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Handling Customer Records Incorrect [CR-31]

Modified how RCE deals with diagnosis for calls where the customer's record information is incorrect. If the RCE user clicks on the Customer Records Incorrect option on the customer information page (i9005), RCE will allow the user to continue with all existing diagnostic flows, but will not use the information from the customer's record to make any decisions about features on the customer's line. Instead, RCE will present the user with options that they must select manually. 

· If the problem turns out to be one in which a ticket is taken and it is not service order related, RCE will push the words SUB RECORDS INCORRECT into the narrative and set the handle code to SCR (Screener).

· If the problem turns out to be one in which a ticket is taken and it is service order related, RCE will push the service order number into the narrative and set the handle code to SO (Service Order)

To make all feature flows consistent with this change, two pages viewed for all feature troubles have been changed. 

Figure 1 depicts the page first viewed when a feature is selected and RCE cannot verify the feature is on the customer's record. This page will contain two options: the first option will direct RCE to search for service orders; the second to continue with RCE's standard diagnosis for that feature.
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Figure 1: Customer Records Incorrect Screen Shot #1

If the user decides to check for service orders and then indicates that there are no service orders or no relevant service orders, RCE will present a page like the one depicted in Figure 2 below which contains a new option for Customer records incorrect, which when selected generates a trouble ticket with the SCR handle code and SUB RECORDS INCORRECT in the narrative.



Figure 2: Customer Records Incorrect Screen Shot #2

Call Forward and Make Busy/Idle Activations [CR-53]

Enable all RCE users to be able to submit Call Forwarding and Make Busy/Make Idle activation requests. Figure 3 shows the Activations button that will now be available to users on all pages. Clicking on the Activations button brings up either the second figure or third figure below (depending upon whether an Activations request has been made already during that diagnostic session).



Figure 3: Call Forward/Make Busy Screen Shot #1

If no Activation request has yet been made, the user is presented with a page like Figure 4:



Figure 4: Call Forward/Make Busy Screen Shot #2

The Line Features section shows the results of RCE's customer records analysis regarding whether Call Forwarding Variable is on the line record, and if the line is a Centron/Centrex line. The results are presented as Yes, No or Unknown (if RCE cannot access the customer records). The user has the ability to override these findings if they are certain the records are incorrect.

The Request section allows the user to populate and submit either a Call Forward or Make Busy request. RCE will pre-populate the reported telephone number, and then the user must select the activation type (Call Forward or Make Busy), the activation activity (Add, Cancel, Change, Remove - where Change is available only for Call Forwarding activations), and if the activation type is Call Forward, the Call forwarding number

The Hints section tells the user how to control Call Forwarding once it has been activated and the customer has use of their phone line.

If the user has already submitted an Activation request during their RCE session, the user is presented with a page like the one depicted in Figure 5 that contains four major sections -- the three major sections as described previously, and a Status section. The Status section presents the last status received by RCE for all requests made during that session, and a button for the user to request a status updated.



Figure 5: Call Forward/Make Busy Screen Shot #3

RCE will pre-screen for certain conditions that indicate that activation request cannot be completed for the submitted number, and in those cases, if the Activations button is clicked, RCE will present one of the error messages as indicated in the table below:

Line condition
Error message

RSID validation failure
Feature Activations have been disabled because of RSID validation failure.

Line disconnected
Feature Activations have been disabled because line is disconnected.

Line suspended in service
Feature Activations have been disabled because line is suspended.

Line as remote call forwarding”
Feature Activations have been disabled because line has remote call forwarding.

Line is Ported Out
Feature Activations have been disabled because line is ported out.

