET TO TURN OFF THE INSERT MODE. 

DO THIS NOW DEPRESS THE ENTER KEY AND SEND THIS SUBSEQUENT REPORT. 

Now that wasn’t so bad ... was it? If you had any problems walking through this example, call 
your instructor for assistance. 

Let’s do another one ... 

11.3.3 CUSTOMER CALLING FOR STATUS 

In this example, the customer called in a trouble report and just wants to confirm that the 
problem will be resolved by the commitment time. (Remember that today is 3/27/94.) 

DO THIS NOW RE-ENTER THE SAME TELEPHONE NUMBER (9995558667, LIu=N) AND 
T M  BRINGS YOU TO THE SUBSEQUENT TROUBLE REPORT SCREEN: 
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Trouble Status Data Rvailable for 9995558667 00:18 12:24:31 

DO THIS NOW ANSWER THE QUERY WINDOW QUESTION (THE CUSTOMER IS NOT 
CALLING TO CLOSE TEE PENDING REPORT) AND T M  WIU ASKYOU: A 

RES m I m c O M R A c T m  
Is customer laporting a different 

(See POE) TREL code on ORIGIIW- REF%RT 

RUBLE HISTORY 
e9995559141 999-555-4948 

I ORIGIWL REPORT IICO 

Out DT FWXI 07 - -  77 94 0802A 
c - 1  cusrm1m3  IN^ arcs a n m o 7 2 7 9 4 o M o p  - -  

I 

T-le Status Data M i l a b l e  for 9995658667 00:37 12:24:50 
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DO THIS N O W  ANSWER THIS QUESTION ’’W (SINCE OUR CUSTOMER JUST WANTS A 
STATUS REPORT). 

Next, TAFI wants to know ifthe customer is “irate” (because of the missed appointment) 
and brings you the screen below: 

RES W I I M ~ T D G  

59995559141 FWWE 999-555-494 
Is oust irate? RaslE HISmRl 

fhalyzing bust- systems 
W=-wmt Wrt 

I ORIGIIYL FERXT IIFO 1 

m m  smus-out ~ ~ ~ ~ ~ 0 7 7 7 ~ 0 8 0 3 ~  - -  
r - 1  m a u r n 3   IN^ rn o ~ ~ a m o 7 7 7 ~ o ~ o p  - -  

ODSY *~~ TO 1 3 1  PSC AT 705P IF  NOT UF- */ST’ 
R L T F S S . A  B ’ U  B m  

Trouble Status Data Fwailable for -7 00:- 12:25:11 

During your dialog with the customer you effectively reassure the customer that we will have 
their trouble resolved by 7 PM. You would have provided the status information just as we did 
in the first example. 

DO THIS NOW ANSWER ‘‘Y” TO THIS QUESTION. (ALTHOUGH OUR CUSTOMER JUST 
WANTS TO CHECK STATUS AT THIS TIME, HE IS STILL UPSET WITH US AND 
STILL THREATENS TO GO TO THE Psc IF THE PROBLEM IS NOT FIZ(ED BY 
705 PM.) 

Next, TAFI will put up a Message Window t e U i  you to advise the customer of the trouble 
report status. If you haven’t done so, TAFI reminds you. ... And how do you move on past a 
Message Window? ... right, 

1. 

2. 

3. 

You read the information presented in the Message Window 

You understand and act upon this information 

You depress the Enter key telling TAFI that you have done steps 1 62 2. 

4 
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In our example (because it is a missed appointment), TAFI puts up another Message Window 
telling you to advise the customer that you will ‘expedite’ the resolution of his trouble. (This is 
done by TAFI entering the +5 New Commiiment and, depending upon the m-hm of the problem 
and customer, you may also call the BST and alert them of the situation.) TAFI then asks: 

h 

~~ ~ 

T d l e  Status Data Available for 9995658667 02:s 12:26:49 

DO THIS NOW ANSWER THIS QUESTION ‘‘P, OUR CUSTOMER WAS SATISFIED AND TAFI 
RETURNS THE TROUBLE REPORT SCREEN FOR YOUR FMAL REVIEW. 
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Trouble Status Data Ftvailable for -7 M:ll 12:27:24 

Notice that TAFI's recommendation is to Update NmtivdStatus Information. Since this 
training database example is always a missed appointment, TAFI entered ''Y in the NI field 
(because the commitment cbanged to +5). 

DO THIS NOW DEPRESS THE ENTER KEY TO SEND THIS UPDATE TO LMOS. 

Nothing to it - right? Just talk to the customer (using all of your customer contact skills) and 
follow TAFI's prompts. 
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11.3.4 CUSTOMER CALLS TO CHANGE TROUBLE DESCRIPTION 

In this example, the customer originally called to report noise on the l i e  0 and after a 
while they call back to let us know that now they don't have any Dial Tone! 

DO TAIS NOW RE-ENTER OUR TEST NUMBER WITH LIWN AND ANSWER TAFT'S 
QUESTIONS JUST AS YOU DID BEFORE - EXCEPT ANSWER 'r" TO THE '% 
CUSTOMER REPORTING A DIFFERENT TRBL CODE?" QUESTION. 

Again, using your excellent customer contact skills, you reassure the customer that our initial 
commitment will be met and you identified that the nature of the trouble has changed. 

m - ~ a n n o t m p ~ ~ i t  
aT - Coins Fall Thmugh 
CLID - Caller ID 
COIN - physical Condition (Coin) 
C I W  - Coins Returned mile Dialing 
CS - Coinstuck 
CTR - Colleetor Trarble Report 
DATA - Data Failure 
DIR - Directory Naded 
LO - L i & t s O u t  
r(cRL - k m r y  C a l l  Service 

T d l e  Status Data Available for 9996558667 00:s 12:29:48 

TAF'I displays the Trouble Description Look Up Menu Find the new trouble description that the 
customer related to you and depress enter. Oh, you can't find NDT? Remember what the row of 
lower case v' mean at the bottom of the menu? ... Right, depress the Page Down key. 

DO THIS NOW DEPRESS TBE PAGE DOWN 

P- 
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Ms 1 u u  
WD TRBL TRFW OOSY STAT 11 

I Pms - physical Troctrle 
R(c - Personal H.rber Calling 
M - T - i s s i o n  -. 

I I M  - Internst 
e a r , T R J 3 l r n O O S Y ’ ~  

g l ~  m STATUS 
1 - 1  CUsTm accept t d l e  desription 

Troctrle Status Data Avai lab le  for 9995658667 01:43 12:30:46 

m F  m: FI B ’ L L B m  

I 

DO TfIis NOW MOVE THE CURSOR (HIGHLIGHT BAR WITH “HE UP/DowN ARROWS) To 
M)T AND DEPRESS THE ENTER KEY. THE SYSTEM WILL DISPLAY THE NEXT 
STEP IN PROCESSING THIS REPORR 

4 

rn tmImcoHTRAcTm 
lMuBLE HISTORY 
B-9995559141 FRFE 999-555-4948 

h l g z i n g  DornSt- %tans 
Subeaqusnt Rsport 

I ORIGINfX REPORT Ilfo 1 
epDTRJ3 l  T R m f ~ ’ $ l l . R F  AT 705P IF MIT OFIWFWMFCN @/ST’ 

-Cut D T B U y D O 7 3 7 9 4 0 8 0 3 A  _ -  
1-1 a m a y 1 m 3   IN^ IRIS ( 1 1 ~ a r n o 7 ? 7 ~ 0 7 0 0 p  - -  
Trouble Status Data hi lable  for 9995568667 02:19 12:3l:22 

- : A  B ’ U  B H E  a- 

I J 
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DO THIS NOW ANSWERTHIS QUESTION “N” (BECAUSE WE HAVE CHANGED THE TROUBLE 
DESCRIPTION AND TAFI IS GOING TO REEVALUATE AND MAKE 
APPROPRIATE RECOMMENDATIONS.) 

