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Introduction

Create
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TROUBLE ADMINISTRATION GUIDE

This document outlines the different Trouble Administration transactions
and provides the key information Virtual Front Office (VFO) system,
however, the supported fields and field usage is the same for e-bonded
transactions (EBTA). If you are an E-bonded Carrier and unable to
comply with these rules, please contact the Connectivity Manager and
ask to be exempt from these rules.

NOTE: The samples included in this document are for illustrative
purposes only and represent the most frequent trouble types requested.
The intent is NOT to cover every possible scenario for trouble reports.

Tickets can be called in, entered electronically in Ziply Fiber6 s FOV
application, or sent electronically to Ziply Fiberé s tegay. This section

of the document provides the information needed to electronically

create trouble reports (VFO or E- bonding), also referred to as fticket s 0
in this document.

Tickets called into Ziply Fiber, can be sent electronically later and will be
flLate Bonde dto the ticket already started in Ziply Fiber6 backend
systems. For more information on this function, see the Late Bonding
Policies and Procedures guide.

Ziply Fiberé schema and application is based off the Trouble
Administration industry standards and as a result there are many fields
provided that are NOT used by Ziply Fiber. The information in the Ziply
Fiber Requirements section can be used by the VFO user and E-bonded
carrier to understand which information Ziply Fiber uses and which it
does not. For example, there are two tabs not supported by Ziply Fiber
on a Create Trouble Request:

9 Escalation
1 Call Back Info
There are also sections that are not supported, such as:
1 Alternate Manager Contact Person
Customer Info

1
9 Circuit Instance Alias
M Circuit Info

The Loc & Access tab is used to provide Ziply Fiber information about
when the Circuit can be Accessed. There is a place for circuit access as
well as location access information. Ziply Fiber only supports two
different timeframes (a.m. or p.m.) and at least one day must be
selected for access. Therefore, you can only send two different time
slots in your request. If you send a third set of hours the ticket will error.

© 2020 Ziply Fiber. Zi p | y Eadénsark af Northwest Fiber, LLC. All rights reserved. 2
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There also two location sections depending on the Trouble Report Form
Designation selected at the start of the ticket. If it is a ticket for Services
without Premises Address, then the tab is only used for Access
information. If it is a ticket for Resold POTS or Services with a Premise
address, then there will be two Location sections. Location A is always
populated when an address exists. Location Z is only used for point-to-
point circuits.

The Authorization tab is used during the create ticket process to either:
1. Provide authorization to activities proactively.
2. Deny authorization to activities proactively.

NOTE: The authorization information can also be provided later using the
Modify Attributes function.

The section called Ziply Fiber Specific Create Ticket Policies_provides the
details on all fields and sections on a Create Trouble Report. The
following reviews the process for entering tickets in the Ziply Fiber VFO
application.

SAMPLE: CREATE A TROUBLE TICKET REPORTi RESOLD POTS

To create a trouble ticket in Ziply Fiber6 ¥FO:
1. Hover over the Ticket tab and click Create Trouble Report.

TICKET MLT . SEARCH TEMPLATE
Add Trouble Info
Cancel
Create As Agent Customer
ast (1] A
Escalate R E ) Mutmr State Status Trouble  Trouble Ticke
pdate 1D
Force Close ReportID Number
Mpdily Attabitas 2L AR OP Soreening  TAFRN-5417 TADI3
Retrieve Trouble Info o2 Pl e
Retrieve Trouble Status % TA-FRN 2&"}36 Screening  TA-FRN-5416 5853886345
Verify Repair Completion }24,’09 &
% en r
Change Assignment o TAFRN A&ive Screening TA-FRN-5415
Bulk Change Assignment 0409 0
T 0N ) nen =
T o7 0608 PM 04:10 PM TA-FRN Active Screening TA-FRN-5414
1112309 11/24/09 Closed Out By
ol 4 563 0545 PM 0434 PM TA-FRN Closed Cust Req TA-FRN-5413 5853886345
1112309 1142309 Closed Out By
o s33 e Dasapy  TAFRN Closed &8 o TA-FRN-5412 5353886345
11423109 11423109 Open e <
C 512 0216 PM 0216 PM TA-FRN Active Screening TA-FRN-5411 test1custticketnun

The Create Trouble Report Request Screen is returned.

© 2020 Ziply Fiber. Z i p | y Eadénsark af Northwest Fiber, LLC. All rights reserved. 3
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TICKET ST

"\ SEARCH . TEMPLATE

L tompicte

3- Resold POTS -

etvork D Service [

NW Fiber

ICreate Trouble Report Request

TRFD Accourt N

me

304 3431234

%

Fill out all required fields to start a trouble report.

Request is for:

TRFD Field:

Account Name:

Network ID:

Service ID:

. N 1 - Services with . R
Designed Circuit Premises Address Company CCNA NW Fiber Circuit ID
Non-Designed Circuit 1 - Services with
(UNE Loop) Premises Address Company CCNA NW Fiber Circuit ID
Circuit (Central Office 2 - Services without
Work) Premises Address Company CCNA NW Fiber Circuit ID
e
9 3 - Resold Pots Company CCNA NW Fiber Telephone
Number

Below is a fCall Return Not Workingdexample:
o TRFD 1 Drop Down Menu i Select 3/Resold Pots.
o Account Name i Drop down menu - Select your company

CCNA.

o Network IDT NW Fiber

o Service IDT Enter the 10-digit telephone number that is being
reported.
When entering circuits, be sure to use the Telcordia CLS
Circuit ID format.

CLS Format

Prefix  Service Code Sulffix

Segmentl Mame

o)/ [CaelEs] /oot OB — —]/c — ]

Modifiers & & B Serial Mumber

Telzo 1D

3. Click NEXT. Create Trouble Report Screen shown is returned.
Unless the Service ID is not found or the Account ID and Service ID
do not match values in the Ziply Fiber backend systems.

Ziply Fiber General Policies:

o Circuit Access Hours - Ziply Fiber only allows 2 occurrences
of Access information, since Ziply Fiber uses Am or PM;
therefore the user should
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just click Add once to populate a second set of Access Hours
for the A Location or Circuit Hours.

o [Escalation Tab i No escalations are supported on a create
trouble ticket report. A ticket must be opened and have been
processed in the back end system for one hour before it can be
escalated.

o Call Back Tab- Not supported by Ziply Fiber.

TICKET wr SEARCH TEMPLATE 2% =

ICreate Trouble Report Request

TRFD Accourt Mame Network ID Service ID
3 - Resold POTS HBC TA-FRN 3043431234

TicketInfo Loc & Access Info  Authorization  Escalation  Call Back Info

Troukle Type Stetus Window: Customer Trauble Ticket Num Callect Hurmber

Call Return Not Warking - (i days 0 s 0 mins

Trouble Detection Time Preferred Priority. FRepest Report
[ = | =}

TSP Priotty Commitment Tine Request Commitment Time Recuest Type

Manager Contact Person:

Mame umber
L

Pager Respon

Civic Address City State 7

&] @ Internet

3. Trouble Type: Selects trouble type from drop down menu (Call
Return Not Working)

4. Status Window: Select how often you want the application to pull
updates on the ticket. Zero fill the fields, since Ziply Fiber provides
updates as they are made.

5. Additional Trouble Info: Free flowing text to explain the
issue being reported.

6. Manager Contact Person: Name, Phone and Email are required.
Click the Loc Access Tab. Loc & Access Tab is displayed.

Select days of the week by clicking days available for access to the
premises.

