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Overview 

Operator Services (OS) provides local and IntraLATA (toll) Operator Assistance (OA) service to a CLEC's End Users (EUs). OS give CLEC EUs the ability to reach an Operator or an automated system for assistance. 

Operator Services are provided under the terms and conditions included in Appendix OS and Appendix DA of the Interconnection Agreement and/or applicable commissioned ordered tariff.  Operator Services is considered an ancillary service for use by CLECs who have already established or are in the process of establishing basic services.  The CLEC is required to complete the Operator Services Translations Questionnaire (OSTQ) to provide OS. See Directory/Operator Assistance Forms for required documents.  Completion of this document allows the CLEC to indicate which OS it wishes to provide.  Operator Services will be provided to CLEC EUs in accordance with AT&T Operator Services methods and practices that are in effect at the time the OS call is made.

Branding

Branding enables the CLEC to meet regulatory requirements to identify its name audibly and distinctly to the EU at the beginning of each OS call. Branding tapes are created by AT&T utilizing voice model recordings integrated into existing systems.  Branding is a requirement of AT&T Operator Services. Branding can occur at different points during call processing. The CLEC must provide AT&T with the branding phrase it wants to use.  Refer to the Operator Services Translations Questionnaire Instructions for additional information. 

Reference/Rater (R/R)

R/R is the system that interfaces with service order or local number portability systems to identify each EU’s local service provider.  R/R is also the system that performs rating and reference functions for Operator Services on behalf of the CLEC.  Utilizing R/R, the operator can: determine the applicable customized charges for rating or rate quotation requests; automatically connect an EU to the business office, repair, emergency numbers, and InterLATA carriers/s specified by their local service provider or access additional information required for call processing.  R/R is a requirement of AT&T Operator Services.
Dialing Options

CLEC's EUs have access to the Operator by dialing: 

· 0- 
The EU dials 0 and no other digits to complete a non-automated call to an 
operator. 

· 0+ 
The EU dials 0 plus a 10 digit Telephone Number (TN) to complete a call 
through AT&T’s Automated Alternate Billing System (AABS) for all states 
except Nevada. If the call is completed without operator intervention, the


call is fully automated. If the call defaults to an operator, the call is 
considered semi-automated.

· 1+ 
The EU dials 1 plus a 10 digit TN from a coin telephone rated by the 
operator switch. The call is fully automated (utilizing the ACTS system) if 
completed without operator intervention. The call is semi-automated if it 
defaults to the operator.  NOTE: This service is also referred to as 
SmartCoin(, Coin Line, Coin Service, public coin or dumb set smart line.

Services Offered 

AT&T OS provides CLECs with call completion and assistance including the following: 

· Automated Charge Quotation Service (ACQS) 

Hotel/motel or other businesses subscribing to this service require charge quotation at the completion of each call. A room/case number and an ANI Information digit 06 are required on EU lines subscribing to this service. 

· Busy Line Verify/Interrupt (BLV/I) 

Operator verifies conversation on the line. Operator is also able to interrupt conversation on the busy line at the EU’s request.

· Dialing instructions 

EU requests specific information on how to dial a call.

· Emergency assistance 

EU requests connection to an emergency agency.

· Language Assistance

Spanish assistance is offered in California and Texas. Cantonese assistance is offered in San Francisco, California.

· Operator Transfer Service (OTS or 0-XFR) 

OTS allows an EU to request a transfer to an Inter-exchange Carrier (IXC) or inter-LATA provider. To implement OTS, CLEC is required to obtain necessary compensation arrangements between the CLEC with the participating IXCs. OTS is currently not offered in Nevada. Inquiries for CIC Codes and CIC related addresses see the following website: http://www.nanpa.com/
· Person to person

EU specifies a particular person to be reached.  

· Selective Class of Call Screening (SCOCS) 

SCOCS restricts billing options for EU’s outgoing toll calls. A special code and an ANI information 07 digit is required

· Time and Charges

EU requests charges and minutes at the completion of the call.

Billing Options

Calls may be billed as:

· Sent paid (billed to the EU’s calling number)

· Alternately billed (calls billed to a calling card, collect, or third number) 

· Station to station (EU will speak with any person that answers the phone)

· Person to person (EU will speak with a specific person only)

Switch Based/LWC Trunking Requirements 

Orders for Operator Services and/or Directory Assistance trunks are placed on an Access Service Request (ASR). OS service requires a one-way trunk group from CLEC switch to the AT&T Operator Services TOPS switch/s for the desired serving LATA. Two types of trunk groups may be utilized, a segregated OS group, or a combined group transporting OS and DA/DACC. The trunk group traffic use code and modifier will designate the group provisioned for the service/s provided. CLEC will have administrative control for the purpose of issuing ASR’s on this one-way trunk group. See Negotiating Interconnection for more details.

OS Implementation Process 

The following procedures must be implemented by the CLEC to ensure a successful implementation.  Once contractual, regulatory and provisioning/ordering requirements are determined, the CLEC representative/s initiates DA implementation by contacting their AT&T account manager and completing the Directory/Operator Services Assistance Forms.  See instruction document for assistance in completing the OSTQ forms.
The OSTQ consists of a General Information Supplement and various supplements. One set of forms is required for each Operating Company Number (OCN) per state. The General Information Supplement is always required in addition to any supplements related to service options requested.

· General Information (GI) Supplement must be completed by all CLECs for implementation of new service or changes to existing service.