TAFI will follow this with two Message windows, (1) to remind you to provide the customer of 
the status of their existing (pending) report and (2) ask you to advise the customer that you will 
expedite the resolution of this trouble (because of the missed appointment). At this point, TAFI 
will execute any testing, etc. needed to aualyze the new trouble description. 

DO THIS NOW RESPOND TO THE TWO TAFI MESSAGE WINDOWS 

Next TAFI wants to know if the customer is satisfied with the arrangements? 

T d l e  S t a t u s  Data Rvailable for 9995658667 03:04 12:32:07 

DO THIS NOW ANSWER “p, TEE CUSTOMER IS SATISFIED. 

TAFI then displays the Sub Info Update window showing that the Trouble Description has now 
changed to NDT (from the original TRAN). 



t € U W m * s  RCCESS: A- B- OS 07-78-% 07WP 
WS DT a t T M  IRfiTEY C C U  RS 07-78-95 O W  

macvo SUB: USALT- N I  y Bc 

If the original problem no longer exists, the old narrative may no longer be valid, therefore you 4 
can over-type the new information in the narrative field. If the original problem sti l l  exists and a 
new trouble description is selected, add the new narrative to the existing narrative. You may 
modify the original *rt to allow for space for the new. 

DO THIS NOW DEPRESS THE ENTER KEY TO SEND THIS REPORT. 
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11.4 OTHER SUBSEQUENT REPORT CONSIDERATIONS 

11.4.1 NO ACCESS 

When the customer calls to generate a subsequent report and the original (pending) report has 
been "No Accessed'', TAFI will prompt for an answer to the question "Is Access Available?". 
This will prompt you to establish a specific appointment window for the technician to return and 
clear the trouble. (We want to avoid another 'no access' situation.) The No Access reason, 
provided by the repainnarZ will be displayed so that you can inform the customer of the reason 
for the delay, when appropriate. 

11.4.2 OVERRIDE 

If you determine that a special update is necessary, you should depress the F12 key to access the 
Sub Override or Limited Sub Override Menu (FL?). TAFI determines automatically which is the 
appmpriate override menu to display when you depress F12. (The Limited Sub Override appears 
if you are on the Trouble Report screen and the disposition of the report has been determined.) 
The only difference between the two is the Limited Sub Override does not allow you to use the 
Escalation flow. The reason for the escalation will be entered in the narrative and TAFI will 
automatically select the correct routing when you use this escalation override option. 

I 
- RES mItmamTlWCTm 
REP: Is -toner satisfied? RaslE HISTORY 

59995659141 FRflQ 999-555-4948 
Faalwing DanStrean Sg 

Cupt irate 
-t Rapor+ 

I I 

Trouble Status Data Rvailable for 9995568667 03:24 12:44:00 
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Selecting the ESCALATE option on the SUB OVERRIDE menu will display the 
SUB ESCALATION menu. 

Selection of any one of these options will take you through an escalation flow. It also adds a 
message to the narrative on the final trouble report screen. 

d 

In customer irate and emergency situations, handle the contact as you have been trained and then 
notify your Assistant Manager so hdshe is aware of the situation. Remember your customer 
contact skills training and pay particular attention to 'irate' customers. 

11.4.4 CATEGORY OFREPORT 

On a subsequent report, the "category of report" is d e d  CX with one exception. 
When the pending report is coded " E O  and the customer is now reporting the trouble, the report 
must be coded CD. (The Grst customer report is always categorized CD.) 

In a case where the initial report was an employee originated report (EO), TAFI will process the 
subsequent as though it was an original and should be discussed with the customer likewise. 
(Le., The customer most likely does not h o w  that an employee has already reported the problem 
for him.) 

4 

* 

I 1.4.5 OTHER SUBSEQUENT TIPS 

TAFI will recognize cable and central office failures for special handling. If the 
subsequent is not related to the cable failure, you will be requested to refer the 
trouble to the local WMC. 

Denials and suspension of service occurring after the original report has been 
muted, depending on the status of the report, must be on-line transferred to the 
Business Office. You may either leave the report in its original status or exclude 
the report 
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SUB ERROR MESSAGES: 

"SUB NOW" - Trouble was taken as an initial, but became a sub before you 
could enter it. (i.e., While you were processing the initial report, someone else 
generated an initial report on the same number.) You should take the report out 
of queue and process it as a sub. 

"NOT SUB" - Trouble was taken as a SUB, but became an initial before you 
could enter the sub. (i.e., While you were working on the subsequent report, 
someone else closed the pending report.) You should take the report out of 
queue and process it as an initial. 



CLEC TAFl €&User Training 

This is a blank page 
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r- 
EXERCISE 

Answer the questions below. Choose the correct field h m  the answer column. Write the letter 
in the space given. Each field can be used once. 

1. What field allows the user to enter a re-negotiated commitment? 

Answer- 

2. On a subsequent trouble report, where is the pending trouble description located? 

Answer- 

3. You can give the customer an update of the trouble report using which section? 

Answer__ 

4. What is the category of most pending trouble reports? 
f l  

AnsWer- 

5. Which field indicates new information is being reporbed? 

Answer- 

Answers 

A. New Info 
B. New comm 
c. cx 
D. Original Report Info window 
E. Trouble Status Summary. 

(Check your answers on the next page.) 

P- 
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ANSWERS 

1. B-Newcomm 

2. D - original Report Info window 

3. E - Trouble Status Summary 

4. c-cx 
5.  A-NewInfo 
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/4 

120 SUPERVISOR FUNC’ITONS I 
Individuals with “supervisor” authority in their TAFI profile are given Certain tools to help them 
manage the business. 

12.1 MANAGING TAFI QUEUES 

A key to successfully managing a call receipt environment is knowing (and reacting to) the status 
of the work being performed. One of the TAFI advantages is the ability to perfom work (MLT 
testing, MARCH hmsact~ ‘om, etc.) on one or more customer’s trouble(s) while the user is 
attending to another customer’s needs. Reports that require this background activity are placed 
in the user’s work queue thereby k e h g  the screen for handling the next opportunity. 

As the user completes a trouble report (i.e., sends the close out window information to LMOS), 
the system displays the contents of the user’s queue prior to presenting the initial trouble entry 
window. Supervisors cau also monitor these user queues and perform certain functions to 
redistribute the work if necessary. 

*** Foiling to M A G E  the TAFI queued reports will result in ineffxien: operation *** 

To monitor the TAFI work queue, the supervisor logs into the system and, at the initial trouble 
entry window, depresses function key F-4’. 

/-. 

TffI ID - CROUP ID I 
.......... .......... .......... ....... .............. .............. 

E10dup m-ign b i t  Braassignall 
Efindodmns aresetuser 

11 : 19: 15 

Note: CLEC will gel OM training ID thm has SupCrvirOr privilege and w e n  ‘w’ I D S .  In the c m t  nrangancnt the Supervisor 8 

m ~S.S-*; pormord = tnini. 
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+ 

a Note TheCLECTAFIsystemIimitstheCLu=supenisortojostviewing 
users in his compatny(i.e, he/& can not alter the value in the Gmup-ID field 
which contains the CLEC’s OCN value). 

The display will show all of the queued reports for users in this CLEC’s group (i.e., in this 
example, all users with group id = 999999). 

12.1.1 THINGS TO LOOK FOR WHEN REVIEWING QUEUED 
REPORTS: 

1. The length of time that a report has been in the work queue. Dependiug upon the 
volume of incoming calls, and assuming access to legacy systems are working as 
expected, some reports may be in queue for 30 to 45 minutes. (If a legacy system is 
down, queue time would be longer ... and that would be expected.) 

2. The supervisor must compare the new commitment time to the current time and take 
appropriate action to ensure that commitments to the customer will be met. 

3. Does a Specisc user have and inordinate number of reports in queue compared to 
other users. The supervisor should review the situation with the user and make 
arrangements to work the queued reports in a timely m e r .  