9. Enter the Start and End time.

10. Access Hours i Selects A Location Hours T fill in the Start Time &
End Time.

Ziply Fiber access hours are either am, pm, or all day. To
indicate: AM: enter 8:00 am to 12:00 pm

PM: enter 12:00 am to 5:00

pm All Day: enter 8:00 am to

5:00 pm

NOTE: A LocationoAccess Hours are required on tickets with a
premise address. Two Day/Time sets can be used. Ziply Fiber does
not accept a third row of additional Access Hours.

©2020 ZiplyFiber. Zi pl yE is a trademark of Northwest Fiber, LLG Al rights
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TICKET Nomr \ SEARCH TEMPLATE E AR =

Create Trouble Report Request

TRFD Account Hame Hetwark D Service ID
3 - Resold POTS ABC Ta-FRN 304 3431234

Ticketinfo Loc & Access Info  Authorization  Escalation  Call Back Info

Cireuit Info
Access From Time Access To Time

Circuit Access Hours: Add

A Location Access Address:

Premizes Mame Civic Address City State Zip

A Location Access Person:

Mame Mumker Phone Fax
Pager Respon Email
Civic Address City State Ip

A Location Access Hours: Add
# Sun Man Tue Wed Thu Fri Sat Start Time  End Time Action

10 W W W ¥ T sooam E00Pm Delete

Z Location Access Address: =l

& [ [ [ e mntemet

11. If applicable, select the Authorization tab and populate the
request type and the authorization activity.

NOTE: If you added the Authorization fields and then decide not to
provide any Authorization, click the Delete link under the Action column
found to the right of the fields and this tab will not be required.

Ziply Fiber does not support Escalations on a newly created Ticket. You
must wait one hour before escalating an issue.

12. Click Submit (Running Person). The Trouble Detail Report is returned.

©2020 Ziply Fiber. Zi pl yE is a trademark of Northwest Fiber, LLGCs Al l
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13. Click Refresh/Reload to receive a Response ID. The Response ID
will be a hyperlink to view the response.

TICKET M . SEARCH . TEMPLATE . ADMINISTRATION Bk

Create Trouble Report Request Detail

IC: 2085 Troukle Report ID: 2080 Response IO:
Crestion Time: 05068M0 05:01 Ph Created By jgerber Invoke 10 G20
Setvice [Dn 7172278077 Metwvark 1D FSiM Account Mame: ZTX
Trouble Type: Call Return Mot Working TRFD: 3 -Resold POTS
Additional Trouble Info; Call Return is Mot Waorking
Called Mumber: Customer Trouble Tickst Custamer Wiork Certer:
Tum:
Trouble Detection Time: Status Window: 0 days, 4 hrs, 0 mins Preterred Priority:
Repest Report: Perceived Trouble TSP Priority:
Sevetity:
TP State:
Do

Commitment Time Request:
Customer Info:

Manager Contact Person:

hlame: Jackie Gerber Tumber: Fhaone: 3012212185
Fax Pager: Etnail:
Respon: Address:

Alternate Manager Contact Person:
Circuit Info:
Access From Time: Access To Time:

Circuit Access Hours

14. Click the Response ID to view the Create Trouble Report Response
Detail

TICKET R . SEARCH . TEMPLATE . ADMINISTRATION A Bk

Create Trouble Report Response Detail

ID: 63208 Trouble Report (D0 63203 Request IDn 63206
Crestion Time: 06M8M0 08:33 A Irvake D 2434

Agent Trouble Report ID: 827127 Metweork I00 FRLC Account Mame: ALN

TSP Priority: Initizting Mode: 0
Status Infermation

State: Open Active Status: Pending Test Status Time: 06M8M0 07:33 AM

Commitment Time

©nzite Time : 08/21/10 02:00 PM Cleared Time :

Agent Contact Person

©2020 ZiplyFiber. Zi pl yE is a trademark of Northwest Fiber, LLcr Al rights rese
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SAMPLE: VENDOR MEET REQUEST

Vendor Meets can be requested on Design Circuit tickets during the
Closing Tickets/Verify Repair Complete process, when the state is fCleareddand the
status is fiCleared Awaiting Customer Verification. 0

However, for Non-Design Circuits, Ziply Fiber will close the ticket when the issue is
resolved and a new ticket will need to be open to request a vendor meeting. The steps
below are an example of the process followed to request a vendor meet on closed
tickets.

1. Create a trouble ticket by hovering the Ticket Tab and selecting Create
Trouble Report.

~

NOTE: You may also use the Create As function to copy the closed ticket 6 s
information. However, remember to change the Trouble Type and description.

TICKET MLT SEARCH . TEMPLATE
Add Trouble Info
= Or
Cancel
Create As <3 T Agent Customer
Escalate ‘ State Status Trouble  Trouble Ticke|
pdate 1D
Force Close ReportID Number
Hpidify Aibutes 2 TaFRN PN soreening  TAFRN5417 TADI3
Retrieve Trouble Info =2 T e
Retrieve Trouble Status % TA-FRN 2&?:.3 Screening TA-FRN-5416 5853886345
Verify Repair Completion }24'@9 "
Change Assignment 35 PM TA-FRN Agﬁve Screening TA-FRN-5415
Bulk Change Assignment n4/m0a 0
= IS Ren n
1 EYEa 0608 PM 0410 PM TA-FRN Active Screening TA-FRN-5414
11123109 1142409 Closed Out By
- 563 05-43 PM 0434 PM TA-FRN Closed Cust Req TA-FRN-5413 5853886345
1172309 1142309 Closed Out By
c o 533 e Dacapy  TAFRN Closed (= ren T&-FRN-5412 5853586345
1172309 11423109 Open . ;
@ 512 0216 PM 0216 PM TA-FRN Active Screening TA-FRN-5411 test1custticketnun

2. Populate the fields to start a Trouble Report.
a. TRFD i Drop Down Menu i Select whether the circuit has an
end user address TRFD=1, or if it is a Carrier Interoffice Facility
TRFD=2.
b. Account Namei Drop down menu - Select your company CCNA.
Network ID i NW Fiber.

d. Service ID i Enter the 10 digit telephone number that is being
reported.

o

NOTE: The example provided is for illustrative purposes only.

©2020 ZiplyFiber. Zi pl yE is a trademark of Northwest Fiber, LLe Al rights
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TICKET MLT SEARCH TEMPLATE 2%
ICreate Trouble Report Request

[ecran =] T

\Nm\

Ziply Fiber
]
& [T e e
3. Complete the ticket based on the Trouble Report Format

Designation (TRFD) selected.

a. Trouble Typei Select Manuelintervention required from the TRFD
menu

b. Status Window i Enter the frequency of updates you want on this
ticket or zero Dofill these fields.

c. Additional Trouble Info i Enter ivendor Meet Request , 0
previous trouble ticket number, and date of the previous dispatch.

TRFD CCOLM Mame Tletwecirk 10 ErICe 10
1 - Services with Premises Address ABC ILEC-TAX] 09812341234/ 200 .00

TicketInfo  Loc & Access Info  Authorization Escalation  Call Back Info

Trouble Type Status Window Customer Trouble Ticket Num Called Mumber
IManuallrvterventionRequired j i days 2 hrs 0 mirs
Addtionsl Troukble Info f
'endar Meet Reouest!
Enter
Customer Work Center
AVENDOR MEET REQUEEST,
Perceived Troukle Severity TSP Priority TKT # 12345678 Dispatc h e
I = 03/01/ 20100
TP State
>
Dialog

Manager Contact Person:

Mame Mumber Phone Fax
Tom Smith 301 654 3421

Pager Respon Email

Civic Address City State Zip

Alternate Manager Contact Person:

a. Enters Manager Contact Person: Name, Phone, and Email

Address.

b. Click the Loc & Access Info tab and complete all required fields for

access.

c. The ticket flows downstream to the repair operations center.

d. The CNOC pulls the ticket and calls the customer to schedule the
vendor meet.

