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Introduction 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. 

 

Create 
Trouble 
Ticket 
Report 

 

Tickets can be called in, entered electronically in Ziply Fiberôs VFO 
application, or sent electronically to Ziply Fiberôs gateway. This section 
of the document provides the information needed to electronically 
create trouble reports (VFO or E- bonding), also referred to as ñticketsò 
in this document. 

 

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

 

Ziply Fiberôs 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: 

 

¶ Escalation 
 

¶ Call Back Info 
 

There are also sections that are not supported, such as: 
 

¶ Alternate Manager Contact Person 
 

¶ Customer Info 
 

¶ Circuit Instance Alias 
 

¶ 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. 
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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 REPORTï RESOLD POTS 
 

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

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

The Create Trouble Report Request Screen is returned. 
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NW Fiber 
 
 

 
Fill out all required fields to start a trouble report. 

 
Request is for: TRFD Field: Account Name: Network ID: Service ID: 

 

Designed Circuit 
1 - Services with 
Premises Address 

 

Company CCNA 
 

NW Fiber 
 

Circuit ID 

Non-Designed Circuit  

(UNE Loop) 

 

1 - Services with 

Premises Address 

 
Company CCNA 

 
NW Fiber 

 
Circuit ID 

Circuit (Central Office 
Work) 

2 - Services without 
Premises Address 

 
Company CCNA 

 
NW Fiber 

 
Circuit ID 

Resale, UNE Platform, 

Wholesale Advantage 

 

 
3 - Resold Pots 

 

 
Company CCNA 

 

 
NW Fiber 

 

Ten Digit 
Telephone 
Number 

 

Below is a ñCall Return Not Workingò example: 

 TRFD ï Drop Down Menu ï Select 3/Resold Pots. 
 Account Name ï Drop down menu - Select your company 

CCNA. 
 

 Network ID ï NW Fiber 
 

 Service ID ï 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 
 
 
 
 
 
 
 

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: 
 

 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. 

 Escalation Tab ï 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. 

 Call Back Tab- Not supported by Ziply Fiber. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

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. 
7. Click the Loc Access Tab. Loc & Access Tab is displayed. 
8. Select days of the week by clicking days available for access to the 

premises. 
9. Enter the Start and End time. 

10. Access Hours ï Selects A Location Hours ï 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:  ñA Locationò Access 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. 
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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. 
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13. Click Refresh/Reload to receive a Response ID. The Response ID 
will be a hyperlink to view the response. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

14. Click the Response ID to view the Create Trouble Report Response 
Detail. 
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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 ñClearedò and the 
status is ñCleared Awaiting Customer Verification.ò  
 
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 ticketôs 
information. However, remember to change the Trouble Type and description. 

 
 
 
 

Or 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

2. Populate the fields to start a Trouble Report. 

a. TRFD ï Drop Down Menu ï Select whether the circuit has an 

end user address TRFD=1, or if it is a Carrier Interoffice Facility 

TRFD=2. 

b. Account Name ï Drop down menu - Select your company CCNA. 

c. Network ID ï NW Fiber. 

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

 

NOTE: The example provided is for illustrative purposes only. 



11 

 TROUBLE ADMINISTRATION GUIDE 

© 2020 Ziply Fiber.   ZiplyÊ is a trademark of Northwest Fiber, LLC. All rights reserved.    9 

 
 
 
 
 
 
 
 
 

 
  

 
 
 
 

3. Complete the ticket based on the Trouble Report Format 
Designation (TRFD) selected. 

a. Trouble Type ï Select Manuelintervention required from the TRFD 

menu 

b. Status Window ï Enter the frequency of updates you want on this 
ticket or zero ñ0ò fill these fields. 

c. Additional Trouble Info ï Enter ñVendor Meet Request,ò 
previous trouble ticket number, and date of the previous dispatch. 

 
 
 
 
 
 

Enter: 
 

ñVENDOR MEET REQUEST, 
TKT # 12345678 Dispatched 
03/01/2010ò 

 
 
 
 
 
 
 
 
 
 

 

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. 

 

  

Ziply Fiber 



11 
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Ziply Fiber Specific Create Trouble Report Policies 
 

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. 