4. Are all of the users with queued reports still on duty? @e., Did someone log off and 
go home with reports still in queue?) The user’s are responsible for managing their 
individual queued reports and must notify their supervisor to reassign reports to other 
users if they can not complete the work during their tour. 

d 
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12.1.2 REASSIGNING QUEUED REPORTS 

To reassign a specific report to another user: 

1. The supervisor places the selection bar on the target report (using the F-2 / F-3 
function keys) and then depresses function key F-5 (reassign). 

2. The system responds by displaying a list of active users on the processor (for hisher 
company). 

TRFI ID 

m m 

.......... .......... 

WASSIGN 6aEuE 

M: 999-55&4568 

OUIER: si-r I...--- 

3. The supervisor identifies the user to receive the queued report by highlighting their 
name with the selection bar (F-2 I F-3). 

Depressing function key F-5 (reassign) will transfer the target report to the new 
user's work queue. (The next time the new user completes a TAFI report, the system 
will display the contents of their work queue and they will see the new repoe) The 
system will close the active users display window and return the supenisor to the 
queued reports display window. 

4. 
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USER M STATUS DATEREECEIIIED EUcoIIlIMM 

sinaer Ready 06-30-97 111- 07-29-95 o6oop 

TEST Results -tad for 999555868 11:20:53 

In specific circrnnstan ces, the supervisor may wish to reassign all of the reports displayed on the 
queued reports window to another user. Typically this would be done when a given user has to 
leave for the day and they have several reports in their work queue. 

To reassign a group of reports to another user: 

1. Display the target group of reports to be reassigned to another user. 

If the target group is for a specific user, enter the user’s CUID in the TAFI ID field 
@lank out the GROUP ID field) and depress function key F-4. 

If the target group is al l  queue reports enter the appropriate GROUP ID value @lank 
out the TAFI ID field) and depress function key F-Q. 

2. Depress function key F-7 (reassign all) 

3. Follow steps 2 through 4 listed above. 
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122 FINDORPHANS 

As indicated in Section 7, if TAFI has not produced a recommendation prior to you completing 
the contact with the customer, you (1) provide your customer with the approMate commitment, 
(2) queue trouble reports so TAFI can continue the analysis and (3) you are free to process the 
next customer call. 

TAFI maintains internal records indicating which queued report belongs to which user. If a user 
logs off with trouble reports in their queue9, the association between the queued report and its 
owner is lost - the report becomes an orphan. When the user logs back into the system, TAFI 
automatically reunites the orphan with its parent (the user) and is displayed in the users queue 
window. 

Should a user fail to log back into the system, the customer’s report is not being processed (not 
sent to LMOS) and delays in providing problem resolution occur. To m v e r  these reports, the 
Supervisor will depress F8. The system will reply with “x reports found and reassipes’ or “no 
orphans found”. With users properly managing their queued reports, there is little need to ‘find 
Orphans’. 

12.3 Resetusers 

In the early days of TAFI, if a user experienced an u n p e f u l  disconnect (i.e., dropped line 
connection while processing a report), the system considered the user still logged in and would 
prohibit reconnection bxthe user. This problem has been corrected over time (i.e., now when the 
user logs in, and the system has an existing user process runuing, the system automatically kills 
off the existing process and allows the user to log in). Therefore this option is obsolete. 

T M  Jlom usen to log off Wim m b l e  rrpom in meir queue and the rrncmp(ion is that this log off Mod is for ashon imerval (i.e., 
lunch tfak, tuwwn rcpomon aslow day, StL). Ifthe wrh going tologoff form extended period 0.e.. mdofmC tour).mC usanmsl 
in6nmWiruprvmr m rmssigm mC q d  -to anodm.ctin user. Remank. aevublerspon h not sentto LMOS (and 
thmfns notbcinghmalcdLy &IlSoUm) untilTM makes arrcomrrndation and the laerhandlss i t  
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- 
if yen need asistan- with this process, fontactyoar company's SME. 

I M  SETTING UP DIALS (using Chameleon) 1 
As stated in the Reface, the CLEC is responsible for configuring on-site terminal equipment and 
maintaining the connectivity path to the TAFI application. During the BellSouth provided 
SME" training class, the students access TAFI via the LAN-LAN connection. Since many 
CLECs will be using the DIALS connectivity path, the following section has been included as an 
illustration. 

- 

13.1 GETTING CONNECTED 
The process of getting connected to your application'' involves several components. To begin 
with your PC must be running communications software which runs the PPP / Telnet protocols, 
such as Chameleon. 

Note: There are many communications software packages that provide PPP and 
Telnet protocols (including Windows-95 and NT) and the CLEC is fke to choose any 
package that meets their needs. BellSouth has standardized upon Chameleon runuing 
under Windows 3.1 for its internal communications requirements. Therefore, the 
example shown below is based upon this configuration. The CLEC's IT personnel 
cau trauslate these in&mb 'on to configure the individual software p k a g e  selected. 

Next you must have a SecurID card issued by BellSouth. This device generates a one-time 
passcode, which is used like a password, and allows you access into BellSouth's internal 
network. This strong authentication method prevents unauthorized access into BellSouth's 
network. Once you have made the call into OUT Remote Access Gateway and have authenticated 
on the Network Access Controller, by entering your userid and the Se-curID card passcode, you 
will be allowed to connect to the appropriate application host system. 

4 
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CLEC TAFI EndYser Training 

13.1.1 STEP ONE: Configure the Chameleon software. 

1. Openthe 
Chameleon 
Custom 
application and 
from the menu, 
select Interface, 
A d d  

1 ::’-I I 2. Namethenewenby 

Takal Ria 
‘Encore’ and select the 
interface Type of ‘PPP’. 
You will then be presented 
with a dialog box with multiple tabs to enter configuration information. These t a b s  
are listed below along with the changes you will need to properly configure 
Chameleon for TAFI access. 

3. IP Configuration tab - use Chameleon defaults (no change needed). 

4. Name Resolution tab - use Chameleon defaults (no change needed). 

5.  Gateway tab - use Chameleon defaults (no change needed). 

6. Port tab - enter information appropriate for your PC (Le., COM2) 
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7. Dial tab - the lead number for the Encore DIALS pool is 404-893-4500. Note, you 
may be using a telephone system that requires dialing an access code for making 
outside calls. This access code could be entered as aprefix or imbedded in the 
telephone number as shorn below: 

J 

8. Modem tab - enter information unique to your modem. (Note: in many cases the 
modem type can be found on the list of supported modems and the configuration 
values will be populated automatically.) 

d 
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9. Login tab - enter your USERID in the field marked ‘Username’. In the ‘Password‘ 
field enter your Remote Access Gateway password (also kuown as the PAP 
password). Note: do not confuse this PAP password with your DIALS ‘PIN” or TAFI 
application password. All other fields on this tab should be left blank: 

10. Advanced tab - use Chameleon defhults (no change needed). 

1 1. Select the OK button to complete the configuration set up and then select File - Save 
from the Chameleon Custom menu. 
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13.1.3 STEP =E: Connecting to the Encore DIALS Pool 

1. Open the Chameleon 
Custom application and 

2. Click on the ‘‘Connect’’ menu option and 
your PC will initiate the telephone call via 

step, check some of the common errors 
such as using the comet access code to 
place an outside toll call (Le., 9, or 81, 
etc.) or forgetting the l+area code. The 
Encore in-dial modem pool should answer within two rings. 

your modem. If you have problems at this SwIs:  Dialing 9.14048934500 ... 

3. When Chameleon senses that the modem has completed it’s connection to the in-dial 
modem, you will get the “CONNECT xsxxxx’’ message (where xxxxx represmts 
your connection 
speed). Onceyou 
see the “Connect” 
message, click on 
the Done button 
immadiately. 

4. You can verify that you are connected correctly to the modem pool by opening the 
NEWT icon at the bottom of your screen. If you have connected successfully, your 
IP address will begin with 90.133. If you do not see this address, check your 
Usemame and Password (section 13.1.1, step 9). 