4, The ticket will receive updated statuses once the meeting is
scheduled and again after the issue has been resolved.

©2020 Ziply Fiber. Zi pl yE is a trademark of Northwest Fiber, LLC. Al rights re
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This section reviews the Create Trouble Report fields and the Ziply Fiber
policies for completing these fields for Resale POTS, Wholesale Advantage,
UNE Platform, UNE Loop/Non-Design Circuits and Design Circuits.

Table Legend

O = Optional
R = Required in the System
FR = Ziply Fiber

Required FP = Ziply

Fiber Prohibited C =

Conditional

N/A = Not Supported by Ziply Fiber

Light Red shading = Field not used by Ziply Fiber

Yellow shading = Not all values in the field drop down are used by Ziply

Fiber

Green shading = Field is required by Ziply Fiber with additional information

NOTE: The values below may not match with the application required/optional
rules. These are Ziply Fiber specific rules that will be added to the system at a

later time.

Field Name

Resale POTS,

Wholesale Access

Advantage & Designed Ziply Fiber Specific Business Process
UNE Platform Circuits

TICKET

User Template

TRFD

1 Services with Premises Address
/Circuits

2 Service without Premises Address
R R R /Circuits

3 POTS (10 digit telephone Number)

Account Name

Company ID (CCNA) i Pre-
populated in drop down list. User can
only open tickets for their company.
Validations are performed at log on.

© 2020 Ziply Fiber. Zi pl y E
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Resale POTS,

) Wholesale Access ) ) . .
Field Name Advantage & De_S|gr)ed Ziply Fiber Specific Business
UNE Platform Circuits Process
You enter iNW Fiberoand behind
the scene Ziply Fiber will determine if
the circuit is a Designed Circuit or a
Network ID R R Non-Designed Circuit (Resale POTS,
UNE Platform, Wholesale Advantage
or UNE Loops)
Circuit ID number i When TRFD =1
or 2 / Designed Circuits and Non-
Service ID R R Designed Circuits
10 digit TN when TRFD = 3 (POTS)
See Appendix A to view which
Trouble Types should be used
Trouble Type R R depending on the circuit type
(Design vs Non-Design).
Status Window R R This indicates how often you want the
i Days system to pull an update on your
ticket. Enter zero in the status
Status Window R R windows you are not using or in all to
i hrs request no status updates.
Status Window
T mins R R
c This system has this field optional
Tustglmt_err_ K when TRFD=3 but Ziply Fiber
er?rl; e Ticket FR R would like this field populated on all
Ticket Info tickets.
Indicates the number being called that
Called Number (0] (0] O has an issue.
Additional R R State specifically the issue or
Trouble Info request in this field.
Customer Work Fp P This field is not supported by Ziply
Center Fiber.
Trouble Required when the Service ID field is
Detection Time FP R i o ;
populated with a circuit number and i t
a Design Circuit.
Otherwise, not applicable.

© 2020 Ziply Fiber. Zi pl yE i s
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Field Name
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Resale POTS,

Wholesale

Advantage &
UNE Platform

Access
Designed
Circuits

Ziply Fiber Specific Business Process

Preferred Ziply Fiber prohibited when TRFD=3.
Priority FP o o
Not supported by Ziply Fiber. If
Repeat Report EP P P populated, data will be ignored in the
back end systems.

_ Optional when the Service ID field is
Perceived populated with a design circuit value.
Trouble
Severity N/A © © Otherwise, not applicable.

Usedtoentertheci rcui t 0s
TSP Priority e} e} e} Telecommunication Service Priority code.
Commitment N/A p P NOTE: No Commitment time
Time Request request should be provided.
Commitment Not supported by Ziply Fiber.
Time Request N/A P P
Type
TP State FP F FP - Not supported by Ziply Fiber,
=]
Dialog (0] (0] (0]
Manager Contact Section:
Name R R R
Number N/A N/A N/A Not supported by Ziply Fiber.
Ticket Info Phone R R R Required by Ziply Fiber.
Fax FP P P Not supported by Ziply Fiber.
Pager FP P P
Respon FP P P

© 2020 Ziply Fiber. Zi pl y E i
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Resale POTS,

Wholesale Access

Field Name Advantage & Designed Ziply Fiber Specific Business
UNE Platform Circuits Process

This is required when requesting a
test on Special Access Request with
Trouble Type fRequest for Routine. 0
So itis required for all Design Circuit

requests.

Email FP R R Optional, when the Service ID field is
populated with a circuit ID number
and its a Design Circuits. Otherwise,
prohibited.

Civic Address FP P P Not supported by Ziply Fiber.

City FP P P

State FP P P

Zip FP P P

Alternate Manager Contact Person:

Name FP P P Not supported by Ziply Fiber.
Number FP P P
Phone FP P P
Fax FP P P
Pager FP P p
Respon FP P P
Email FP P P
Civic Address FP P P
City FP P P
State FP P P
Zip FP P P

©2020 Ziply Fiber. Zi pl yE is a trademark of IKeservedhwest Fiber, LLCI3 All rights
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Wholesale
Advantage &
UNE Platform
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UNE
Loops

Access
Designed

Circuits

Ziply Fiber Specific Business

Process

Customer Information:

PIC FP P P Not supported by Ziply Fiber.
LPIC FP P P
LRN FP P P
OCN FP P P
Circuit Instance Alias:
Instance Alias FP P P Not supported by Ziply Fiber.
Circuit Info:
Access From Time N/A N/A N/A Not supported by Ziply Fiber
Access To Time N/A N/A N/A Not supported by Ziply Fiber
Circuit Access Hours:
Sun FP (@] @] At least 1 value must be checked
inthe SUN T SAT fields. When
Mon Ep 0o 0 the Service ID field is populated
with a circuit number and it is a
Tue Design
FP o) o Circuit, all can be checked.
Wed FP (@] (@]
Thu FP (@] (@]
Fri FP 0 o)
Sat FP (0] (0]
Start Time FP R R
End Time FP R R

A Location Access Address:

© 2020 Ziply Fiber. Zi pl y E
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Resale POTS,
) Wholesale Access ) ) __ .
Field Name Advantage & UNE Designed Ziply Fiber Specific Business
UNE Platform  Loops Circuits Process
Loc & -
. Not available on TRFD =2 No
Access Info | Premises Name R C C val

Service Address

Not available on TRFD =2 No

Civic Address R C C Service Address
. Not available on TRFD =2 No
City R c c Service Address
Not available on TRFD =2 No
State R c c Service Address
Zip R Cr c Not gvallable on TRFD =2 No
Service Address
A Location Access Person:
Name R R R Ziply Fiber required for TRFD =1 or 3.

Not supported by Ziply Fiber. If

Number FP E FP populated, data will be ignored in the
P back end systems
Phone R R R Ziply Fiber required for TRFD =1 or 3.

Not supported by Ziply Fiber. If

Fax EP = FP populated, data will be ignored in the
=] back end systems.

Pager FP I:F) FP Not supported by Ziply Fiber
Respon FP E FP Not supported by Ziply Fiber..