 

 

 

TAB 

 

 

Field Name 

 
Resale POTS, 

Wholesale 
Advantage & 
UNE Platform 

 

 

UNE 
Loops 

 

Access 
Designed 
Circuits 

 

 

Ziply Fiber Specific Business Process 

 
 
 
 
 
 
 
 

 

TICKET 

 
User Template 

 
O 

 
O 

 
O 

 

 
 
 
 
TRFD 

 
 
 
 
 

R 

 
 
 
 
 

R 

 
 
 
 
 

R 

 

1 Services with Premises Address 
/Circuits 

 

2 Service without Premises Address 

/Circuits 
 
3 POTS (10 digit telephone Number) 

 
 
 
Account Name 

 
 
 

R 

 
 
 

R 

 
 
 

R 

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



11 

 TROUBLE ADMINISTRATION GUIDE 

© 2020 Ziply Fiber.   ZiplyÊ is a trademark of Northwest Fiber, LLC. All rights reserved.    11 

 

 

 

TAB 

 

 

Field Name 

 
Resale POTS, 

Wholesale 
Advantage & 
UNE Platform 

 

 

UNE 
Loops 

 

Access 
Designed 
Circuits 

 

 

Ziply Fiber Specific Business 
Process 

  
 
 
 
Network ID 

 
 
 
 

R 

 
 
 
 

R 

 
 
 
 

R 

 
You enter ñNW Fiberò and behind 
the scene Ziply Fiber will determine if 
the circuit is a Designed Circuit or a 
Non-Designed Circuit (Resale POTS, 
UNE Platform, Wholesale Advantage 
or UNE Loops) 

 
 
 
Service ID 

 
 
 

R 

 
 
 

R 

 
 
 

R 

 
Circuit ID number ï When TRFD = 1 
or 2 / Designed Circuits and Non- 
Designed Circuits 

 
10 digit TN when TRFD = 3 (POTS) 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Ticket Info 

 

 

Trouble Type 

 

 

R 

 

 

R 

 

 

R 

 
See Appendix A to view which 
Trouble Types should be used 
depending on the circuit type 
(Design vs Non-Design). 

 
Status Window 
ï Days 

 

R 

 

R 

 

R 

 
This indicates how often you want the 
system to pull an update on your 
ticket. Enter zero in the status 
windows you are not using or in all to 
request no status updates. 

 
Status Window 

ï hrs 

 

R 

 

R 

 

R 

 
Status Window 
ï mins 

 

R 

 

R 

 

R 

 

Customer 
Trouble Ticket 
Num 

 

 

FR 

 

 

R 

 

 

R 

 
This system has this field optional 
when TRFD=3 but Ziply Fiber 
would like this field populated on all 
tickets. 

 

Called Number 

 

O 

 

O 

 

O 

 
Indicates the number being called that 
has an issue. 

 

Additional 

Trouble Info 

 

R 

 

R 

 

R 

 

State specifically the issue or 

request in this field. 
 
Customer Work 
Center 

 

FP 

 

P 

 

P 

 
This field is not supported by Ziply 
Fiber. 

 
Trouble 
Detection Time 

 

FP 

 

R 

 

R 

 

Required when the Service ID field is 

populated with a circuit number and itôs 

a Design Circuit. 
 
Otherwise, not applicable. 
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TAB 

 

 

Field Name 

 
Resale POTS, 

Wholesale 
Advantage & 
UNE Platform 

 

 

UNE 
Loops 

 

Access 
Designed 
Circuits 

 

 

Ziply Fiber Specific Business Process 

 
 

Preferred 
Priority 

 

FP 

 

O 

 

O 

 
Ziply Fiber prohibited when TRFD=3. 

 
 
Repeat Report 

 
 

FP 

 
 

P 

 
 

P 

 
Not supported by Ziply Fiber. If 
populated, data will be ignored in the 
back end systems. 

 
 

Perceived 
Trouble 
Severity 

 
 
 

N/A 

 
 
 

O 

 
 
 

O 

 
Optional when the Service ID field is 
populated with a design circuit value. 

 
Otherwise, not applicable. 

 
 
TSP Priority 

 
 

O 

 
 

O 

 
 

O 

 
Used to enter the circuitôs 
Telecommunication Service Priority code. 

 
Commitment 
Time Request 

 

N/A 

 

P 

 

P 

 
NOTE: No Commitment time 
request should be provided. 