5. Once connected, you have two minutes to successfully authenticate with your UserID 
and SecurID card passcode. You will not be able to access any BellSouth OSS until 
you have completed the authentication step. If you do not authenticate within the 
time out period, you will be disconnected. 
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13.1.4 STEP FOUR: User Authentication 

1. Once you have verified that you are connected to the Encore in-dial modem pool, you have 
two minutes to authenticate. 

2. Open your Telnet application. 

3. Click on “Connect” and select the 
NAC location you defined earlier 
(10.1.1.1) 

4. Once connected, you will be 
presented with the USERID and 
PASSCODE prompts. 

5.  Enter your authentication 
information. 

I 
Ea 

I 

II 
II 

II 

6. If you fail authentication, 

more opportunities to 
enter the correct UserID 
andPasscodedata. You 
will be disconnected 
after three failed 
attempts. 

you will be given two 

7. m e n  you are Successful, 
the system returns a 
login banner message for 
a few seconds and then 
this Telnet window 
closes. 

4 
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13.2 CONNECTING TO TAFI 

1. From the Telnet 
window, click on 
“Connect” and select 
the TAFI Production 
system h m  the pre- 
&tined list 
(90.91.200.1) 

2. You will be connected to 
the CLEC TAFI 
processor and the system 
returns the TAFI login 
prompt. 

3. Loginusingyour 
UserID and TAFI 
password.” 

4. Thesystemretums 
the TAFI Initial 
Trouble Entry 
window. 

l3 
Individual TAFl UrcrID’r and p+smordr m distributed to thc CLEC users &I thc sompany SME s d l l y  complem thc TAFl User 
Training course. 
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13.3 KEYBOARD MAPPING 

The default Chameleon Telnet keyboard mapping is correct for the TAFI application with the 
exception of function keys F1 through F5. These five keys must be re-mapped for correct usage. 
This is accomplished by: 

1. From the Telnet menu, 
select “Settings” then 
“Keyboard” to obtain the 
keyboard mapping utility. 

2. Double click on PFl on 
the PC Extended 
Keyboard. 

3. The‘‘StcingMaCr0 
Definition” window 
appears to Map F1. 

4. Enterthestring: 
<ESCAPDl and then 
click “OK” 

5. 

6. 

Repeat the process for Function 
keys 2 - 5. (i.e., €2 = GSCAF’D2 
... FS=<ESCAPDS)“ 

Save the new configuration (i.e.. 
tafi.kbd) 
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13.3.1 TESTING TEE KEYBOARD P 

1. Follow the procedure 
outliied in Attachment III 
to verify the p r o p  
operation of all the 
Function keys. 

2. Start by depressing F1 at 
the Initial Trouble Entry 
window and you should 
get the TAFI Master Help 
Menu, etc. 

13.4 EXITING FROM DIALS 

1. To exit h m  the DIALS system, you must first log off from the TAFI application (from the 
Initial Trouble Entry window, depress F6 and answer Yes to the log off question. 

2. Close your Telnet window 
CUSTOM - tAncbnanagMcpipdg 

3. At the Chameleon Custom 
window click on "Disconnect". 
The system will prompt for 
codinnation, click on "Yes". 

4. Close the Chameleon Custom 
window. 
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13.5 FREQUENTLY ASKED QUESTIONS 

Trouble calls should be. directed to your Sh4E. The BellSouth Electronics Communications 
Administrator will assist your SME in resolving problems beyond hidher control. 

1. After entering your PAsscoDE you receive the message “UserkiWmcode Incorrect”. 
- 

RESOLUTION The USERID or PASSCODE entered is not come& The PASSCODE 
is a 10 Chamcter code consisting of your personal four-chamter PIN followed by the six- 
digit number displayed on your SecurID card. Do not enter spaces between the PIN and 
the SecurID displayed number. The “Userid/passcode incorrect” message indicates you 
have entered an incorrect PASSCODE (PIN and/or SecurID number). 

You have a total of 3 chances to enter the USERID and PASSCODE for each call. 
Repeated attempts to log in with an incorrect userid or passcode will cause your userid to 
be suspended. In this event you must contact your Contact your company’s SME for 
assistance. HelShe will coordinate with the BellSouth Electronics Communications 
Administrator to get your userid restored. 

2. After entering your PASSCODE, you get the message “Enter your new PIN, containing 4 
characters. ” 

RESOLUTION You will get this message the first time you use your dial-in access, 
after your PIN has expired, or any time the BellSouth Electronics Communications 
AdlDiUh& r gives you a new PIN. The PIN must be changed every 4 months. DO NOT 
WRITE THE PIN DOWN, MEMORIZE IT. To ensure accuracy of.the new PIN, you 
will be prompted to enter the PIN twice. When you receive this message, start typing 
your new pin. DO NOT PRESS ENTER until after you have typed your new pin in once. 
This is done to avoid having one automatically generated for you. 

3. You have forgotten your PIN. 

RESOLUTION Contact your company’s Sh4E for assistance. He/She will obtain a new 
PIN from the BellSouth Electronics Communications Administrator. DO NOT WRITE 
THE PIN DOWN, MEMORIZE IT. 
- 

4. Your SecurD card is lost, stolen, broken or destroyed 

RESOLUTION: Contact your company’s SME for assistance. He/She will contact the 
BellSouth Electmnics Communications Administrator to deactivate the card and 
coordinate securing a replacement. 

J 
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5. After entering your PASSCODE, you get the message "Wait for card &play to change, 
then enter PASSCODE". 

RESOLUTION: The six-digit code on your SecurID card will change in a few seconds. 
Wait until the new code is displayed and enter your PASSCODE. For additional 
information, see "Logging In With Your SecurID" below. 
- 

6. Busy Signal, Call Rings-No Answer, CaUAnswered-No Modem Tone, connection 
atablished but hangs, receive intercept message. 

RESOLUTION: Verify the telephone number dialed and try again if you dialed 
incorrectly. If the correct number was dialed, contact your company's SME for 
aSSiSbGS. 

- 
7. Unable to connect to your TAFZ applicatioa 

RESOLUTION: If after authenticating on 10.1 .l. 1, you are unable to Tehet to your host 
application, Contact your company's SME for assistance. . 

13.6 OTHER USEFUL INFORMATION 

13.6.1 LOGGING IN WITH YOUR SECURZD 

The first time you access the network access controller, you will be prompted to "Wait for the 
number on the card to change and re-enter your passcode." This allows the network access 
controller and the S w I D  card to synchronize clock values. From time to time, especially if you 
have not used your SecurID in several weeks or months, you may be prompted again for a 
second passcode entry. Again this simply keeps the time value synchronized. The SecurID six 
digit number changes every 60 seconds. A vertical stack bar at the left side of the window 
indicates the current number's life span. 

13.6.2 PIN STANDARDS FOR SECURID CARD PASSCODE 

1 The new PIN must be exactly 4 characters in length. 

1 The new PIN must be made up of printable ASCII characters only (letters, numbers, and 
some special characters). A special character is any non-alpha, non-numeric characteT 
(i.e.: !, &, ?). The "@ and * are not acceptable as special charactm. 
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1 The new PIN must differ from the old PIN in at least 3 character positions. (i.e.: old PIN 
is “esne”, new PIN cannot be “ebre” because it differs in only two character positions). 

1 The new PIN cannot be a circular shift of the old PIN or its reverse. (i.e.: old PIN is 
“ense”, “esne” is not acceptable because it is the reverse of the old PIN). 

1 The new PIN cannot contain a run of 3 characters or more that looks l i e  a simple 
sequential pattern. (i.e.: “abcf‘ is not an acceptable PIN). 

1 Your PIN will expire every 4 months. 

13.6.3 PROTECTING YOUR SECURID CARD 

The SecurID card processes information continuously, keeping highly precise time for three (3) 
years before erasing memory and stopping on a pre-determined date. The SecurID card expires 
after 3 years, you will be notified upon logging in when your card will expire and advised of 
replacement procedures. Contact your SME and hdshe will coordinate with the BellSouth 
Electronics CommunicationS Administrator for a replacement card. There is a charge for the 
replacement card. 

The SecurID card should not be kept in an environment that causes bending stress - like a 
back pocket. 