Email FP E FP Not supported by Ziply Fiber.

Civic Address FP |I2:> FP Not supported by Ziply Fiber.

City FP E FP Not supported by Ziply Fiber.

State FP E FP Not supported by Ziply Fiber.

Zip FP I:F) FP Not supported by Ziply Fiber.

© 2020 Ziply Fiber. Zi pl yE is a trademark of MKeservedhwest Fiber, LLCI5 All rights
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Resale POTS,

Wholesale Access

Field Name Advantage & UNE Designed Ziply Fiber Specific Business

UNE Platform Loops Circuits Process

A LOCATION ACCESS HOURS: ADD

Sun C C C At least 1 value must be checked
in the SUN i SAT fields, when the

Mon c c c TRFD =1 or 3.

Tue C C C

Wed C C C

Thu C C C

Fri Cc C c

Sat Cc C Cc

Start Time C C C Required when TRFD =1 or 3

End Time C C C Required when TRFD =1 or 3

Z LOCATION ACCESS ADDRESS:

. Required on a point-to-point circuit.
Premises Name FP ¢ ¢ Prohibited for Resold POTS.

Required on a point-to-point circuit.

Civic Address FP c c Prohibited for Resold POTS.

e | o | B aport oo o
5 c | o | Bemonanorion o
Zip Fp o c Required on a point-to-point circuit.

Prohibited for Resold POTS.

Z LOCATION ACCESS PERSON:

Prohibited for Resold POTS.

Name FP C C . . .
Required on a point-to-point circuit.

©2020 Ziply Fiber. Zi pl yE is a trademark of Ikeeservedhwest Fiber, LLC6 Al rights
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) Wholesale Access ) ) . )
Field Name Advantage & UNE Designed Ziply Fiber Specific Business
UNE Platform Loops Circuits Process
Prohibited for Resold POTS.
Number FP C C . . S
Optional on a point-to-point circuit.
Prohibited for Resold POTS.
Required on a point-to-point circuit.
Phone Ep c c When required, a 10 digit _
Telephone must be populated in
this field; if not populated an error
message will be returned
Prohibited for Resold POTS.
Fax FP C C . . S
Optional on a point-to-point circuit.
Prohibited for Resold POTS.
Pager FP c C Optional on a point -to-point
circuit.
Prohibited for Resold POTS.
Respon FP C cC . . S
Optional on a point-to-point circuit.
Prohibited for Resold POTS.
Email FP C C . . S
Optional on a point-to-point circuit.
Prohibited for Resold POTS.
Civic Address FP C C . . S
Optional on a point-to-point circuit.
Prohibited for Resold POTS.
City FP C C . . S
Optional on a point-to-point circuit.
Prohibited for Resold POTS.
State FP C C . . S
Optional on a point-to-point circuit.
Prohibited for Resold POTS.
Zip FP C C . . S
Optional on a point-to-point circuit.
Z LOCATION ACCESS HOURS:
Loc &
Access o
Info Sun FP F C Prohibited for Resold POTS.
P
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Resale POTS, Access
Wholesale . . . - .
Advantage & UNE Designed Ziply Fiber Specific Business
UNE Platform =~ L0OPS Circuits Process
Mon Ep E C Required on a point-to-point circuit.
P If its a Design Circuits and Z
Tue Ep = c Location Access Address and/or Z
P Location Access Person fields are
populated on any Create or Modify
Wed FP F C Request, then one occurrence of
p Sun-Sat must be populated
Thu FP F C
P
Fri FP F C
P
Sat FP F C
P
F Required on a point-to-point circuit
Start Time FP P C with Address
End Time Ep = c Required on a point-to-point circuit
P with Address
AUTHORIZATION ADD:
Required on TRFD=1 and if
Authorization tab has been added.
Click the Add link to give different
Request States to different Activity
Types.
Provided: Used to give Ziply Fiber
approval to do the selected activity
and authorizes billing if billing
AUTHOR would normally be generated for
I Request State o O C the selected activity.
ZATIO Denied: Used to tell Ziply Fiber
N that the activity is not approved.
NOTE: Authorization is required on
TRFD=1 tickets.
Requested: NOT supported by
Ziply Fiber. If Requested is
submitted, it will be treated as
Provided.
ACTIVITY
©2020 Ziply Fiber. Zi pl yE is a trademark of Northwest Fiber, LLC18 Al rights
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Resale POTS,
Wholesale
Advantage &

Access
Designed
Circuits

Ziply Fiber Specific Business
Process

After
Hours
Repair

UNE Platform

If tab used, at least one activity is
required.

This selection either approves or
denies repairs after normal
business hours (8 am to 5 pm).

After Hours
Standby

If tab used, at least one activity is
required.

This selection either approves or
denies the cost associated with
having Ziply Fiber on standby for
after hour repairs.

Delayed
Maintenance

If tab used, at least one activity is
required.

This selection either approves or
denies the ability to delay
maintenance until a later time
(usually to delay maintenance until
Ziply Fiberd bours of business on
the next day if no resolution has
been achieved by end of the current
business day).

Deregulate
d Work

If tab used, at least one activity is
required.

This selection either approves or
denies services billed out of a
different tariff (i.e., inside wiring).

Dispatch

If tab used, at least one activity is
required.

This selection either approves or
denies a technician being sent.

Manager
Initiated
Test

If tab used, at least one activity is
required.

This selection either approves or
denies having the Carrier Initiate
the test.

© 2020 Ziply Fiber. Zi pl y E i
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TROUBLE ADMINISTRATION GUIDE

Resale POTS, Access
Wholesale . . . - .
UNE Designed Ziply Fiber Specific Business
Advantage & A
UNE Platform Loops Circuits Process
If tab used, at least one activity is
required.

No Access I c I Thig selection' gither approves or
denies the ability to access the
premises. This is used to adjust the
total MTTR (stop clock applied).

If tab used, at least one activity is
required.

Release C C C This selection either approves or
denies intrusive testing or work on
the circuit that may cause service
interruption.

If tab used, at least one activity is
required.

Standby Cc C C This selection either approves or
denies the cost involved with having
Ziply Fiber on Standby.

If tab used, at least one activity is
required.

Test C C C . . )

This selection either approves or

denies testing the circuit.

AUTHORIZATION TAB:
AUTHORIZATION PERSON

Required by Ziply Fiber if the
Name c c c Authorization tab is populated.
Number FP F FP Not supported by Ziply Fiber

D

Required by Ziply Fiber if the

Phone c c c Authorization tab is populated.

Fax @) 0] 0] Not supported by Ziply Fiber.

Pager @) 0] 0] Not supported by Ziply Fiber.

Email @) 0] 0] Not supported by Ziply Fiber.