 
Commitment 
Time Request 
Type 

 
 

N/A 

 
 

P 

 
 

P 

 
Not supported by Ziply Fiber. 

 
TP State 

 
FP 

 
F
P 

 
FP 

 
Not supported by Ziply Fiber, 

 
Dialog 

 
O 

 
O 

 
O 

 

 
 
 
 
 
 
 
 

Ticket Info 

 
Manager Contact Section: 

 
Name 

 
R 

 
R 

 
R 

 

 
Number 

 
N/A 

 
N/A 

 
N/A 

 
Not supported by Ziply Fiber. 

 
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 
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TAB 

 

 

Field Name 

 
Resale POTS, 

Wholesale 
Advantage & 
UNE Platform 

 

 

UNE 
Loops 

 

Access 
Designed 
Circuits 

 

 

Ziply Fiber Specific Business 
Process 

  
 
 
 
 
 
Email 

 
 
 
 
 
 

FP 

 
 
 
 
 
 

R 

 
 
 
 
 
 

R 

 
This is required when requesting a 
test on Special Access Request with 
Trouble Type ñRequest for Routine.ò 
So it is required for all Design Circuit 
requests. 

 
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 
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TAB 

 

 

Field Name 

Resale POTS, 
Wholesale 

Advantage & 
UNE Platform 

 

 

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 

 

 Mon 

 
FP 

 

FP 

 
O 

 

O 

  
O 

 

O 

 
At least 1 value must be checked 
in the SUN ï SAT fields.  When 
the Service ID field is populated 
with a circuit number and it is a 
Design  
Circuit, all can be checked. 

Tue  
FP 

 
O 

  
O 

 
Wed 

 
FP 

 
O 

  
O 

 
Thu 

 
FP 

 
O 

  
O 

 
Fri 

 
FP 

 
O 

  
O 

 
Sat 

 
FP 

 
O 

  
O 

 
Start Time 

 
FP 

 
R 

  
R 

 

 
End Time 

 
FP 

 
R 

  
R 

 

 
A Location Access Address: 
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TAB 

 

 

Field Name 

 
Resale POTS, 

Wholesale 
Advantage & 
UNE Platform 

 

 

UNE 
Loops 

 

Access 
Designed 
Circuits 

 

 

Ziply Fiber Specific Business 
Process 

Loc & 

Access Info 

 

Premises Name 

 

R 

 

C 

 

C 

 
Not available on TRFD = 2 No 
Service Address 

 

Civic Address 

 

R 

 

C 

 

C 

 
Not available on TRFD = 2 No 
Service Address 

 

City 

 

R 

 

C 

 

C 

 
Not available on TRFD = 2 No 
Service Address 

 

State 

 

R 

 

C 

 

C 

 
Not available on TRFD = 2 No 
Service Address 

 

Zip 

 

R 

 

Cr 

 

C 

 

Not available on TRFD = 2 No 

Service Address 

 
A Location Access Person: 

 
Name 

 
R 

 
R 

 
R 

 
Ziply Fiber required for TRFD = 1 or 3. 

 
 
Number 

 
 

FP 

 
 

F
P 

 
 

FP 

 
Not supported by Ziply Fiber. If 
populated, data will be ignored in the 
back end systems 

 
Phone 

 
R 

 
R 

 
R 

 
Ziply Fiber required for TRFD = 1 or 3. 

 
 
Fax 

 
 

FP 

 
 

F
P 

 
 

FP 

 
Not supported by Ziply Fiber. If 
populated, data will be ignored in the 
back end systems. 

 
Pager 

 
FP 

 
F
P 

 
FP 

 
Not supported by Ziply Fiber 

 
Respon 

 
FP 

 
F
P 

 
FP 

 
Not supported by Ziply Fiber.. 

 
Email 

 
FP 

 
F
P 

 
FP 

 
Not supported by Ziply Fiber. 

 
Civic Address 

 
FP 

 
F
P 

 
FP 

 
Not supported by Ziply Fiber. 

 
City 

 
FP 

 
F
P 

 
FP 

 
Not supported by Ziply Fiber. 

 
State 

 
FP 

 
F
P 

 
FP 

 
Not supported by Ziply Fiber. 