The SecurID card will be damaged if you heat (dashboard) it, soak it, or sit on it. 

Do not write any information on your SecurID card (USERID, PINS, telephone numbers, 
etc.). 

The SecurID sixdigit number changes every sixty seconds. 

The vertical bar stack at the left side of the window indicates the current number’s life 
span. Each bar represents ten seconds. System timing is precise, so entry of the number 
after the last bar disappears is not advised. 

If you are prompted to wait for the display to change on your SecurID card, enter the new 
SecurID number, the system is synchronkg with the card clock. 

Tamperiug with or trying to repair your SecurID card will damage it. 

If your initial PASSCODE fails, wait for the number on your SemID card to change. 

If your SecurID card is expired, lost, stolen, damaged or destroyed, notify your BellSouth 
Electronics Communications Administrator immediately. 

4 

d 

J 
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13.6.4 GLOSSARY OF DIALS TERMS 

BELLSOUTH ELECTRONICS COMMUNICATIONS ADMINISTRATOR - YOW SME’S 
contact for system problems, forgotten USERIDPIN, replacement of lost, broken, damaged or 
expired SecurID card. 

PASSCODE - A 10 character code, consisting of your 4 character PIN and the current 6 digit 
number displayed on your SecurID card. 

PIN - Personal Identification Number. A secret code, selected by a user that identifies the 
SecurID Card assigned to the user. 

r‘ 

NETWORK ACCESS CONTROLLER - The host that does both security authentication and 
administrative process for the Network Access Control System 

REMOTE ACCESS CONTROLLER - The processor which controls network access. 

SECURID CARD - A credit card size card containing a computer chip, which generates the 
number every 60 seconds. The algorithm, which generates the number in each SecurID card, is 
also running on the Network Access Controller. When the numbex entered in the PASSCODE 
matches the number generated on the Network Access Controller, the user is permitted to access 
authorid applications. 

USERID - Your personal account or profile identifier. During the dial log-on process you will 
be prompted for your USERID and subsequently for your host application USERID. 
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This is a blank page 
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14.0 ATTACHMENTS: 

Attachment I ........... Function Key Map 

Attachment I1 .........,. Process For Establishing CLEC TAFI Access 

Attachment HI.......... Process For Testing CLEC TAFI Access 

Attachment IV .......... Process For CLEC TAFI User To Report System Troubles 

Attachment V ........... Definition OfTerms And Acronyms 

Attachment VI ...._..... Standard Trouble Reporting Abbreviations 

Attachment W ........ Release 97.3 User Notes 

Attachment WI ....... Release 97.3 2.1 User Notes 

Attachment IX .......... Job Aid - Trouble Shooting CPE Problems P 
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FUNCTION KEY MAP: 

Function Keys --> FI F2 F3 F4 F5 F6 F7 F8 F9 FIO F11 F12 
~~ 
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PROCESS FOR ESTABLISHING CLEC TAFI ACCESS 

(RF-1218) For Each 
CLECUserAnd ' 

Forwards To Paul 
Mandy (205-988-7988) 

Bob Sullivan 
(404-420-8103) 
TO Coordinate 

Provirlonlns Cannectbn 

I CLEC Requests 
TAFl Access 

and Passwords To Trainer (Bob Harris. 
List Of TAFt Users Each CLEC User And 

Account Team 205-977-8689) 
Forwards To Paul 

Mandy (205-988-7988) 

Expeclalions 

r.. . - _ _  .. . . . . . .t. .. .. . .. . . .. .. . . ._ ~ 

I EXPECTATIONS: 

~ * CLEC Idenlines Local TAFl SME To Supporl ~ 

;Their User*s Application And Conneclivily Problems 
I (Includlng Terminal Emulation. Keyboard Mapping. ~ 

I LAN Problems etc.). 

:* BST He8 Established A Single Point Of Conlact ; 
* (SPOC) TO Supporl CLEC's SME (And NOT 
'lndivlduel Usera) ~ 

d To ThQfr :=- 
. * CLEC SME (And Trelner If Different Person) 
, Muel Altend The TAF1"Train The Trainer Class 
I Held In Birmingham 

I *  SME Training Must Be Scheduled JU.1PllolTO 1 

; , 

:- 
:* CLEC Trains Their Users And Then Begins Using: 
:TAFI. 

* Once TAFl Validates User. All System 
Functionality Provided CLEC To 

, *  Allhough TAFl Is A 24x7 Sysbm. There May Be : 
a Times When TAFl Can Not Validale A User (1 e . 
'Access To Lepacy System Blocked) The CLEC 
Must Welt For Validailon Or They May Manually 
Repon Their Customers' Trouble TO BST Ma 
Telephone 

; 
I 

.... ..... 

,----- - -  - ;- .. -. .- - - ' 
5 Factors TO Conslder: X Users, 

. . - 4  Other OSS's Being Accessed I 
t And Expected Volume 

Account Team 
Helps CLEC 
Determine 

Connectivity Path _...._ 
- -. . . .. - 

I '- i 14 14 Acc0un;Teem 1 
i CLEC h Account Team 
i Follow Procedures (i.e., 

Provision Path, Provide 

Schedules CLEC's SME 
Training For Week Prior 
To Due Date (Call Bob 
Harris. 205-977-888s) 

Due Dab  Established 
(Could Be Up To 
8 Weeks From 

IP Addresses. etc.) Requ-st Date) 

L r-- 

DIALS Administration 
Forwards Secure-ID 

Informallon Direclly 

CLEC Suppon Group 
Cootdinates With DIALS 

configure CLEC users 

Adminlslration To 1-1 Cards TO And CLEC Access I 
Due Date Established 

ITYpically 1 Week 

I From Request Date) Trouble Reports I I ViaTAFl 

CLEC's SME (And Connectivily Tested CLEC Trains Their User 
Population - Using The 

BST Training Materiel As 
Basis For Their Training 

Trainer) Obtain 2 Day 
TAFl User Training In At CLEC Location 

(See next page) 
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#FUNCTION KEY TEST: 

PROCESS FOR TESTING CLEC TAFI ACCESS 

-. 

CLEC Connecllvlty 
Established 

LAN . L A N 
SelecI Path 

To Test 

Follow DIALS Select Path 

The System Termlnel 
lnstructlons TO Access TO Test Next 

All 

-.--L 
Establish Connecllon To 

~ TAFlProductlon I 
Processor 

(IP = 97.10.1.77) I 
! 

From CLEC's Termlnal. 
ESIabllSh Connecllon To 
TAFl Backup Processor 
(Uslng Telnel and BST 
Provlded tP Address) 

Connecllon 
'"Tested" 

Keyboard Conflgured 
Properly: Cancel 

RepOrt, Lop Off And 
Teal Next Termlnal 

Termlnels 

YES L 

I Connecllvlty Tesllng 
Complete - CLEC Signs 

BST Acceptance 
Document 

CLEC Beglns 
User Tralnlng 

i F1 - Gel Help Menu. Select Phone Llsl r 
IF2. F3 - Moves Selecllon Bar Up and Down I 

Selecl Phone Numbers For Alabama : 
:PageUP I PaoeDown  scrolls Through Dah : 
I F4 . Not Generally Used 
:F5. Only Used lo Reset Host Request ; 
~ Falluras (Assume Works OK I cescape+S) , 
,FB . Untll Returned To Trouble Report ; 
~ F7 - Lisle Features (FB lo Clear) 
, FO - Get Error Me8sage - Can't Queue (FB) ; ;F8 - DlsplayS Access and Commllment (FB) , 
,F10 - Repaints Dlsplay 
: F t i  . Dlr)playS Addltlonal Data Wlndow (FB) : 
, F12 - Dlsplays OverRlde Manu. Select ; 
#Cancel and Cancel Report to User Entry , : Error 
.. . ~ ~ .. . ~. .~ ~. . - ~. .~ .  .... . .. ~ ~ . ,  

Do Funcllon 
Keys Work As 

Expected? 