©2020 Ziply Fiber. Zi pl yE is a trademark of Northwest Fiber, LLCco Al rights
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Resale POTS, Access
. Wholesal : . . - .
Field Name Adva?nte;;ee& UNE De_S|gr_1ed Ziply Fiber Specific Business
UNE Platform Loops Circuits Process
Civic Address @) @) @) Not supported by Ziply Fiber.
City @) @) @) Not supported by Ziply Fiber.
State @) @) @) Not supported by Ziply Fiber.
Zip @) @) @) Not supported by Ziply Fiber.
Escalation NOT SUPPORTED BY ZIPLY
FIBER ON CREATE
Call Back NOT SUPPORTED BY ZIPLY
Info FIBER

Sample Responses

After the ticket is submitted the information sent will be displayed on the
screen. To view the response, click the refresh icon and click the Response ID
that should be populated on the Request detail screen just a few seconds after
submitting the ticket. Below is the response provided for Non-Design Circuits
and Design Circuits tickets:

Non-Design Circuits

Commitment Time
Cnzite Time : OFO7FM01219 PM

Agent Contact Person

TICKET MLT SEARCH TEMPLATE ADMINISTRATION ] T
Create Trouble Report Response Detail
IC: 10497 Trouble Repaort 1D 10488 Request 00 10495
Creation Time: 0705100413 PM Invoke ID; 8§15
Sogert Troukle Report ID: 457046 Metvork ID0 FRLC Acocount Mame: FET
TSP Priority: Initisting Moce: O
Status Information
State: Open Active Status: Pending Test Status Time: 070510 12:19 PM

Cleared Time :

© 2020 Ziply Fiber. Zi pl yE i s
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Design Circuits

TROUBLE ADMINISTRATION GUIDE

TICKET MLT

. SEARCH

"\ TEMPLATE

" ADMINISTRATION

IC: 1199
Creation Time: 0701100111 P
Agert Troublz Report (D 2010070101854
TSP Priority:
Status Infermation
State: Open Active
Commitment Time

Agent Contact Person

Create Trouble Report Response Detail

Trouklz Report (0 1178

Invoke ID; 236

Metweark I FRAC

Initisting Mocds: 0

Status: Pending Test

Reguest Or 1187

Account Mame: FET

Status Time: OFAMADA0:11 A

During the ticket creation process there 6as option to receive status updates
hours, daily, every so many seconds. This information is returned in an Attribute

Value Change (AVC) response.
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What | f No ACreate Responseo i s Re

When a ticket is created and sent it should immediately receive a Create
Response message. When a ticket does not receive a response from Ziply
Fiber, the ticket will remain in iNewostate and have a status of iNewoin VFO.
An icon that looks like two gold bars side-by-side remains next to a ticket in this
state. If no response is received:

1. Click the radio button that corresponds to the ticket and select the
history icon in the upper right hand corner of the screen. (You may also
click the i L aT® tUpda t hyperlink.)

2. The User is redirected to the Trouble Report Message History.

3. Verify whether or not Ziply Fiber returned a fiCreate Response.0 You
may view an error instead and in this case move to the Force Close_
section in this document.

4. |If there is no fCreate Respons eady error message returned by Ziply Fiber,
please refer to the Repair Contact and Escalation List available on Ziply
Fiberb s website.

a. For Design Circuits and Non-Design Circuits, contact the
Commercial Customer Support Center (CCSC) at 888-488-
0072 to open a manual ticket.

Force Close / Process for Rejected or Tickets with Errors

Force Close is a function used when a ticket is in a iNew dstate and has one of
the following:

1 Reject Response
9 Fallback Error

1. Click the radio button that corresponds to the ticket and select the history
icon in the upper right hand corner of the screen or click the fLast TP
Update dyperlink. The User is redirected to the Trouble Report Message
History.

TICKET MLT SEARCH TEMPLATE ADMINISTRATION 2

Trouble Report Message History

D 1380 Creation Time: 0472610 05:08 PM Crested By: jgerber
Agert Trouble Report [D: 7172278075 Network ID: FSIM Accourt Nams: ZTX
Message History
Message ID Crestion Time Message Type Error Type User
1385 04/25/10 05:08 PM Create Request juerber

2. Verify whether or not Ziply Fiber returned a fiCreate Respons e 06 wi t h
one of the following error types:

©2020 ZiplyFiber. Zi pl yE is a trademark of Northwest Fiber, LLC3 All rights rese
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1 Resource Limitation: Back end system is down and information
cannot be sent/received

1 Access Denied: The Network ID and Account Name combination are
incorrect

1 No such Object/Instance: Transaction on a ticket that is closed in the
Ziply Fiber back end system

1 Must be Present Attribute Missing: A required field is not populated
on the fCreate Requesto

1 Invalid Attribute Value: A field is populated with incorrect data (i.e.,
hyphens in a telephone number field)

3. Verify whether or not Ziply Fiber returned a ffFrallback Err o with one of the
following error types:

(The values in bold type are the ones most commonly returned)
0 = Circuit
Mismatch 1 =
Create in Progress
2 = Circuit
Ownership 3 =
Invalid State Code
4 = Invalid Segment
5 = Leading Zeros
6 = New Service Pending
7 = Circuit Disconnected
8 = Invalid Company Assigning Code
9 = Invalid Circuit Format
4. Force Close the ticket and create a new ticket.
To Force Close the Ticket:
5. Click the radio button next to the ticket on the Work List.
6. Hover the Ticket tab and click Force Close option.
7. Enter Close Out Narrative.
8

Click Submit icon (the running person).

TICKET M SEARCH TEMPLATE ADMINISTRATION x E] E‘b

Force Close Request

Trouble Report ID
1380

Close Out Narrative
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To Create a New Ticket:
9. Click the radio button next to the ticket.
10. Hover the Ticket tab and click Create As option.

11. If there is a New or Open ticket, the system will recommend a Force Close
on the existing ticket before the new ticket can be created. If this message

is received, return to step 1 and repeat the process.

Add Trouble Information

The Add Trouble Information function allows you to update the Additional
Trouble Information field on the trouble ticket. This function is only
available on tickets in Open/Active status.

SAMPLE: ADD TROUBLE INFO

1. Click the radio button next to the ticket.
2. Hover over the Ticket tab and click Add Trouble Info.

TICKET Mt SEARCH TEMPLATE Ed e
Create Trouble Report
Cancel
Create As Customer
Escalate Time LastTP Update NetworkD  State Status AgentTrouble o Ticker  L2St Trouble Type
Report 1D Assignment
Force Close Number
Modify Attributes 1AM (329100811 AM  ILEC-TAXI Open Active  Scresning TA-FRN-5455 Call Farwarding Busy Line Not Working
e TRl i ADPM  O3MEAO02Z1PM TAFRN Open Active  Screening TA-FRN-5463 Call Return Mot Wiorking
Retrieve Trouble Status
Verify Repair © S5PM  03723M004SSPM TA-FRN New New 304 5451785 Always Busy
Change Assi SEAM  (EZIN0IGIEAM  TA-FRN New New IYtySTTBTWyIvSTYSTE  ioh7E80ya0y AMIPraiem
Bulk Change Assignment | oo i\ 03peHOC4OSEM  TAFRN Open Active  Screening TA-FRN-5450 Bell Rings After Answer
o 2352 031200801 MM 03M2M00B01&M  TA-FRN Open Active  Soresning TA-FRN-5458 ManualintervertionRequired
o ¥ zm 0311N00545PM  DITNOOBSZAM  TA-FRN Closed Closed OBy CustReq  TAFRN-5458 DDDDD Cireutt Down
e 27 DIMADIOATAM  DIMNOI0ASAM  TAFRN Ogen Active  Scresning TA-FRN-5457 test Cireut Down
o 2281 03MDADOBST AWM O3M2M011.228M  TA-FRN Open Active  Soresning TA-FRN-5456 21 Frame Errors Hi Cap
& 2258 03U3N0O310PM  (3ZSNO0SI3AM  TA-FRN Open Active  Scresning Ta-FRN-5455 Call Forwarding Busy Line Not orking
Displaying results 1-10 of 64 results
Total Nuwber of Pages: 7
Result Pages: 12 3 456 7
@ T @
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TICKET MLT SEARCH TEMPLATE # 2%

|JAdd Trouble Info Request

Lise template.