 
Zip 

 
FP 

 
F
P 

 
FP 

 
Not supported by Ziply Fiber. 
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TAB 

 

 

Field Name 

 
Resale POTS, 

Wholesale 
Advantage & 
UNE Platform 

 

 

UNE 
Loops 

 

Access 
Designed 
Circuits 

 

 

Ziply Fiber Specific Business 
Process 

  
A LOCATION ACCESS HOURS: ADD 

 
Sun 

 
C 

 
C 

 
C 

 
At least 1 value must be checked 
in the SUN ï SAT fields, when the 
TRFD = 1 or 3. 

 
Mon 

 
C 

 
C 

 
C 

 
Tue 

 
C 

 
C 

 
C 

 
Wed 

 
C 

 
C 

 
C 

 
Thu 

 
C 

 
C 

 
C 

 
Fri 

 
C 

 
C 

 
C 

 
Sat 

 
C 

 
C 

 
C 

 
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: 

 

Premises Name 

 

FP 

 

C 

 

C 

 
Required on a point-to-point circuit. 
Prohibited for Resold POTS. 

 

Civic Address 

 

FP 

 

C 

 

C 

 

Required on a point-to-point circuit. 

Prohibited for Resold POTS. 

 

City 

 

FP 

 

C 

 

C 

 
Required on a point-to-point circuit. 
Prohibited for Resold POTS. 

 

State 

 

FP 

 

C 

 

C 

 
Required on a point-to-point circuit. 
Prohibited for Resold POTS. 

 

Zip 

 

FP 

 

C 

 

C 

 

Required on a point-to-point circuit. 

Prohibited for Resold POTS. 

 
Z LOCATION ACCESS PERSON: 

 
 
Name 

 
 

FP 

 
 

C 

 
 

C 

 
Prohibited for Resold POTS. 

Required on a point-to-point circuit. 
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TAB 

 

 

Field Name 

 
Resale POTS, 

Wholesale 
Advantage & 
UNE Platform 

 

 

UNE 
Loops 

 

Access 
Designed 
Circuits 

 

 

Ziply Fiber Specific Business 
Process 

 
 
 
Number 

 
 

FP 

 
 

C 

 
 

C 

 
Prohibited for Resold POTS. 

Optional on a point-to-point circuit. 

 
 
 

 

Phone 

 
 
 

 

FP 

 
 
 

 

C 

 
 
 

 

C 

 
Prohibited for Resold POTS. 

Required on a point-to-point circuit. 

When required, a 10 digit 

Telephone must be populated in 
this field; if not populated an error 
message will be returned 

 
 
Fax 

 
 

FP 

 
 

C 

 
 

C 

 
Prohibited for Resold POTS. 

Optional on a point-to-point circuit. 

 

 

Pager 

 

 

FP 

 

 

C 

 

 

C 

Prohibited for Resold POTS. 

Optional on a point -to-point 

circuit. 

 
 
Respon 

 
 

FP 

 
 

C 

 
 

C 

 
Prohibited for Resold POTS. 

Optional on a point-to-point circuit. 

 
 
Email 

 
 

FP 

 
 

C 

 
 

C 

 
Prohibited for Resold POTS. 

Optional on a point-to-point circuit. 

 
 
Civic Address 

 
 

FP 

 
 

C 

 
 

C 

 
Prohibited for Resold POTS. 

Optional on a point-to-point circuit. 

 
 
City 

 
 

FP 

 
 

C 

 
 

C 

 
Prohibited for Resold POTS. 

Optional on a point-to-point circuit. 

 
 
State 

 
 

FP 

 
 

C 

 
 

C 

 
Prohibited for Resold POTS. 

Optional on a point-to-point circuit. 

 
 
Zip 

 
 

FP 

 
 

C 

 
 

C 

 
Prohibited for Resold POTS. 

Optional on a point-to-point circuit. 

 

Loc & 
Access 
Info 

 
Z LOCATION ACCESS HOURS: 

 
Sun 

 
FP 

 
F
P 

 
C 

 
Prohibited for Resold POTS. 
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TA
B 

 

 
Field Name 

 

Resale POTS, 
Wholesale 

Advantage & 
UNE Platform 

 

 
UNE 
Loops 

 
Access 

Designed 
Circuits 

 

 
Ziply Fiber Specific Business 
Process 

 
 

Mon 
 

FP 
 

F
P 

 

C 
Required on a point-to-point circuit. 