Drop Thls ConnscUon 

Connecllon To TAFl 
Producllon Processor 

(Ustng Telnetand BST 
Provlded IP Address) 

CLEC's IT Personnel 
Work Wllh BST IT 

lmplemenlatlon 
Personnel To Resolve 

CLEC's IT Personnel 

Prompt? Personnel To Resolve 
Problem 

Enter Report For Log Into Tralnlnp 'TyTesl{ And 888-849-5038 Perform Funcllon (ID D a t a =  = slmusr20. 1 
Password = tralnl) 

Recommend Adjusllng 
Telnel Color Scheme To 

(CLEC's Optlon) 

Reconflgure F1 -' F5 Keyboard Io K l a c k o n  Whlte 1.- 
<Escapezl ... <Escaper5 
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Attachment V CLEC TAFI EndUser Trsining 

DEFINITION OF TERMS AND ACRONYMS 

AIC 

ACD 

ADF 

AI 

ARSB 

AS 

BC 

BOCRIS 

BOSP 

BRC 

BST 

BTI 

C.O. 

CASE 

CAT 

ccc 

Access and Commitment window in TAFI 

Automatic Call Distributor - a telephone system to route customer 
calls to the next available attendant 

Application Development Facility 

Artificial Intelligence 

One of three DataKit communications networks used by BST 

Affecting Service - commilment interval established by WMC 

Bulk Commitment - interval established by WMC 

Business OiTice Customer Record Inquiry System 

BellSouth Open System Interconnect Protocol - a  technology and 
network used to exchange data between processors within BST 

Business Repair Center - organization within BST to manage 
business customer trouble reports 

BellSouth Telecommunications 

Boston Technologies, Inc. - MemoryCall system provider 

Central Office 

Computer Aided Software Design 

CATegory of report (in LMOS) 

Routing code to send a trouble report to the After Hours Call Out 
Center 
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ccs 

CD 

CFDA 

CLEC 

CLG-CLD - 

CNMAC 

cou 

crus 

CSR 

CUID 

cx 

DA 

DATH 

delvry 

DIALS 

DLETH 

DLR 

Custom Calling Service 

Customer D i  (category of report) 

Call Forward - Don’t Answer 

Competitive Local Exchange Carrier 

Calling I Called - type of trouble condition where the calling 
party is reporting a trouble condition on the telephone number 
they are trying to call 

Organization that maintains /administem MemoryCaU service 

Customer Operations Unit - i.e., ICs is one of four COU’s in BST 

Customer Record Inventory System 

Customer Service Records 

Common User ID - a 7 alpha designation used to define users on 
BST systems 

Customer excluded report 

Directory Assistance 

Display Abbreviated Trouble History report from LMOS 

delivery 

Direct Inward Access Line Security 

Detailed Trouble History report ftom LMOS - lists every RST on 
every trouble report maintained on the Host database 

Detailed Line Record (data in LMOS) 
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DR 

DT 

EO 

ETE 

F-1 ... F-12 

FCC 

FE 

FIFO 

Flows 

Host 

ICs 

IMS 

IPC 

IT 

ITEW 

JAM 

Disaster Recovery - an alternate TAFI processor to be used when 
a ‘production’ processor is not available 

Date 1 Time 

Employee Originated - a category of LMOS report 

Employee Trouble Entry mask in LMOS needed to enter EO 
reports 

Function keys found on a VT220 terminal 

Federal Communications Commission 

Front End - LMOS processor engaged in real-time processing 

FirstIqFirstOut 

The process for defining to TAFI the sequence of events to follow 
to resolve each trouble situation 

Refers to the LMOS Host computer which stores certain data and 
archives trouble history data (i.e., DLETH reports) 

Interconnection Services - organization within BST 

Information Mauagememt System - a methodology used to control 
user access and privileges on specific legacy systems 

Inter-FYocess Communications 

Information Technology - organization within BST 

Initial Trouble Entry Window - the starting point to enter a TAFI 
trouble report 

The name of the commercially available screen handling software 
employed by TAFI 

P 
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JMOS Job Management operations system - used to track contractors 
performing buried service wire activity 

LAN 

LD 

LEC 

LIU 

LMOS 

MA 

MAKE 

MARCH 

MCS 

MLT 

MR 

NAC 

NAR 

Navigator 

nbr 

NCR 

Local Area Network 

Long Distance 

Local Exchange Carrier (telephone company) 

Line In Use 

Loop Maintenance Operations System - the computer system used 
to track facility data including POTS trouble reports 

tor - individual who manually processes MaintenanceAdmmstra 
customer trouble reports 

. .  

A set of software development tools 

The name of the computer system that implements C.O. 
translation changes 

Micro Computing Systems - original TAFI programmers 

Mechanized Loop Test - computer system used to test lines 

Message Report - used to initiate muble report when telephone 
number not available (i.e., customer reporting pole down, etc.) 

Network Access Controller - the computer used by DIALS to 
manage user access to BST systems over dial up circuits 

Narrative field on TAFULMOS report 

A proprietary BST peer to peer communications protocol 

number 

Manufacturer of computer hardware 

4 

4 
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OCN Operating Company Number - a unique number to define each 
CLEC 

OEF 

ONI 

os 

OSPCM 

PC 

PDI 

PDO 

PIC 

POTS 

Predictor 

PSO 

RESH 

ROL 

RRC 

Office Equipment Failure 

Outside Network Interface 

Out of Service - commitment interval established by WMC 

outside Plant Construction Management system (the Navigator 
compatible replacement for JMOS) 

Personal Computer 

Pending Disuatch In - an LMOS stc s indicatic meaningthatthe 
report is wai-kg for the next available ‘inside’ (C.O.) technician 

Pending Dispatch Out - an LMOS status indication meaning that 
the report is waiting for the next available ‘outside’ technician 

hedesignated Interexchange Carrier 

Plain Old Telephone Service - (i.e., IFR, 1FB telephone lines) 

The name of the computer system used to query C.O. translatons 

Pending Service Order 

A field on the CRIS CSR indicating resold service and identifying 
the reseller (by OCN) 

Recording On Line 

Residence Repair Center - organization within BST to manage 
residential customer trouble reports 
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RST 

RTOC 

SCCS 

Screen 

SDB 

SDLC 

simuserN 

smcs 

SOCS 

TAFl 

TE 

Telnet 

m 

TOK 

TR 

UNM 

Recent Status Tramaction - an LMOS report listing all status 
activities on an active report 

Real Time Operations Center - a BST organization main- 
computer systems and communications 

Source Code Control System 

The process of analyzing available data (from multiple s o w s )  
and determining/activating appropriate trouble resolution 
procedures to resolve customer trouble reports 

Symbolic Debugger 

System Development Life Cycle - a formalii project 
managementprocess 

C W s  usedto access the TAFl mining database 

A peer to peer computer interface between TAFI and the Predictor 
and MARCH systems 

Service Order Control System 

Trouble Analysis Facilitation Interhx - the system used by BST 
to process POTS troubIe reports 

Trouble Entry (LMOS mask) 

A communications protocol used over BOSIP to interface with 
character based systems 

Telephone Number 

Test OK 

Trouble Report (LMOS mask) 

A computer operating system 

d 

PRNATE I PROPRIETARY EP-Issue 3 
July, 1997 Page 316 No! fw use or disdwura outside BEusoU7H exapt by mitten agreamont 

(B 1997 B E U S O ~  



n 

P 

CLEC TAFl EnbUser Tmining Attachment V 

usoc 

WMC 

Universal Service Order Codes 

Work Management Center - manages physical repair activities and 
controls technician’s work loads (inside and outside technicians) 
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STANDARD TROUBLE REPORT ABBREVIATIONS 