Trouble Report I

2258

Acldtionial Trouble Info

Ring door bell next door for entrance to the premises|

4. Click Submit icon (Running Person).

5. The trouble ticket report to fAdd Trouble Infooto an existing ticket is sent
down stream for processing.

TICKET MT SEARCH TEMPLATE %

IAdd Trouble Info Request Detail

I 2558 Trouble Report D! 22568 Respanse ID:
Crestion Time: (3129110 10:43 &M Creates! By: tester2 Invake ID: 935
Aggert Trauble Report 1D TA-FRN-5455 Hetwork D TA-FRM Accaurt Name: ABC
Adeltional Trouble Infor g next door far entrance

| &] Done [ [ [ [ |4 mtenet
6. Click Refresh to view the Response ID. To view Response, click the Response
ID link.

Modify Trouble Ticket

Modify Trouble Ticket is used to update information on a ticket or to provide
authorization when requested. Only the information changing needs to be
updated. This function is only available on tickets in Open/Active or Deferred
status.

SAMPLE 2: MODIFY A TROUBLE TICKET REPORT / MODIFY ATTRIBUTES

1. Click the radio button beside the ticket to be modified.
2. Hover the Ticket tab and select Modify Attributes.

©2020 ZiplyFiber. Zi pl yE is a trademark of Northwest Fiber, LLC6 Al rights re
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TICKET MLT

SEARCH

Create Trouble Report

Add Trouble Info

Cancel
Create As .

Time  Last TP Update
Escalate
Force Close 40PM O350 04:41 P
Retrieve Trouble Info FM 03230 bess P
Retrieve Trouble Status SEAM 032240 10:56 &M
Verify Repair Completion 09AM  D323A0 0947 AM
chony ol AM o 03AZN00BM AM
Bulk Change Assignment o SRR
C & 238 O3M1ADOS4GPM  03H7H008:52 AM
[ 287 O3IAD A0S AM  O3H1HO0:19 &M
(o 2284 031040051 AW 03A21011:22 &M
(o 2258 0303A00310PM 030300310 PM
o I 2zr O2ATADOZ00PM  02ATHO 0300 P

Network ID

TA-FRN
Ta-FRN
TA-FRM
TA-FRN
Ta-FRN
TA-FRM
TA-FRN
Ta-FRN
Ta-FRN

ILECAAG

TEMPLATE Ed e
Tible  Cotonor Tothle Lot Touble T
Cpen Active  Screening TA-FRN-5463 Call Return Not Wiorking
Hew New 304 545 1765 Always Busy
Hew Mew BAVETIETVAVETVETE  LiohTEa0va0y AHI Proklem
Cpen Active  Screening TA-FRN-5460 Bell Rings After Answer
Cpen Active  Screening TA-FRH-5458 Manualirter ventionRequired
Closed Closed Out By CustReq  TA-FRN-5458 DDDLD Circut Down
Open Active  Screening TA-FRN-545T test Circuit Doswn
Cpen Active  Screening TA-FRH-5456 824 Frame Errors Hi Cap
Open Active  Screening TA-FRN-5455 Call Forwarding Busy Line Mot Working
Hew Mew 325325 29038523p385u AN

Displaying results 1-10 of 63 results
Total Number of Pages: 7

€l

[ [ [ | |4 mntemst

NOTE: Only the fields being modified need to be populated.

Example: User modifies Additional Trouble Info and changes the Manager

Contact Person Name, Phone & Email Address.

1.
2.
3.
4

Additional Trouble Info: Close the gate when leaving i Dogs may ¢

Manager Contact Name: John Doe
Manager Phone: 304 555 1218
Click Submit (Running Person).

et out!

TICKET

MLT

SEARCH

TEMPLATE

2497

Dislay

Ticket Info

Use templste

Trouble Report I

Additional Trouble Info

Status Window
day b

Trauble Detectin Time

Loc & Access Info

Modify Attributes Request

Authorization

Call Back Info

Freterred Priorty

Commitmert Time Retuest

Repeat Report

Commitment Time Reguest Type

%

Perceived Trouble Severity

=
Manager Contact Person:
Marme humber Phone Fax
Pager Respan Email
Civic: fddress City Stete Zip
Alternate Manager Contact Person:
Narme: Mumber Phone: Fax
€] pone [

NOTE: The ticket is sent downstream for modification to the existing ticket.
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5. Click the refresh icon to view the Response ID. Click the Response
ID link to view the response.

TICKET NMT

SEARCH

TEMPLATE

I 2509
Creation Time: 03/26H0 0221 PM
Agert Trouble Repaort I TA-FRN-5463
Diglogy

Commitment Time Request
Troukle Detection Time:
Repeat Report

Manager Contact Person
Marme: John Doe
Fax
Respon
Alternate Manager Contact Person
Circuit Info
Access From Time:
Circuit Access Hours
Circuit Instance Alias
Authorization
Call Back Info
A Location Access Hours
A Location Access Address
A Location Access Person
Z Location Access Hours

Modify Attributes Request Detail

Trouble Report [0: 2497

Crested By: tester2
Metwork 0 TA-FRRY

Adeditional Trouklz Infor Make sure the gate is closed when leaving premises - Doogs may aet out

Status Window:

Ferceived Trouble
Severtty:

Murmber:

Fager:
Adress:

~ocess To Time:

Response ID
Invake ID: 913
Accaurt Name: ABC

Freterred Friority

Phone: 304 5551218

Email

| €] Done:
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Cancel Trouble Ticket

SAMPLE:

Any ticket in Open/Active or Deferred status can be cancelled.

If the "Cancel" function is sent by the carrier, Ziply Fiber will note the request for
cancel on the trouble. The trouble will be closed in an appropriate method based

on the current status of the trouble and Ziply Fiber will bill for any billable work

already performed on the trouble. For example, charges may be applicable when
a technician has been dispatched to the customerd s enyses when the request
to cancel the ticket is submitted. All billing will be pursuant to the Carrier / Ziply
Fiber Business Agreement.

CANCEL TROUBLE TICKET

1. Click the radio button beside the ticket to cancel.

NOTE: A closed ticket cannot be cancelled.

2. Hover over the Ticket tab and click Cancel.

Displaying results 11-20 of 63 results

Total Mumber of Pages: ?

TICKET [ SEARCH TEMPLATE v =
Create Trauble Repart
#dd Trouble Info
Cancel
Creats As Customer
) Agent Trouble )
Escalate Time Last TP Update Metwork ID State Status Trouble Ticket
Report ID

Force Close Number
Modify Attributes =08 PM 03/23M008:52 &AM TA-FRM Open Active  Screening TA-FRN-5453
Retrieve Trouble Inf

ST VR D 3PM C2A1M00334FM  TAFRN Open Active  Sereening TAFRN-5452
Retrieve Trouble Status
Verify Repair Complation 114 &M 020501014 &M TA-FRN Open Active  Sereening TA-FRM-5451 1111
Change Assignment H7AM  OIRTNO0S17AM  TAFRM New New OIMzUn 23456k xyz
Bulk Change Assignment _ Lczam  marrnosssam  TAFRN New New 99099098044444865577 citn

o W arer DIR7AD0E53 &M (2M3M00240PM  TA-FRN Closed Closed Out By Cust Req  TA-FRN-5448 123456

e 7 0126M007:93PM  QLZENDOESTRM  TA-FRM Force Closed  Closed Out TA-FRN-5447

e 17 D126N007:32PM Q2IEM0OLIIPM  TAFRM Open Active  Screening TA-FRN-5445

e 2 0U2BA011:13 8M  D2AEHO0LA0PM  TA-FRM Open Active  Sereening TA-FRN-5445

o 1715 012BA010:41 &M 03R1M00B39AM  TA-FRM Open ctive  Sereering TA-FRI-5444

Last

Assignment

Trouble Type

ALl

ALl

Always Busy
Circuit Down
Circuit Down
Dead Data Circut
o Dial Tone

Call wating

ALl

Bell Rings After Answer

3. Fillin Ziply Fiberd secommended fields:

a. Additional Trouble Info: Example - Please cancel service working OK
now.