 

If its a Design Circuits and Z 
Location Access Address and/or Z 
Location Access Person fields are 
populated on any Create or Modify 
Request, then one occurrence of 
Sun-Sat must be populated 

 

Tue 
 

FP 
 

F
P 

 

C 

 

Wed 
 

FP 
 

F
P 

 

C 

 

Thu 
 

FP 
 

F
P 

 

C 

 

Fri 
 

FP 
 

F
P 

 

C 

 

Sat 
 

FP 
 

F
P 

 

C 

 
Start Time 

 
FP 

F
P 

 
C 

 

Required on a point-to-point circuit 
with Address 

 
End Time 

 
FP 

 
F
P 

 
C 

 

Required on a point-to-point circuit 

with Address 

 

 
 
 
 
 
 
 
 
 
 
 
 
 

AUTHOR
I- 
ZATIO
N 

 

AUTHORIZATION ADD: 

 
 
 
 
 
 
 
 
 
 
 
 
Request State 

 
 
 
 
 
 
 
 
 
 
 
 

O 

 
 
 
 
 
 
 
 
 
 
 
 

O 

 
 
 
 
 
 
 
 
 
 
 
 

C 

 

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 
would normally be generated for 
the selected activity. 

 

Denied: Used to tell Ziply Fiber 
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 
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TA
B 

 

 
Field Name 

 

Resale POTS, 
Wholesale 

Advantage & 
UNE Platform 

 

 
UNE 
Loops 

 
Access 

Designed 
Circuits 

 

 
Ziply Fiber Specific Business 
Process 

  

 
 
After 
Hours 
Repair 

 
 

 
C 

 
 

 
C 

 
 

 
C 

 

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 

 
 
 
 

C 

 
 
 
 

C 

 
 
 
 

C 

 

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 

 
 
 
 
 

 
C 

 
 
 
 
 

 
C 

 
 
 
 
 

 
C 

 

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 Fiberôs hours of business on 
the next day if no resolution has 
been achieved by end of the current 
business day). 

 

 
 
Deregulate

d Work 

 
 

 
C 

 
 

 
C 

 
 

 
C 

 

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 

 

 
 

C 

 

 
 

C 

 

 
 

C 

 

If tab used, at least one activity is 

required. 
 

This selection either approves or 
denies a technician being sent. 

 

 
 
Manager 
Initiated 
Test 

 
 

 
C 

 
 

 
C 

 
 

 
C 

 

If tab used, at least one activity is 
required. 

 

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

 

 
Field Name 

 

Resale POTS, 
Wholesale 

Advantage & 
UNE Platform 

 

 
UNE 
Loops 

 
Access 

Designed 
Circuits 

 

 
Ziply Fiber Specific Business 
Process 

  
 
 
 
No Access 

 
 
 
 

C 

 
 
 
 

C 

 
 
 
 

C 

 

If tab used, at least one activity is 
required. 

 

This selection either approves or 
denies the ability to access the 
premises. This is used to adjust the 
total MTTR (stop clock applied). 

 
 
 
 
Release 

 
 
 
 

C 

 
 
 
 

C 

 
 
 
 

C 

 

If tab used, at least one activity is 

required. 
 

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

 
 

 
Standby 

 
 

 
C 

 
 

 
C 

 
 

 
C 

 

If tab used, at least one activity is 
required. 

 

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

 

 
 
Test 

 

 
 

C 

 

 
 

C 

 

 
 

C 

 

If tab used, at least one activity is 
required. 

 

This selection either approves or 

denies testing the circuit. 

 

AUTHORIZATION TAB: 

 

AUTHORIZATION PERSON 

 
Name 

 
C 

 
C 

 
C 

 

Required by Ziply Fiber if the 
Authorization tab is populated. 

 

Number 
 

FP 
 

F
P 

 

FP 
 

Not supported by Ziply Fiber 

 
Phone 

 
C 

 
C 

 
C 

 

Required by Ziply Fiber if the 
Authorization tab is populated. 

 

Fax 
 

O 
 

O 
 

O 
 

Not supported by Ziply Fiber. 

 

Pager 
 

O 
 

O 
 

O 
 

Not supported by Ziply Fiber. 