Abandoned 

Able 

About 

AcCeSS 

Account 

Account Classification 

Account Group 

Acclrmte 

AcrOSS 

Acknowledge 

Additional 

Additional Listing 

Address 

Adjust 

Advance Payment 

Advertising 

AdvisdAdvised 

After 

AnnoyinglAnonymous 

Answering Service 
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4PPlY 
4ppointment 

wor/Our 

bound 

krangements 

As Soon As Possible 

Ask For 

Assign 

Assignment 

Assistant Manager 

At 

Attention 

Available 

Automatic Telephone 

Balance 

Baseboard 

Basement 

Be 

Because 

Bedroom 

Beell 

Before 

Both 
Broken 
Button 

Building 

Business Office 

Business Office Suprvsr 

Business Service Center 

Busy 
Cable 

Call 

Call Back 
Call Forwading 

call waiting 

called 

Called In 

callin% 
Can Be Reached 

Cancel 

Can Not 

Cent 

central office 
Centrex 

Bell Rings While Dialing Change 

Bell System Credit Card changed 
BCtfU Charge 

Between check 

Bill Checked 

Bill Date Cirmit 

Billed City 

Billing Address Claim 
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Cleared 

Coin Phone 

collect 

Color 

commitment 

Company 

Complete 

Comptrollers 

Condition 

Concession 

Confirming Notice 
connect 

connected 

Console 

Contact 

Cord 

Correct 
cost 

Could 

county 

credit 

Credit Card Holder 
credit Class 

Credit Infoxmation 

Customex 

Customer Will Advise 

Customer Will Call 

Cut off 

Day 
Debit 

Deduct 

Delay 

Deliver 

Denies All Knowledge 

Department 

Deposit 

Desk 

Dialed Directed 

Different 

Difficult 

Dinning Room 
Directory 

Directory Asst Charge 

Disconnect 

Does 

Doesn’t Answer 

Dollar 

Don’t 

Down 

Downstairs 

Drop Wire 

Due 
Due Date 

Duke Power 

Duplicate 

Each 

Effective 

Else 

Emergency 
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Equal Half 

Equipment Happen 
Error Have 

Ever High 

Exchange Highmy 

Explained Held / Hold 

Home 

Extension Husband 

Face Plate In 
Facilitieflaciliq In Care Of 

Final Account In Full 

Final Acc. Collection Ctr Including 
Final Bill I I l f O ~ t i ~  

First Initial 
Fix In Reg@ To 
Fixed Inside 
Floor Install 
Fo~~ow-UP Installation Charge 

For Installment Billing 
Foreman Intercom Lines 
Forward Investigate 
From Issue 
Full Amount Itemized Call 
Gave Momation Jack 

Georgia Power Junction 
Get JUSt 

Give I Gave Kitchen 
Given Knew 

G r o u n d  Leave 

Guarantee Leave City 
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Leave Word 

LeaveLeft Word To Call 

Leaving 

Left In 

Letter 

Light 

Like 

Line 

Line In Use 

List 

Listed 

Listing 

Live 

Living Room 
Local service 
Local Usage 

Located / Location 

Long 
LongDistance 

. 

Made 

Mail 

Mailing 

Major Credit Card 

Major Oil Credit Card 

Make 

Manager 
Message 

MSG Investigation Ctr. 
Message Units 

Missed Appointment 

Mileage 

MiIlllk 

Mistake 

Money 

Money Order 

Month I Monthly 

Monthly Charge 

More 

Morning 

Move 

Moved 

Moving 

Much 

Name 

Necessary 

Need /Needs 

Neighbor 

Neighborhood 

Never 

Next 

New 

New Connect 

No Access Required 
No Charge 

No Further Use 

Non Hazardous 

Non-Listed 

Non-Payment 

Non-Published 
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No One 

No Reach Number 

Notice 

Not In 

Not In file 

Notice 

Not Working 

Number 

Observe 
Offa 

Offered 

Office 

ObY 

operator 
order 

other 

outoforder 

out Of service 

ou to fTom 
Outside 

over 

Owe 

Page 
Paid 

party 
Party Line Complaint 

Past 

Pay 
Payment 

Person To Person 

- 

Phone Company 

Please 

Plus 

Pocket Coder 

Pole 

Police Department 

Previous 

Promise 

Promise To Pay 

Protector 

Public Office 

Pulled 

Question 
Rates 

Reach 

Reason 
Receipt 

Receive 

Receiver 

Receiving 

Reconnect 

Record 

Recording 

Record Not In file 

Refer 

R e h d  

Regarding 

Regrade 

Repair 

Remove 

4 
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Repair Service Bureau 

Repairman 

Replaced 

Reported ' 

Representative 

Require / Request 

Residence 

Residence Service Center 

Restore 

Restore No Charge 

Return 

Returned Check 

Room 

ROW 
Said 

Same 

Satisfy 

satisfactory 

Second 

Security 

See 

See Anyone 

Send 

sent 

Service 

Service & Equipment 

service order 
Several 

Should 

Since 

EP-luuc3 
July, 1997 Not for 

Some 

Someone 

Speaker Phone 

speed Calling 

Station 
Still 

Street 

Supervisor 

Suspend 

Suspend For Non Paymt. 

Suspend Service 

Suspension Notice 

Switchboard 

Take 

Taking 
Talk 

Talking 

Telegram 

Telephone 

Telephone Number 

Teller 

Tempomy 
Tempomy Disconnect 

Tempomy Suspend 

Terminal 

That 

Them 
Then 

This 

Third 
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Three-way Calling 

Through 
Ticket 

Time 

To Be 

T h y  
To I Too 

Together 

Told 

Toll Library 

Tomorrow 

Total 

Touch-Tone 

Transfer 

Trimline 

Trouble 

Trunk 

Underground 

Until 

upstairs 

Vacation 

CLEC TAFt End-lJser Tmining 

Verify 

wants 

Week 

when 

Wife 

Will 

Will Mail Check 

Will Pay 

wiring 

with 

Without 

Work 

working 

Would 

write off 
wrong 
WrongNumba 

Yellow Pages 
Yesterday 

You 

Your 

J 
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CLEC TAFI End-User Training Attachment VI1 

CLEC TAFI USER NOTES - RELEASE 973 

TAFI is constantly evolving to improve the processing of customer trouble reports. Release 97.3 
was installed on the CLEC TAFI processors on June 14,1997. 

Changes that may impact the CLEC’s usage of TAFI are listed below. However, because of the 
interactive nature of TAFI, most users may not notice the subtle changes. In other words, by just 
following TAFI’s ‘flow’, the user will properly handle their customer’s trouble report. 

1. CENT FID Defnult 

It was discovered that some customer records did not have a Cent fid character in the LMOS 
listed name field. TAFI sets commitments based on this character and when the field was blank 
TAFI provided the- d e m t  LMOS (affecting service) commitment The solution was to design a 
default table and assign a default value that will be used when TAFI can not find the Cent fid. 

EUSD 
00s m LIU R RODRESS 

T N B H i r n  

YKS RES IlRINT CONTRRCT IUPITD6 

R = Residence B = Business D = no cent fid 

When TAFI is given the ”D” value for a Cent fid, it goes to a default table and 
assigns a the proper commitment value based on state and trouble type code. 

2. PIC / LPIC 

Customers in Florida, Georgia, and Kentucky are now allowed to choose an ZnbaLATA PIC of 
NONE or UNDC (undecided) during the negotiation of their service order. Pre- 97.3 TAFI would 
have assigned the LPIC of 5124. TAFI will now check an exception table and match ‘NONE’ 
and ‘UNDC‘ to LPIC 91 99 for reports genexated in these states (Fla. GA. And KY). 

5124 = BellSouth 
9199 =No LPIC 
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3. LmeSafe 

Linesafe is a 16 gauge steel enclosure tba! protects the Network Interface (NWI) and incoming 
line and also includes conduit to completely encase the exposed portion of the cable. The 
customer is provided a key to open the enclosure, therefore it is imperative that the TAFI user 
gets access information fhm the customer. TAFI has been enhanced to recognize the Linesafe 
USOC value ofNWlRA on the CSR 

If TAFI thds this USOC on the customer’s CSR, TAFI will generate a message window saying: 

I This account has Linesafe 
Get acsess information I 

I I 

On all dispatch out situations, XTAFI Grids the Linesafe USOC, access “A” and “ B  fields must 
be populated. Currently Linesafe is only offered in Fort Lauderdale 

4. Call Waiting Deluxe 

The Call Waiting Deluxe flow was added as well as the new Trouble Code C m X .  