©2020 Ziply Fiber. Zi pl y E i
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TICKET MLT SEARCH TEMPLATE

# 2%

Cancel Trouble Report Request

Lise teimplats

Trouble Report ID

2117

Atitiorisl Trouble Infa

Please cancel request. Customer advised service is now w

Trouble Clearance Person

ame Humier Phone Fax
Jahn Smith 304 223 1608

Fager Respon Email

Civic: Address City State Ip

NOTE:

No fields are required to be populated on this form.

Field Name POTS & UNE Dé?::%?tesd Ziply Fiber Specific Business Process
User Template @]
Additional 0 Ziply Fiber prefers this field populated with the
Trouble Info reason for the cancel.
Name @] Ziply Fiber prefers this field populated.
Not supported by Ziply Fiber. If populated, data
Number o will be ignored in the back end systems
Phone @] Ziply Fiber prefers this field populated.
F 0 Not supported by Ziply Fiber. If populated, data
ax will be ignored in the back end systems
Pager 0 Not supported by Ziply Fiber. If populated, data
ag will be ignored in the back end systems
Email 0 Not supported by Ziply Fiber. If populated, data
will be ignored in the back end systems
. Not supported by Ziply Fiber. If populated, data
Civic Address O will be ignored in the back end systems
Cit 0 Not supported by Ziply Fiber. If populated, data
'y will be ignored in the back end systems
State O Not supported by Ziply Fiber. If populated,

© 2020 Ziply Fiber. Zi pl yE i s

a Narthwaest Eibara LIl ®. Albrifhts reserved. 30




ziply TROUBLE ADMINISTRATION GUIDE

Designed

Field Name POTS & UNE Circuits

Ziply Fiber Specific Business Process

data will be ignored in the back end systems

Not supported by Ziply Fiber. If populated,

Zip O O data will be ignored in the back end systems

4. Click Submit (Running Person).

TICKET MLT SEARCH TEMPLATE &) "

iCancel Trouble Report Request Detail

I 2523 Trouble Report ID: 2017 Response ID
Crestion Time: (13626410 04:26 PM Created By: tester2 Invake [0 915

Agert Trauble Report 1D TA-FRN-5451 Metuwark [0 TA-FRN Accaurt Name: ABC

Adiitional Trauble Info: Please cancel reguest. Customer advised Servics is now working OK.

Trouble Clearance Person
Mame: Jobn Simith Humiger: Phone: 304 223 1608
Fax Pager: Emil
Respon Adress:

5. When Ziply Fiber accepts the cancel, the ticket is closed out with
response fClosed Out by Cust Re g and the status of the ticket changes
to show that it has been canceled.

6. The Cancel Request and the Response is retained under the History tab.

Escalate Trouble Ticket

Ziply Fiber supports escalations on existing Open/Active status tickets. The
only valid fields on the escalate request are:

1 Requested State

1 Org Level

1 Request Person Name

1 Request Person Phone

Escalations are supported for all circuit types. However, allow one hour for a
response on an escalation before requesting an escalation to the next level.

For escalation lists, please visit Ziply Fiber Carrier website:
https://wholesale.ziplyfiber.com/wholesale/contacts-and-escalation-

lists/repair

© 2020 Ziply Fiber. Zi p| y E i s a Northwest Eiberall . Albrights reserved. 31
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Both parties recognize that there may be unusual circumstances that warrant
special treatment (i.e., an emergency situation). Situations qualifying for such
consideration include those conditions that may seriously affect life or property.
Examples include:

9 Serious iliness (e.g., the home bound patient is connected to
monitoring equipment accessed by medical personnel via the
telephone)

1 Doctors on call

1 Death in the family

9 Handicapped individuals (where the phone is the only link to the outside)

In addition to the above emergency situations, Carriers may wish to escalate a
trouble report for a Major Account customer.

SAMPILE: ESCALATE ATROUBLETICKET REPORT

1. dickthe radio button nextto the ticket to escalde.
2. Hover over the Ticket tab and selectEscalate.

/2 YFO - Work List - Microsoft Internet Explorer =181 x|
File Edt View Faverites Tools  Help | =
Qe - © - [x] 2] 7D | e < Favorites 671 ‘ o= B
Address [&] hktp://10,162,65.18%:8001 LoginController.do I B |unis
é Ita [x[rauncw HOME | ABOUT | HELP | LocouT
Fowered by " Sychronoss
TICKET N "\ SEARCH "\ TEMPLATE - R
Creste Trouble Report
Add Trouble Info
Cancel
S Time Last TP Update MNetwork ID  State Status ﬁg:g‘rﬂg‘“"'e [T T k;fi‘g“mem Trouble Type
Foroe Close 40 P 03/26M10 02:21 PM TA-FRM Open Active  Screening s} TA-FRM-5463 Call Return Mot ¥orking
M“WV:“:‘::“S PM 03C3M00ESSPM  TA-FRM Hew New 304 545 1765 Aways Busy
156 AM 03/22M0 10:56 AM TA-FRM Heve Mewe tyty BT BT wytv ST vETE wioh7590y a0y AN Proklem
03 A 03/23M0 0947 AW TA-FRM Open Active  Screening TA-FRN-5460 Bell Rings After Answer
. 1AM 03N2M00B01AM  TAFRN Open active  Screenin o TA-FRN-5459 ManuslntervertionRectired
CHATAOOS4SPM  Q3NTNO0SS2 AM  TA-FRM Closed Closed Out By CustReq  TA-FRN.S458 DooDD Circut Down
o 2317 031171010319 AM 03711710 10:19 &AM TA-FRM Open Active  Screening TA-FRM-5457 test Circuit Dawn
« 2284 034040 05:51 AM 031210 11:22 &AM TA-FRM Open Active  Screening TA-FRN-5456 924 Frame Errors Hi Cap.
(el 2258 030310 0310 PM 030310 03:10 P TA-FRM Open Active  Screening s} TA-FRM-5455 Call Forwarding Busy Line Not Working
o 00 2207 02A7A00Z00PM  O2ATADOS00PM  ILECWIG Newe Mew: 328325 2a038523p985u v

Displaying results 1-10 of 63 results
Total Number of Pages: 7
Result Pages: 12 3 45 6 T

[&] [T [ [ [ [# mtermnet

3. Request State: Select Requested from the drop down list.

4. Org Level: Select First-Level from the drop down list.

5. Request Person Name: Enter the request person name.

6. Request Person Phone: Enter the request person telephone number.

7. Additional Trouble Info: Enter reason for escalation.

©2020 ZiplyFiber. Zi pl yE is a trademar k Albrightskeservedh we st Fi ber, LLC32
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TICKET MLT SPECIAL CIRCUIT TEST SEARCH TEMPLATE

Escalation Request

Use template

-

Trouble Report ID

Request State Org Level
Requested First-level -

Request Person:

Hame Number Phone Fax
“four Name

Pager Respon Email

Civic Address City State Zip

Escalation Person:

Name Number Phone Fax
Pager Respon Email
Civic Address City State Zip

Additional Trouble Info:

Reason for Escalation

8. Click Submit (Running Person).

TICKET MLT SPECIAL CIRCUIT TEST SEARCH TEMPLATE ADMINI&
Create Trouble Report | .
Bulk Change Assignment PEtaII
ID: 275183 Trouble Report ID: 274202 Response D
Creation Time: 12/15/14 10:37 AM Created By: att_admin Invoked ID: 8844
Agent Trouble Report I0: OP-000000000879 Metwork ID: Frontier Account Name: ATX
E=calation Information
Reguest State Requested Escalation Time 12115114 10:37 AM Org Level First-level
Request Person
Name: “our Name Number: Phone
Fax: Pager: Email
Respon: Address:
Escalation Person
pdditional Trouble Info
Reason for Escalation

NOTE: The ticket is sent downstream for processing.