The following is a list of the status and error codes associated with Activation requests:

April Request Status values (status of request sent from RCE to April):

· Complete

· In-progress

· Failed

APRIL status codes (Status of the Activation activity):

· Failed

· Pending

· Cancelled by APRIL

· The APRIL system encountered a problem completing this request. It 

· has been forwarded to the RCMAC for manual handling

· Success

· The APRIL system has detected this as a duplicate 

· request and thus has rejected the request

· The APRIL system returned an unexpected error code to RCE

· The APRIL system determined that number does not exist in the Qwest network

· RCMAC completed the work on this request and did not call customer (This error should only be returned on a pending/query)

· RCMAC completed work on this request and called the customer  (This error should only be returned on a pending/query)

· The APRIL system is not currently available 

· RCE can't communicate with the APRIL system. Try again later (This error occurs when RCE can't connect to APRIL at all)

· Feature activation/deactivation has been disabled 

· A timeout occurred trying to connect to the APRIL system 

April Reason Codes:

· APRIL error - Failed at switch 

· APRIL error - NPANXX is not defined 

· APRIL error - This is a centron line 

· APRIL error - Duplicate order 

· APRIL error - Previous order failed 

· APRIL error - Line is suspended 

· APRIL error - Line has remote call forwarding 

· APRIL error - Line already disconnected 

· APRIL error - Line is a party line 

· APRIL error - Can't obtain customer service record 

· APRIL error - Non Qwest switch 

· APRIL error - Can customer pay is 'Y' 

· APRIL error – Manual

· APRIL error - Line disconnected at switch 

· APRIL error - No previous order 

· APRIL error - Switch RC inhibited 

· APRIL error - Switch timeout 

· APRIL error - Wireless switch 

· APRIL error - Parser error 

· APRIL error - Default error 

· APRIL error - Other

Voice Messaging Flow Enhancement [CR-105]

To ensure customer trouble is reported accurately, an option was added for when the Qwest Enhanced Services Center (ESC) or a vendor is reporting receiving a generic greeting (Figure 6 below). When this option is selected, RCE then creates a ticket with the SCR (Screener) handle code and the default narrative: GENERIC GREETING 



Figure 6: Voice Message Enhancement Screen Shot

Transmission – Hearing Radio on Line Flow Enhancement [CR-106]

Made changes to the “transmission/radio on line” flow:  For residence lines only, after selecting Hearing radio on line, the user will now be presented with the question: "Is there a cordless phone plugged in to the customer’s line?" (See Figure 7 below). The user will have an option to select either YES or NO. This item is not presented for business lines - business lines go direct to a referral to their equipment vendor.



Figure 7: Hearing Radio On Line Enhancement Screen Shot

If the user selects YES, they go to a final results page with the INSTRUCT handle code, a default narrative containing: HEARS RADIO OL CRDLS-YES ADV SUB CHNG FREQUENCY, and following hint:  Radio interference may occur due to the frequency your phone uses. For further information on changing the frequency (channel) refer to the instruction manual for assistance. 

If the user selects NO, they go to a final results page with the VENDOR handle code, a default narrative containing: REFD VNDR RADIO OL, and the explanation:

· Step 1. Unplug all telephone equipment from the jacks; this includes (fax machines modems answer machines etc.). 

· Step 2. Plug in one set at a time and place a call to verify if radio interference still exists. 

· Hint: If you identify the telephone equipment that is causing the interference, refer to your owners’ manual for assistance, or you may purchase a filter at your local electronics store.
Service Order Wording Change [CR-108]

Changed wording from: "Service Order(s) on list not related to current trouble" to: "Service order(s) on list may or may not be related to current trouble," as shown in Figure 8 below:



Figure 8: Service Order Wording Change Screen Shot

N11 Flow Enhancement [CR-113]

Modified the Can't Call Out to N11 numbers flow to include support for 211, 311, and 511 in addition to 711. 

Figure 9: Added an option for Gets Wrong number:



Figure 9: N11 Flow Enhancement Screen Shot #1

Figure 10: Added a customizing page for the user to specify which N11 service the trouble is being reported on:



Figure 10: N11 Flow Enhancement Screen Shot #2

 

Figure 11: Added a customizing page if the report is that the caller gets wrong number to allow them to enter in information about the wrong number they are getting:



Figure 11: N11 Flow Enhancement Screen Shot #3

Class of Service Correction [CR-115]

On telephone numbers that are 1FH (an obsolete class of service that should be changed to 1FB) and there is no MCN, RCE now correctly recognizes them as BUS instead of RES and generates the correct Trouble Isolation Charge (TIC) quote.