First TAFI will check the CSR for ESXDC, ESXD9 and ESXDL. If these are not found 
then TAFI looks for a pending service order. After verifying that the customer is paying for the 
feature, TAFI will check PREDICTOR for appropriate USOC’s. If a USOC is found to be 
missing then MARCH will attempt to add. This flow contains many message windows that 
offer trouble resolution questions such as “Does second Call Display” as well as messages 
windows such as “Advise customer: Must be on CWDXphone with no other extension in use 
when 9 c a ~  comes in 
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BusyComect (currently only offered in Florida) enables callers to retry a busy line on demand 
When a caller receives a busy condition, the BusyComect service will automatically play an 
announcement offering the caller the option of having the Busyconnect service complete the call 
when the called line becomes available. If the caller activates the Busyconnect service, the 
status of the called party’s line will be monitored for thirty (30) minutes and the call completed 
when the line is available. 

TAFI was enhanced to take trouble reports on Busyconnect as well as Repeat Dialing on a per 
call basis. 

NAME ENS0 
00s 1 LIU 4 RDORESS 

UK6 RES NAINT CONTRRCT IUPITOS 
976 DRYS SINCE LRST TROUBLE 
NCRL 0-2859458848 FRRNE 285-942-157s 

Outgoing c a l l  
Incoming c a l l  

data pRoblcns 
Enhanced Services 

6. wiretapnowchpnge 

Currently wiretap reports are routed Dispatch In for all states except Florida and South Carolina 
(FL & SC IX) longex do wiretap checks). The procedures have changed to handle wiretaps in the 
same fashion as the sub-flow for ^roaringstatidnoise” with the exception of adding “W-p” in 
the trouble narrative field. TAFI now handles this correctly. 

/4 
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7. Label Change to Override Menu 

The fifth entry on the Override Menu was changed fiom ‘‘Tech~~ical assist-RRC” to ‘‘Technical 
Assistance”. This was done to make the screens usable in the RRC, BRC and CLEC 
environments. 

NRnE 
00s 1 L I U  8 ROORESS 

Elm 

UK6 RES nf 
4a4 DRYS SII 
n c K  o-zess! 

l o i n s  c a l l  OUERRIOE HENU I - ming call 
1s. i r s  i on  
I ~ L I  S e r v i c e  CLOSE report  
ak!Call Dispatch I n  
i n s  p l a n r / b i l l i  
I d i s t a n c e  
ita1 
. pRob1e.s 
mced Serv ices  

8. MLT Re-Test Change 

When TAFI fails to get a good MLT test result, the system waits five minutes and then 
automatically re-tests the line. Prior to Release 97.3, TAFI would attempt four tests at five 
minute intervals (the initial plus three re-tests) prior to sending the report to the MA smming 
pool- 

The history of runuing multiple MLT tests indicate that S a  good result is not retumed by the 
second attempt, there’s little probability that additional attempts will provide good results. 
Therefore, in Release 97.3, the MLT retry was reduced to one @om the previous 3). Failing to 
get a good MLT result after the second attempt, TAFI will now send the report to the MA 
screening pool for manual intervention. 
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CLEC TAFI USER NOTES - RELEASE 97.3.2.1 

A set minor enhancements was added to Release 97.3 of the TAFI software on July 5,1997. The 
following three items may affect CLEC customers: 

1. Enhanced Test Flow 

This modification will stop unnecessary reports from being sent to RCMAG. Prior to this 
enhancement, when an h4L.T test result indicated intercept, TAFI would display a pop up 
message asking the user to check the DLR and verify if the service is SNPB or DISC. If the 
TAFI user m e r e d  “NO” the report was sent PDIR Disph  RCMAG, and if the answer was 
“YES” then the report was sent CLOSE Cauwl-Tsausfa to Business Office. 

The flaw was test VER 37. Most of the time VER 37 is caused by a short or a ground on the line 
and therefore does not need to be sent to RCMAG. 

The solution: 

Ifthe TAFI user answers “No” to the question ”Is service SNPB or DISC?”, TAFI will check to 
see if the MLT test is VER 37. If it is, TAFI will display a pop up window and ask the user to 
dial the reported numbex. If the user hears intercept the report will be routed to RCMAG, 
otherwise it will route the report to “PDT tech-needs fuaher analysis”. . 

2. Cd Waiting Deluxe Flow Enhancement 

Certain messages that were displayed to the TAFI user, and even populated in the narrative were 
either not ncceswy or were misleading and have been removed. This will also allow more room 
for additional info to be placed in the narrative by the TAFI user. 

3. Residential Denied Service Access to 911 

The Florida PSC madated that BellSouth (and othw local service providers) must provide 91 1 
access to residential lines that have been denied service for non-payment. For these customer 
accounts, TAFI recognizes the situatioxx 
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~ 

TAFI USER (do not ask): 
1s customer reporting can not cal l  911? 

5ES 

RES IIRINT CONTRRCT UnPlTIP 

8-9544868833 FRRRE 954 763 1387 
Denied S e r v i c e .  AT 1 ORYS SINCE TROUBLE 

RES NAINT CONTRRCT NNPlT IP  

8-9544868833 FRAME 954 763 1387 
RT 1 DAYS SINCE TROUBLE 

Responding to the message window, TAFI prompts you: 

If the customer reports unable to access 91 1 only, TAFI will route the report to RCMAG and will 
write "Unable to access 91 1-Denied Service'' to the narrative and route the report via handle code 
PDIR. 

N e  This is staturr cunenty available in Florida only. 
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P 
JOB AID - TROUBLE SHOOTING CPE PROBLEMS 

Many telephone service troubles are generated by faulty or improperly used Customer Premises 
Equipment (CPE). Customers can often isolate and resolve their own problem with a little 
guidauce from you. By helping your customer ‘fix‘ hisher problem quickly, you restore their 
service and have a satisfied customer at the same time. The following steps will help isolate 
where the problem is ... and the customer replacing the defective set will fix the. problem: 

- 1. If your customer has more than one plug-in telephone, ask them to unplug the one they were 
using when they noticed the problem. Ask the customer to plug another phone into the same 
outlet to see ifthe problem still exists. If it does not, the problem is probably with the first 
phone. 

* If your customer’s telephones are not plug-in (and there are still some hard 
wired sets in senrice), and your customer has more than one, ask them to try 
using another phone to determine whether problem is in the line or equipment. 
If the telephone senrice works from another set location, the first set is most 
likely defective and your customer will have to contact his CPE provider for 
assistauce. Ifthe service does not work fiom another set location, a premises 
visit may be required. 

2. If the problem still exists with a different phone plugged into the outlet, ask your customer to 
unplug all of the telephones and any other devices COMected to the-telephone line. Next, ask 
your customer to replace one telephone set and see if the problem is still there. If the 
problem is gone, advise your customer to replace another telephone set or device and see if 
the problem has returned. When the problem comes back, the last item connected to the line 
is the cause of the problem. 

Cordless telephones, modems, FAX machines and/or answering machines are 
often the cause. of trouble with telephone service (an& from no dial tone 
to noise on the line). Ask the customer to unplug the mounting cord fiom the 
wall-th e electncal cor& fiom the AC outlets. Advise your 
customer to wait about five minutes and then plug each phone in one at a time 
and check for dial tone to isolate the trouble. 

3. A quicker way to determine if the problem is inside the property or in the network is to ask 
your customer to take a known working telephone set to the Network Interface box (typically 
located outside of the building). Tell your customer to unplug the short modular cord h m  
the jack inside of the Network Interface box and plug in M e r  telephone set. This action 
isolates the house Wiring fiom the l i e  and connects the set directly to the drop wire. If the 
problem is not observed at this point, the source of the problem is definitely inside the home - 
either defective equipment or wiring problems. 
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