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Overview
The Repair and Maintenance work groups for Facilities-Based CLECs are the same as those for Resale and Local Wholesale Complete™ (LWC™) CLECs.
The difference between the processing of Trouble Reports is the method of testing required to isolate the trouble condition.
· Facilities-Based Trouble Reports are routed to the Local Operations Center (LOC) where placement of a test device is required to test Unbundled services.
· Resale and LWC™ trouble testing is mechanized.

CLEC Registration
As part of the registration process when establishing service as a CLEC, the CLEC must provide the following information to AT&T:
· CLEC Name, Address, and Contact Person
· ACNA (Access Carrier Name Abbreviation)
· OCN (Operating Company Number)
· Ordering and Billing telephone number
· CLEC Repair Service telephone number
The Service Representative in the LSC enters this information into a CLEC Referral Table.
NPA-NXX information cross references to the basic referral number information by the OCN.  This information is from AT&T's Code Use Record - Code Activity Record (CUR-CAR) report and is derived from the Local Exchange Routing Guide (LERG).
Repair
CLEC Repair Responsibilities
The CLEC is responsible for providing:
· CLEC Repair Service that is available to the End User (EU) during normal business hours.
· Toll-free telephone number for the CLEC Repair Service, that is:
· Listed in all directories published in areas served by its EUs.
· Given to the EU
· Appears on any related print media, including instructional cards of PSP telephones.
The CLEC is responsible for the following repair activities:
· Providing correct and accurate trouble reporting information.
· Providing authorization for Maintenance of Service Charge (MSC) when the Trouble Ticket is opened.
· Providing the EU's premise access information.
· Isolating trouble beyond the CLEC switch.
· Isolating Deregulated/Customer Provided Equipment (CPE) trouble.
· Resolving EU disputes.
· Training EUs on features and phone usage.
CLEC Repair Referrals
The CLEC must report all out-of-service problems on Local Interconnection (LI) products and services to the LOC using either:
· Electronic Bonding (EB)
· Interactive Voice Response Unit (IVRU)
· Manual interface with the LOC
Service Assurance Interfaces
Service Assurance is a defined process that ensures both Facilities-Based and Resale/LWC™ CLECs have parity for repair and maintenance with AT&T’s Retail products and services.
Service Assurance is provided by the following interfaces:
· Electronic Bonding (EB) application-to-application interface
· Interactive Voice Response Unit (IVRU)
· Local Operations Center (LOC) manual interface

These interfaces support the following products and services:
· All Resale services

· All LWC™ services
· Assembly of Network Elements (ANE)
· Local Number Portability (LNP)
· Unbundled Switching Elements (USE), including Port
· Unbundled Network Elements (UNE), including Link
Electronic Bonding (EB) Interface

EB is an application-to-application interface that allows CLECs access to information for AT&T trouble reports initiated by the CLEC. 

By using the Coded Mark Inversion Protocol (CMIP) a CLEC can:
· Open a Trouble Report
· Perform loop/switch testing on telephone numbered services
· Request and review Trouble Ticket status
· Provide pre-authorization for MSC
· Receive Trouble Report closure notification, including the disposition code, cause code, and narrative
· Input, change, and/or cancel a Trouble Ticket
· Receive emergency notification for network events, i.e., fiber cuts, switch failures
Note: EB proactively provides these functions. 

Resale/LWC™ Residence and Business Support Process
A CLEC can open an EB Trouble Ticket for a Resale residence or business EU and request a Mechanized Loop Test (MLT) via its own Operation Support System (OSS). 
Depending on the test results, a CLEC can send the Trouble Ticket information and test results to AT&T's Work Force Administration (WFA) to open an AT&T Trouble Ticket.
WFA provides the CLEC OSS with a commitment time of when the work will be completed based on product (service), extreme weather conditions and geography.
While the Trouble Ticket is open, the CLEC OSS provides status proactively every time WFA is updated by AT&T.  CLEC can update and cancel a pending Trouble Ticket within its OSS whenever it is necessary.