Can Be Reached Number Explanation Standardization [CR-116]

Standardized the explanation regarding can be reached numbers on all results where a ticket is issued to read: Make sure a Can Be Reached (CBR) number is included on the report - If the CBR provided is a toll free number, be sure to include the appropriate extensions or options for the toll free number in the Remarks field below.

CLEC Subsequent Redirection [CR-117]

Put in a check on subsequent reports to keep CLECs from doing ticket updates through RCE (CLEC ticket updates are to be done in CEMR). If an LMOS ticket exists for a CLEC user, RCE presents the user a page as depicted in Figure 12 below:



Figure 12: CLEC Subsequent Redirection Screen Shot

Commitment Selection Enhancement [CR-118]

Added the commitment selection screen back to take ticket results in the Physical flow.

New Commitment Selection Page [CR-119]

Provided the new commitment selection screen to CLEC users (Figure 13 below). 

· If user selects Customer refusing commitment -- insisting on an earlier commitment RCE populates RCOM (Refused Commitment) in the narrative

· If the user selects Customer requesting later commitment RCE populates FUT (Future) in the narrative and presents the dispatch days of the week for that wire center for help in scheduling a future commitment.



Figure 13: Commitment Selection Page Screen Shot

Ported Out Ticket Creation [CR-120]

When RCE identifies a ported out number (POXXX), in order to allow all RCE users (CRSAB, RCHC, AMSC, CLEC) to be able to open a repair ticket on the LNP telephone number, RCE now presents a page like the one depicted in Figure 14 below with 3 options:

1. Customer (end-user) reporting trouble  -- results in a referral to the service provider

2. Service Provider reporting trouble  -- allows the creation of the LNP ticket

3. FEC the LMOS ticket and take WFA/C ticket on Unbundled Loop Circuit ID



Figure 14: Ported Out Enhancement Screen Shot

RCE System Message Does Not Match Buttons [CR 123]

When a CLEC user is on a final results page and clicks on the "Quit Diagnostics" button, RCE presents a warning message to the user to make sure they did not hit that button accidentally. To prevent users from losing the results of their diagnostic session, exiting the diagnostics at that point requires the user select the Quit Diagnostics button twice.

The error message that RCE presents to the CLEC was changed to refer to the correct button labels by user type (for internal users the buttons are labeled "Send to LMOS" and "Next Call" -- for CLEC users these buttons are labeled "Submit Ticket" and "Quit Diagnostics" respectively).

RCE Instructions for Ticket Entry System [CR 124]

For CLEC users, when RCE identifies the Class of Service for the reported telephone number as ISDN, the language on the referral pages has been changed from recommending user “Take Ticket in Control” to “Ticket must be processed through CEMR designed services with correct circuit ID.”



Figure 15: ISDN Screen Shot #1


Figure 16: ISDN Screen Shot #2

Hints and Notes Wording Changes for CLEC Users:

RCE Screen 
Current Hint, Field, or Link
Change to

RSID Validation Failure result page
We're sorry, but we are unable to authenticate your ability to report trouble on this number. 

Please return to CEMR and validate that the number you have entered is correct.

If this problem persists, please contact the AMSC.
We're sorry, but we are unable to authenticate your ability to report trouble on this number.

Please return to CEMR and validate that the number you have entered is correct.

If this persists, please contact the Help Desk regarding this difficulty, or call the AMSC to place a manual trouble ticket.

Customer Record Information
If there is no information returned in the Trouble Report section, you can still take a ticket on that number if you click on the Customer Record Information Correct link below, but you will not be able to provide the call with LMOS commitment date or time.
If there is no information returned in the Trouble Report section, you can still input a ticket on that number if you click on the Customer Record Information Correct link below, but you will not be provided with a commitment date and time.