 

Email 
 

O 
 

O 
 

O 
 

Not supported by Ziply Fiber. 
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TA
B 

 

 
Field Name 

 

Resale POTS, 
Wholesale 

Advantage & 
UNE Platform 

 

 
UNE 
Loops 

 
Access 

Designed 
Circuits 

 

 
Ziply Fiber Specific Business 
Process 

 
 

Civic Address 
 

O 
 

O 
 

O 
 

Not supported by Ziply Fiber. 

 

City 
 

O 
 

O 
 

O 
 

Not supported by Ziply Fiber. 

 

State 
 

O 
 

O 
 

O 
 

Not supported by Ziply Fiber. 

 

Zip 
 

O 
 

O 
 

O 
 

Not supported by Ziply Fiber. 

 

Escalation 
 

NOT SUPPORTED BY ZIPLY 
FIBER ON CREATE 

 

Call Back 

Info 

 

NOT SUPPORTED BY ZIPLY 
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 
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Design Circuits 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
During the ticket creation process thereôs an 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 If No ñCreate Responseò is Received? 
 

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 ñNewò state and have a status of ñNewò in 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 ñLast TP Updateò hyperlink.) 

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

3. Verify whether or not Ziply Fiber returned a ñCreate Response.ò You 

may view an error instead and in this case move to the Force Close  

section in this document. 

4. If there is no ñCreate Responseò or error message returned by Ziply Fiber, 

please refer to the Repair Contact and Escalation List available on Ziply 

Fiberôs 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 ñNewò state and has one of 
the following: 

 

¶ Reject Response 
 

¶ 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 ñLast TP 
Updateò hyperlink. The User is redirected to the Trouble Report Message 
History. 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

2. Verify whether or not Ziply Fiber returned a ñCreate Responseò with 
one of the following error types: 

https://wholesale.ziplyfiber.com/wholesale/contacts-and-escalation-lists/repair
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¶ Resource Limitation: Back end system is down and information 
cannot be sent/received 

 

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

 

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

 

¶ Must be Present Attribute Missing: A required field is not populated 
on the ñCreate Requestò 

 

¶ 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 ñFallback Errorò 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). 
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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. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

3. Populate the Additional Trouble Info field. 
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4. Click Submit icon (Running Person). 

5. The trouble ticket report to ñAdd Trouble Infoò to an existing ticket is sent 

down stream for processing. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

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. 
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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. Additional Trouble Info: Close the gate when leaving ï Dogs may get out! 

2. Manager Contact Name: John Doe 

3. Manager Phone: 304 555 1218 

4. Click Submit (Running Person). 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

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. 
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Cancel Trouble Ticket 
 

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 customerôs premises when the request 
to cancel the ticket is submitted. All  billing will be pursuant to the Carrier / Ziply 
Fiber Business Agreement. 

 

SAMPLE: 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. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

3. Fill in Ziply Fiberôs recommended fields: 

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

b. Trouble Clearance Person: Name & Phone Number 
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NOTE: No fields are required to be populated on this form. 

 

 
 

 
Field Name 

 
POTS & UNE 

 

Designed 
Circuits 

 
Ziply Fiber Specific Business Process 

 

User Template 
 

O 
 

O 
 

 

Additional 
Trouble Info 

 
O 

 
O 

 

Ziply Fiber prefers this field populated with the 
reason for the cancel. 

 

Name 
 

O 
 

O 
 

Ziply Fiber prefers this field populated. 

 
Number 

 
O 

 
O 

 

Not supported by Ziply Fiber. If populated, data 
will be ignored in the back end systems 

 

Phone 
 

O 
 

O 
 

Ziply Fiber prefers this field populated. 

 
Fax 

 
O 

 
O 

 

Not supported by Ziply Fiber. If populated, data 
will be ignored in the back end systems 

 
Pager 

 
O 

 
O 

 

Not supported by Ziply Fiber. If populated, data 
will be ignored in the back end systems 

 
Email 

 
O 

 
O 

 

Not supported by Ziply Fiber. If populated, data 
will be ignored in the back end systems 

 
Civic Address 

 
O 

 
O 

 

Not supported by Ziply Fiber. If populated, data 
will be ignored in the back end systems 

 
City 

 
O 

 
O 

 

Not supported by Ziply Fiber. If populated, data 
will be ignored in the back end systems 

 

State 
 

O 
 

O 
 

Not supported by Ziply Fiber. If populated, 
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Field Name 

 
POTS & UNE 

 