· Serving Area Supplement is required for all facility based CLECs. 

· Directory/Operator Assistance Supplement is required for CLECs requesting OA.

· Coin Supplement is required for CLECs providing coin service utilizing coin signaling. See Independent Payphone Provider (IPP) (Midwest Region) and Customer Owned Pay Telephone Service (COPTS) (Southwest Region) Payphone Service Provider (PSP) (West Region) for additional information.

· SCOCS Supplement is required for CLECs utilizing restricted billing classes of service including private or customer owned coin/coinless, inmate, dormitory and hospital classes of service.  

The Operator Services Implementation Manager reviews, validates and distributes the OSTQ and coordinates work required in order to meet the requested service date.  An implementation delay or change to service date could result if the OSTQ is incomplete.  A consultation between the CLEC, the Account Manager and Operator Services Implementation Manager may be required.

The GI and proper supplement/s is required for any changes/updates to a previously submitted OSTQ. The forms are found in Forms section of the CLEC Handbook, Directory/Operator Services Assistance Forms. The forms must be completed by the CLEC Representative and sent to the Account Manager.  The completed OSTQ must be received 30 calendar days prior to the requested service effective date for a new implementation and 14 days for any subsequent load changes.

Test Calls

AT&T OS Facilities and the CLEC representative/s must complete the test call scripts to ensure all calls complete properly. Test results will be analyzed to ensure proper recording. Test call scripts are located in the CLEC Handbook in the Forms Section, Directory/Operator Services Assistance Forms.
Billing 

Pricing for non-recurring and recurring charges are based on the applicable Appendix Pricing and/or applicable commissioned ordered tariff for the following services. 

· Fully automated call processing 

Recurring usage charges apply to each call that has been completed on a fully automated basis. 

· Operator-assisted call processing

Recurring usage charges apply to each call that has been answered by or forwarded to an Operator. 

· Branding 

An initial branding non-recurring load charge applies per state, per brand, per OS switch. The only exception are the Midwest Switch based CLECs will incur a nonrecurring load charge per trunk group.  

· OS R/R Information 

An initial non-recurring charge applies for the initial load of a CLEC's OS R/R Information. An additional non-recurring charge applies for each subsequent change to the R/R Information.

LIDB Alternate Billing Options

A CLEC may decide to offer calling card, collect, or third number billing options to its EUs. These alternate-billing options may be needed on:

· Either the TN assigned by the CLEC (the assigned number), or on the former AT&T TN (the ported number) for Local Number Portability (LNP) 

· The EU's line number. AT&T may offer, in the future, the option of establishing billing options through Line Information Database (LIDB).

Calling Card 

AT&T offers CLECs the option of establishing the calling card billing options on the CLEC's (assigned) TN or the ported number. If CLECs decide to offer a calling card, they must decide: 

· Whether the card account will be based on the EU's TN (either the ported number, assigned number, or both), or if the card will be issued in a proprietary format 

· How they want their EUs to access the card (e.g., 0+, 800 number, or other access code) 

· How to manufacture and distribute calling cards to their EUs

If an EU's calling card is based on the: 

· Ported Number, the CLEC must designate one of the following options for handling and processing calling card, collect, third number, and other Operator handled non-sent paid calls from or to Interim Number Portability (INP) assigned TNs. A CLEC may: 

· Accept billing and collection from AT&T for such calls 

· Negotiate a separate, detariffed billing and collection agreement, with AT&T reestablishing the call handling, processing, and billing responsibilities of the parties

· Ported Number, and will be useable on an 0+ basis, and a Billing & Collections Agreement exists between AT&T and the CLEC, the CLEC must provide the following information for establishing the account in LIDB: 

· Calling card privileges( e.g., full international, domestic only, single number) 

· A unique 4-digit Personal Identification Number (PIN). This number could be the same PIN associated with the former AT&T calling card. 

· Assigned Number, AT&T establishes the calling card account in LIDB. AT&T does not, however, randomly generate a PIN on CLEC order or print/mail calling cards to the CLEC or to the CLEC's EUs. 

If a calling card is required on an Assigned Number, and will be useable on a 0+ basis, the CLEC may choose to store these billing accounts in the AT&T LIDB under a separate contractual arrangement. 

Although the service order process is not used to establish or administer these accounts, the CLEC must send AT&T the same information (calling card privileges, PIN). For additional information on these options and requirements, refer to Line Information Database (LIDB). 

Collect & Third Number Billing
AT&T offers CLECs the choice of Collect and/or Third Number Billing. CLECs must decide whether: 

· Collect and/or third number billing should be allowed to the Ported Number, to the Assigned Number, or to both numbers. 

· Billed Number Screening (BNS) should be allowed. BNS provides the ability to block collect and/or third number billing to an EU's TN. 

If the collect and/or third number billing will be allowed to the Ported Number, one of the following BNS options must be specified on the service order establishing the account: 

· Collect and third number billing is allowed without restrictions. 

· No collect or third number billing is allowed (Toll Billing Exception [TBE] 'A'). 

· No third number billing is allowed (TBE 'B'). 

· No collect billing is allowed (TBE 'C').

Collect and Third Number Billing will be allowed without restrictions if the CLEC does not specify a TBE option on the service order. 

If the collect and/or third number billing will be allowed by the CLEC to the Assigned Number, and the CLEC decides to store these billing accounts in the AT&T LIDB under a separate contractual arrangement, the CLEC must provide the same BNS information described above, including the TBE information. 
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