Select Service Order to Review
Service Order(s) on list not related to current trouble.
Service order(s) on list may or may not be related to current trouble.

Quote TIC
Linebacker not found on customer's line-must quote TIC
Linebacker not found on customer's line - a trouble isolation charge will apply if a Qwest technician is dispatched and the trouble is isolated to non-Qwest equipment or wiring.

Quote TIC
Link:  Quoted TIC (except in Idaho)
TIC may apply (except in Idaho) see note above.

Result/Customize Screen
Do not off "line test only " (LTO) to the customer. LTO should only be used in those circumstances where the customer specifically requests that they only want their line tested and no further action.  Used improperly LTO will drive nonproductive work into screening.
LTO should only be used in those circumstances where the customer specifically requests that they only want their line tested and no further action.

Commitments screen
Due to heavy repair volume, do not back down commitments without your supervisor's or director's approval.
A commitment date and time will be assigned according to the trouble type reported. Follow your current escalation process to modify.

Commitments screen
Available Commitments
Commitments

Commitments screen
Select commitment (see above for RCE recommendation).
Removed hint completely.

Commitments screen
Link:  CLEC user - no commitment selection
Line changed to "Continue"

Commitments screen
If LMOS is down, give a commitment of 5pm next business day (Monday through Saturday)
If an appointment time is not provided, enter the commitment of 5pm next business day.

Results screens
Thank the customer for using Qwest
Thank your customer.

Successful Ticket Submission
Get a Can Be Reached (CBR) number from the customer.
Make sure a Can Be Reached (CBR) number is included on the report.

Repeat Complaint
Ask the customer if this is a repeat complaint?  (If the customer is irate, answer Yes)
Is this a repeat complaint?

Submitting Trouble Ticket 
Explain to the customer that they will have to call the Billing Organization on the next business day in order to have their service restored.
This service is denied. Please refer to your current process to restore.

Submitting Trouble Ticket 
Explain to the customer the Qwest is only allowed to bring dial tone to the building. The customer will have to contact their building manager for repair.
Qwest is only allowed to bring dial tone to the building.  Please contact the building manager for repair.

Submitting Trouble Ticket
Advise the customer that best way to check CPE is to unplug all phones and try them one at a time.
The best way to check CPE is to unplug all phones and try them one at a time.

Number shows ported out 
To the AMSC: If the customer is reporting a NDT or TRANS problem, the ticket must be opened on the Unbundled Loop circuit ID in WFA/C and FEC this ticket on the LNP telephone number. Otherwise take the ticket as directed.
If NDT or TRANSMISSION problem is being reported, please click “Quit Diagnostics” and open the ticket against the Unbundled Loop Circuit ID in CEMR or WFA/C. Otherwise, input the ticket as directed.

Number shows ported out
This is the AMSC handling the call and a ticket is to be taken on the LNP TN.
A ticket needs to be created on the LNP TN.

Number shows ported out
FEC the LMS ticket and take WFA/C ticket on Unbundled Loop Circuit ID (AMSC only).
Input a CEMR ticket on the Unbundled Loop Circuit ID.

Number shows ported out 
Customer (end user) reporting trouble
Customer (end-user) reporting trouble - not applicable for CLECs.”

Service Provider reporting trouble
No Host Submission Required Result: Refer to AMSC: 1-800-223-7881 DO NOT TAKE TICKET-HIT NEXT CALL TO CONTINUE
No Host Submission Required Result: Please call the AMSC at 1-800-223-7881 DO NOT INPUT A TICKET - CLICK QUIT DIAGNOSTICS BUTTON.

Review DATH screen
DATH contains NTF or FOK and customer agrees to check CPE before requesting a ticket.
DATH contains NTF or TOK and customer agrees to check CPE before requesting a ticket.
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