Designed 
Circuits 

 
Ziply Fiber Specific Business Process 

   data will be ignored in the back end systems 

 
Zip 

 
O 

 
O 

 

Not supported by Ziply Fiber. If populated, 
data will be ignored in the back end systems 

 
 

4. Click Submit (Running Person). 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

5. When Ziply Fiber accepts the cancel, the ticket is closed out with 

response ñClosed Out by Cust Reqò 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: 

 

¶ Requested State 

¶ Org Level 

¶ Request Person Name 

¶ 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  

https://wholesale.ziplyfiber.com/wholesale/contacts-and-escalation-lists/repair
https://wholesale.ziplyfiber.com/wholesale/contacts-and-escalation-lists/repair
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E:  ESCALATE A TROUBLE TICKET REPORT 
 

1. Click the radio button next to the ticket to escalate. 

2. Hover over the Ticket tab and select Escalate. 

 

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: 

 

¶ Serious illness (e.g., the home bound patient is connected to 

monitoring equipment accessed by medical personnel via the 

telephone) 

¶ Doctors on call 

¶ Death in the family 

¶ 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. 

 

SAMPL 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

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. 
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8. Click Submit (Running Person). 
 

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 Fiberôs 
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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Field Name 

Non-Design 
Circuits 

  
Design Circuits 

 
Ziply Fiber Specific Business Process 

 

Escalation: ADD 

  
Request State 

 
R 

  
R 

 

Only the selection of REQUESTED is 
applicable for Ziply Fiber. 

 

ORG LEVEL: 

  
 
Org level 

 
R 

  
R 

 

Ziply Fiber only supports levels First ς Fifth and 
doŜǎƴΩǘ allow for skipping a level. 

 

REQUEST PERSON: 

 
 

Name  
 

R  
 

Required by the system and Ziply Fiber. 

 
 

Number  
 

O  
 

Optional for the system but Ziply Fiber 
doŜǎƴΩǘ support this field. 

 
 

Phone 
 

 

FR 
 

 

Ziply Fiber would like this field populated on all 
escalations. 

 
 

Fax 

Pager 

Email 

 
 

O 

O 

O 

  

      

      

 
 

Respon 
 

 

O 
 

 

Ignored by back end systems.  

 
 

Civic Address  
 

O  
 

This section not supported by Ziply Fiber. 

 
 

City 
 

 

O 
  

 
 

State 
 

 

O 
  

 
 

Zip 
 

 

O 
  

 

ESCALATION PERSON: 

 
 

Name 
 
Number 

 
 

O 
 

O 

 This section not supported by Ziply Fiber. Any 
data populated in these fields, will be ignored 
by back end systems. 

      
 
 

Phone  
 

O  
 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Any data populated in these fields, will be 
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Field Name 

 

Non-
Design 
Circuits 

 
Design 
Circuits 

 
Ziply Fiber Specific Business 
Process 

 

Fax 
 

O 
 

 

Pager 
 

O 

 

Email 
 

O 

 

Respon 
 

O 

 

Civic Address 
 

O 

 

City 
 

O 

 

State 
 

O 

 

Zip 
 

O 

 

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 ñCleared Awaiting Customer Verificationò status 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 ñCleared Awaiting Customer Verificationò status, before Ziply 
Fiber closes the ticket. 

 

If the Carrier returns a ñDenied,ò ñDenied Activity Duration Disputed,ò or ñDenied 

Close Out Narr Disputed,ò the ticket will remain open. Ziply Fiber will respond 

and change the state to ñOpen/Active.ò 
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2.   Execute the Ticket > Verify Repair Completion menu command. This opens the 

Verify Repair Completion Request page screen shown below: 

 

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 ñCleared Awaiting Cust 

Verificationò status. 

2. If no response is received after 72 hours the ticket will be changed to a state 

of 

ñClosedò and a status of ñClosed Out.ò 

3. If the Carrier responds, ñVerifiedò to the cleared repair response, then the 

ticket will be changed to a state of ñClosedò and a status of ñClosed Out 

Cust Verified.ò 
 

NOTE: If the Carrier replies with ñNo Actionò in 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 ñClose Out Narrativeò field with 

ñVendor Meet Requested,ò entering the Trouble Clearance Personôs name 

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. 

 
3.   Populate the relevant fields to either approve the ticket closure (Verified) or 

deny the closure because there is still an issue. 
 
















































