21 State Listing Trouble Report Instructions

FOR USE BY ALL SWITCHED BASED CLECS, VOIPS AND

IN THE WEST RESALE/LWC CLECS 

When to Use
A Listing Trouble Report (LTR) is used to report a discrepancy on a customer’s listing or to delete a duplicate account.  Examples of discrepancies include:
(1) After 72 hours of order submission, you have not received a mechanized or manual Service Order Confirmation (SOC), nor have you received a TC Reject Notification, and your listing is not on TC Directory Info Link;
(2) You received a SOC, yet the listing does not reflect your order or appears incorrectly in TC Directory Info Link. 
(3) Your listing appears incorrectly on a Pre-BOC report.  
(4) A duplicate account exists in TC Directory Info Link for either the exact same name, a variation of a name or a completely different name.
A Listing Trouble Report should only be sent when TC Directory Info Link or a Pre-BOC Report does not match your order or when one of two duplicate accounts should be deleted.  If an error was made on the order submitted, do not send a Trouble Report.  Instead, a change order should be processed to correct the listing.
If you encounter a listing discrepancy, submit a Listing Trouble Report according to the instructions below:  
Process
(1) The deletion of one of two duplicate accounts should be done via the Listing Trouble Report process.  Do not send mechanized or manual orders to delete an account when more than one exists in TC Directory Info Link for the same Main Telephone Number.
(2) Listing Trouble Reports should be submitted to the Listing Services offices as indicated on the form via email or fax.
(3) All fields in the Provider Contact Information section are required.
(4) Mark all columns pertaining to the discrepancy.  Use the reason line below to explain the error.
(5) Listing Trouble Reports sent with missing or incomplete information will be returned to the provider. 
Reminder:  It is critical to:
· clear all reject notifications prior to sending a listing trouble report 
· follow the indicated timelines 
· Do not resend the order after a listing trouble report has been submitted.
· Rejects MUST be responded to prior to sending a listing trouble report.
· For additional listings or 800 numbers, please be sure to include the main account number on the Listing Trouble Report.
· Remember to include PON order number and due date on all discrepancies (not applicable for duplicate account deletions).  
· If you have a new issue related to a previously reported listing, please submit a new trouble report.

· Do not contact the DMU or Listing Services directly to report listing issues.

*If an order was sent via XML or Weblex, please indicate the FOC (Firm Order Confirmation) date.  If no FOC was received, please contact the IS Call Center at 314-235-7225 or 877-681-2271 Option #3.

*Except in California and Nevada – Listing Trouble Report should be submitted if no SOC is received.
Field Descriptions
The fields on the Listing Trouble Report are as follows:
NOTE:
Required (must be populated) 
Conditional (indicate which error condition is applicable) 
	Field



	Required or Conditional
	Definition

	CLEC Code/OCN
	Required
	Midwest region populate 4-character alpha company code ending in X.  All other regions populate OCN.

	ACNA
	Required
	Provider assigned ACNA Code.

	Date
	Required
	Date of Listing Trouble Report submission.

	Name
	Required
	Name of person submitting LTR.

	Contact #
	Required
	Telephone number of person submitting LTR.

	Fax #
	Required
	Fax number of person submitting LTR.

	Email
	Required
	Email address of person submitting LTR.

	State
	Required
	State associated with the listing address.

	(AT&T Use Only)

AT&T Listing Service Contact Name
	
	AT&T associated will populate with their name.

	(AT&T Use Only)

AT&T Listing Service Contact Number
	
	AT&T associate will populate with their telephone number.

	Telephone Number
	Required
	Listed telephone number with issue/discrepancy (10 digits)

	Listed Name
	Required
	Listed name with issue/discrepancy

	PON Number
	Conditional
	Provider original PON/order number requesting listing.  Required on all issues except duplicate removals.

	Orig. Due Date
	Conditional
	Date the original PON/order sent to AT&T.  Required on all issues except duplicate removals.

	FOC Date
	Conditional
	Date the FOC was received via XML/Weblex.  Not pertinent for duplicate removals.

	SOC Date
	Conditional
	West Region REQTYP E & M orders inquiries must supply SOC date

	Caption Listing Issue
	Conditional
	Check this box if there is a problem with a caption listing.  You must include a Caption Set Up if the issue pertains to a caption listing

	TC Directory Info Link Issue
	Conditional
	Check this box if there is an issue with the appearance of the listing or if the listing is not appearing on the website.  Be sure CLEC has no outstanding rejects and that confirmation or daily activity report received.

	Pre BOC Issue
	Conditional
	Check this box if there is an issue with the White Page Pre-BOC Report. 

	CLEC Description of Issue
	Required
	Use this space to describe the nature of the error, omission or issue identified above.  When reporting a duplicate account, please define clearly which account should be deleted, i.e. full name including middle initial, titles/designations, etc.

	(AT&T Use Only)

Listing Services Resolution 
	
	Feedback response from AT&T.

	(AT&T Use Only)

Date Resolved
	
	Date issue is cleared by Listing Services.