Ziply Fiber Specific Processes for Escalations:

The Escalate function should only be used after the ticket has been opened
and it has received a Create Response at least one hour ago.

The table below reviews the fields on the Escalation request and Ziply Fiber&
rules for those fields.

Green shading: Fields optional in the system but required by Ziply
Fiber. Red shading: Fields optional in the system but not supported
by Ziply Fiber.
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Non-Desgn

Circuits Desgndrcuits Ziply FiberSpeeific Business Process
Escalabn: ADD
S e i
ORGEVE:
R ‘ R Zipr Fibeon]y sqoporfts levels Firstg Fifth and
Orglevel doS a yllkvufor skiging a level.
REQUESERSH®:

Name R Reqiired by the sygemand Ziply Fiber.
Number 0] Op:cional for t'he system but Ziply Fiber

doS a yuport this field.
Phone = Ziply Fibewould like this fidd populated on all

escalaions.
Fax O
Pager o)
Email O

Any data populated in these fields, will be
Respon @] Ignored by back end systems.
CivicAddress 0] Thissection not supported by Ziply Fiber.
City @]
State @)
Zip @]
ESGLATIONPERON:

Name o This setion not supported by Ziply FiberAny

data populated inthese fields, will be ignored
Number o by back end systems.
Phone o
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Field Name . Ziply Fiber Specific Business
o Circuits Process

Fax

Pager

Email

Respon

Civic Address

City

State

olo|jo|lo|jO|O0O|]0O]|O

Zip

Closing Tickets/Verify Repair Complete

POTS and UNE circuits will be changed to a Closed state and Closed
Out status by Ziply Fiber when the issue is resolved.

Ziply Fiber will send a Verify Repair notice on Design Circuits only. Tickets in
the fCleared Awaiting Customer Verificationostatus can use the Verify Repair
Complete function to communicate to Ziply Fiber the agreement or
disagreement with the cleared state. Ziply Fiber gives the Carrier 72 hours to
respond to the fCleared Awaiting Customer Verificationostatus, before Ziply
Fiber closes the ticket.

If the Carrier returns a fDenied, @enied Activity Duration Disputed,oor fDenied
Close Out Narr Disputed,othe ticket will remain open. Ziply Fiber will respond
and change the state to fi @en/Active . 0

©2020 Ziply Fiber. Zi pl yE is a trademark of Northwest Fiber, LLC5 All rights rese
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TICKET \ MT . SEARCH

"\ TEMPLATE "\ ADMINISTRATION \

\

IAVC Notification Detail

Close Out Narrative:
Dialog:
Status Information

Commitment Time

Additional Trouble Status Info

Info

10 - HIGH TRAFFIC USE ---- 297 - assigningProvisioning
Agent Contact Person

Responsible Person

Trouble Location

Hand Off Info

Hand Off Person
Maintenance Org Info

ID: 609 Trouble Report ID: 597
Notification Type: 161 Invoke ID: 13852
Agent Trouble Report ID: 2010070101788 Network ID: FRAC
Trouble Found: Restored Time:
Last Update Time: Repeat Report:

State: Cleared Status: Cleared Awaiting Cust Verification

Onsite Time Cleared Time : 07/01/10 02:26 AM

Hand Off Center: Hand Off Location:

Contact Time: Service Charae: N

Creation Time: 0701710 05:25 AM
Event Time:
Account Name: ZTK
Outage Durstion:

Status Time: 0701410 02:26 AM

Hand Off Time:

A%

@ Done

Histart| & @ 51~ » (v 12 Micros... v] )2 Window. .. 'I iw! 20 Micros... vl &2 amero

TICKET \omT . SEARCH

. TEMPLATE \.

A\

o|[@5 mteme...w (511 Meros... -

ADMINISTRATION \

I

[T 15 @ memet

Search Di

A\

IAVC Notification Detail

ID: 2802 Trouble Report ID:
Notification Type: 222 Invoke ID:

gt Trouble Report ID: 2010070101844 Hetwork D
Trouble Founct Restored Time:

Last Update Time: Repeat Report

Close Out Narrative:
Dislog
Status Information

State: Cleared Status:
Commitment Time
Onsite Time Cleared Time

Additional Trouble Status Info
Info
90 - TEST OK ---- 253 - noTroubleFound
Agent Contact Person
Responsible Person
Trouble Location
Hand Off Info
Hand Off Center: Hand Off Location:
Hand Off Person

Maintenance Org Info

Contact Time: Service Charce:

1151
14282
FRAC

Cleared Awvatting Cust Verification

07/02/10 07:22 AM

N

Creation Time: 07102410 10:32 AM
Event Time:
Accourt Name: FET
Outage Duration:

Status Time: 07,0240 07:32 AM

Hand Off Time:

¥ 0@, mEC SR LR

B%

@ Done

Aistart| & @ B~ * o 12 Mcros... | 2 Window... +| i) 20 Micros... <| E2 ampre ~|[ @8 interne...~ (X1 Mcros... <
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Ziply Fiber tickets are closed in this manner:

1. The request for Close Out Verification on a Carrier originated ticket will
be sent and the ticket will be placed in fiCleared Awaiting Cust
Verificationostatus.

2. If no response is received after 72 hours the ticket will be changed to a state
of
fClos e chrd a status of iClosedOut . O

3. If the Carrier responds, iVerifiedoto the cleared repair response, then the
ticket will be changed to a state of iClosedoand a status of fiClosed Out
Cust Verified.o

NOTE: If the Carrier replies with fiNo Actionoin the Close Out Verification field,
Ziply Fiber will treat this as no response and close the ticket after the allotted 72
hours.

Requesting Vendor Meet While Denying Ticket Closure

When the Carrier responds with any of the denied response, during the
Verify Repair Complete process, they can also request a vendor meet at the
same time. This is done by populating the fiClose Out Narrative oieldfwith
fivendor Meet Requested,dentering the Trouble Clearance Persond same
and phone, and calling the CCSC at 888-488-0072 Option 1 to schedule the
vendor meet. This response only alerts Ziply Fiber of your intention for a
vendor meet, you must call to schedule.

SAMPLE: VERIFY REPAIR COMPLETE

1. From the Work List, click the radio button that corresponds to the Trouble
Report Request that requires the Verify Repair Completion Request.

2. Execte theTicket > Verify Repair Completion menucommand. Thisopens he
Verify Repair Completion Request page screen $rown below:

3. Populate the relevant fields to either approve the ticket closure (Verified) or
deny the closure because there is still an issue.

©2020 ZiplyFiber. Zi pl yE is a trademark of Northwest Fiber, LLc37 Al rights
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