Upon completion of the work, EB proactively provides:

· Information to the CLEC OSS when the Trouble Ticket has been completed and closed.
· Description of the work that was done.
Unbundled Network Elements (UNE) Support Process
A CLEC can input the information into the EB Trouble Report screen within the CLEC OSS and send the information to the AT&T Work Force Administration (WFA).
Mechanized testing is not available for Unbundled Loops.  Manual placement of a test device is required to test the Unbundled products and services.  Because manual intervention is required to test, EB requests are sent to the LOC for processing.
WFA provides the CLEC OSS with a commitment time of when the work will be completed, based on product (service), extreme weather conditions and geography.  Commitment times are provided to CLECs using the same process used for AT&T's own customers.
Trouble Reports entered into WFA follow the same distribution as AT&T Retail Trouble Reports.
While the Trouble Ticket is open, the CLEC OSS provides status proactively every time WFA is updated by AT&T.  A CLEC can update and cancel a pending Trouble Ticket within its OSS whenever it chooses.

Upon completion of the work, EB proactively provides:

· Information to the CLEC OSS when the Trouble Ticket has been completed and closed.
· Description of the work that was done.
Unbundled Switching Elements (USE) Port Support Process
With the introduction of the Unbundled Switching Element (USE) Port product, the existing maintenance processes support any combination of Unbundled Loop and Local Number Portability (LNP) products.
Trouble Reporting Requirements for LNP
When reporting trouble using EB on a local number that is ported out (LNP), the CLEC must provide both the:

· Location Routing Number (LRN)
· Operating Company Number (OCN)
Note: EB provides trouble reporting fields for LRN and OCN.

Installing EB
The AT&T Senior Carrier Account Manager (SrCAM) for the CLEC initiates the process for the installation of EB.  The EB project team is responsible for subsequent project activities to ensure implementation.
Joint Implementation Agreement (JIA)
Upon agreement that an EB interface is being provided between AT&T and the CLEC, a Joint Implementation Agreement (JIA) is created.
The JIA covers the following subjects:
· Interface connectivity (X.25 private line)
· Non-compliance to CLEC requirements, i.e., pre-authorized MSC, data values, etc.
· Association specifications, i.e., account names
· Recovery activities, i.e., regression testing
CLEC requirements and the JIA must be in compliance with T1M1.5 Trouble Administration Standards and the Electronic Communications Implementation Committee (ECIC) guidelines. These standards can be obtained through the American National Standards Institute (ANSI) at http://www.ansi.org.

Hours of Availability
EB is available 22 hours a day, 7 days a week.

· The 2-hour down time period is required for daily system maintenance and varies per region.
· The standard daily 2-hour maintenance window falls between the hours of 12:00 A.M. and 6:00 A.M.
· In those periods when extended maintenance is required, AT&T provides 5 business days advance notice.
The CLEC Help Desk at 1-877-681-2271 provides assistance for EB.  It is available 24 hours a day, 7 days a week.

Local Operations Center (LOC) Manual Interface
The LOC is the Single Point of Contact (SPOC) for activities that cannot be processed by EB or the IVRU including:
· Receiving Trouble Reports
· Performing test activities
· Requesting and reviewing Trouble Ticket status
· Notifying the CLEC of Trouble Ticket closure
· Providing capability to update a Trouble Ticket
· Inputting, changing, and/or canceling a Trouble Ticket
· Providing emergency notification for network events, i.e., fiber cuts, switch failures
Resale/LWC™ Residence and Business Support Process
A CLEC can call the LOC, request a MLT and open a Trouble Ticket for a Resale/LWC™ Residence or Business EU.
The LOC inputs the information into AT&T’s WFA system and provides the CLEC with a commitment time when the work will be completed, based on product (service), extreme weather conditions and geography.
Commitments are provided to CLECs using the same process used for AT&T's Retail customers.  Trouble Reports entered into WFA follow the same distribution as AT&T Retail Trouble Reports.

When a mechanized system is not available for an open trouble ticket, a CLEC may call the LOC to receive status, update, or cancel the Trouble Ticket whenever it is necessary.  A CLEC can also request trouble history on previous Trouble Reports.

Upon completion of the work, EB proactively provides:

· Information to the CLEC OSS when the Trouble Ticket has been completed and closed

· Description of the work that was done

Unbundled Network Elements (UNE) Support Process
A CLEC can call the LOC and open a Trouble Ticket for Unbundled Network Elements (UNE).  Mechanized testing is not available for Unbundled Loop.  Manual placement of a test device is required to test the Unbundled products and services.

The LOC adds the information into AT&T’s WFA system and provides the CLEC with a commitment time of when the work will be completed, based on product (service), extreme weather conditions and geography.

Commitments are provided to CLECs using the same process used for AT&T's Retail customers.  Trouble Reports entered into WFA follow the same distribution as AT&T Trouble Reports.

When a mechanized system is not available for an open trouble ticket, a CLEC may call the LOC to receive status, update, or cancel the Trouble Ticket whenever it is necessary.  A CLEC can also request trouble history on previous Trouble Reports.

Upon completion of the work, EB proactively provides:

· Information to the CLEC OSS when the Trouble Ticket has been completed and closed

· Description of the work that was done

Unbundled Switching Elements (USE) Port Support Process
With the introduction of the Unbundled Switching Element (USE) Port product, the existing maintenance processes support any combination of Unbundled Loop and Local Number Portability (LNP) products.
Trouble Reporting Requirements for LNP

When reporting trouble to the LOC on a local number that is ported out (LNP), the CLEC must provide both the:

· Location Routing Number (LRN)
· Operating Company Number (OCN)
Note: When reporting trouble to the LOC, the LRN and OCN information must be provided in the Trouble Ticket narrative.
Hours of Availability
The LOC is available 24 hours a day, 7 days a week.

Telephone Number
The telephone number for the LOC is 1-800-730-8815.

Process Flow for Trouble Tickets
Refer to this Trouble Reporting document for the mechanized and manual processes of the Trouble Ticket flow.
Flow-Through Processes for EB Trouble Tickets

See customized Escalation Contact List.
Flow-through (mechanized) processes are available for Resale/LWC™ Basic Exchange Services.  Flow-through rules for Inside/Outside Repair are invoked by the MLT test results provided by AT&T.  Specific test result criteria triggers the electronic process of directing the Trouble Report to the appropriate work groups for handling the repair process.

Inside/Outside Repair is defined as:
· Outside Repair is repair beyond the Central Office, Dispatch Out (DPO)
· Inside Repair is Central Office, Dispatch In (DPI)

Note: In those instances when the test results do not meet the flow through criteria, the Trouble Report is directed to the LOC for manual intervention.

The MLT Job Aid is available to the CLECs upon request through the appropriate Senior Carrier Account Manager (SrCAM).
Manual Processes for LOC Trouble Tickets

See customized Escalation Contact List.

Currently, flow-through processes are not available for the following AT&T products and services:

· DNCF (Directory Number Call Forwarding)
· LISA (Local Interconnection Serving Arrangement)
· Resale ISDN, PBX and DID

· Unbundled Loop
These require manual intervention by the LOC because access to a test device is manual.
Commitment Times
Commitment times for repair and maintenance services are provided to CLECs using the same process used for AT&T's Retail customers.  WFA provides the CLEC with a commitment time of when the work will be completed based on product (service) and geography.  See customized Escalation Contact List.

Billing of DPO and DPI Trouble Tickets
Billing for repair of Facilities-Based and Resale/LWC™ products and services is dependent upon the type of dispatch:
· Dispatch Out (DPO)

· MSC is applied by the Plant Control Office (PCO) when the trouble condition is proven into the EU's premises beyond the Minimum Point Of Entry (MPOE).
· Dispatch In (DPI)

· CLEC is billed a MSC if AT&T dispatches to the Point Of Termination (POT) for Link service and the trouble is isolated to the CLEC's network or not found in AT&T's facilities, as specified in CPUC 175-T tariff, Section 13.3.1.

Expedites for Trouble Ticket Commitments

See customized Escalation Contact List.

Expedite are requests to improve the Trouble Ticket commitment time given to the CLEC by AT&T.
Expedites are only acceptable from the CLEC when either of these two conditions occur:

· Reports a trouble condition on an out-of-service telephone number that qualifies as a “medical emergency”.

· Identifies a telephone number feature was not provisioned due to an AT&T error.

Escalation Trouble Ticket Commitments

See customized Escalation Contact List.

Escalation occurs when the CLEC requests AT&T management assistance because either a:

· Commitment has been missed or
· Chronic condition has been identified.

AT&T may also choose to perform an escalation internally when it identifies that a commitment may be missed.

There are two types of escalations:

· Proactive
· AT&T internally escalates to the appropriate level of management to meet commitments given to the CLEC.
· Reactive
· The CLEC elects to escalate a repair problem that does not meet the commitment given by AT&T. 

Escalations must be performed sequentially to the next level.  Skipping levels of management is not acceptable. 


End User Repair Calls
Misdirected calls to the National Customer Service Center (NCSC/611) are referred to the appropriate CLEC.  
AT&T does not handle or discuss repair requests or problems with CLEC EUs.  CLECs are responsible for:

· Handling their customer's (EUs) repair requests or problems.

· Informing their EUs to call the CLEC's Repair Service to report all repair problems.
Repair Calls to 611

When calling 611, if the caller is a CLEC's EU and inputs their telephone number, EUs are either:
· Given their CLEC's name and 800/888 Repair Services telephone number by an ARU recorded announcement.

· Advised to contact their Local Service Providers directly and the call is ended.
· If the CLEC does not subscribe to Repair Transfer Service (RTS), its EU must hang up from 611 and dial the CLEC's Repair Service.  The EU is not transferred.
· Automatically transferred to their CLEC's Repair Bureau (if their CLEC subscribes to RTS).  Refer to the RTS section for more information.


Repair Calls to AT&T's Business Office
All CLEC's EUs who inadvertently dial the AT&T customer Business Office to report repair problems, instead of contacting their CLECs directly, will be connected to an ARU voice prompt system.  They are directed to: 

· Choose the Repair Service option if the call concerns a repair problem. 

· Key in the area code and telephone number. 

If the EU fails to select any options (including the Repair option) when calling the AT&T Business Office, their calls are routed to a Business Office Service Rep who:

· Advises EUs that AT&T is not the EU's Local Service Provider (LSP). 

· Refers EUs to their CLECs, using the same technology used by 611. 

EUs whose CLECs subscribe to RTS are transferred directly to the CLEC's Repair Service office.
Repair Option from Business Office When CLEC Has RTS

· If EUs call the AT&T customer service Business Office to report repair problems instead of contacting their CLEC directly, they receive recorded menu options on the Business Office ARU message.  One of these options is to reach the Repair Service center.
· If this option is selected, the caller (EU) is automatically connected to the Repair ARU.
EU Does Not Input Option Properly
When calling 611, the message is repeated at least once.  The ARU message times out if the EU does not choose one of the options within 15 seconds of the end of the last message.
When the ARU message times out:
· The voice prompt states that the call is being transferred to the next available representative.

· Audible ringing can be heard.

Then the call is transferred to the AT&T National Customer Service Center (NCSC/611) repair bureau for the EU to speak with a live Repair Agent, who:
· Asks for the telephone number the EU is reporting and determines whether the number is an AT&T number or a CLEC's. 

· Advises the EU to call the CLEC directly. 

Important:  The Repair Agent does not connect the EU with the CLEC's Repair Service telephone number, even if the CLEC has RTS.
Direct Repair Calls to Repair Agent
During heavy (611) traffic, or in the case of a network failure, repair calls may be rerouted to bypass the ARU system and route directly to a Repair Agent in the NCSC.
In these circumstances, the Repair Agent determines whether the telephone number given is a CLEC's.  If it is, the Repair Agent advises the EU to call the CLEC directly. This is standard procedure.
Important:  The Repair Agent does not connect the EU with the CLEC's Repair Service telephone number, even if the CLEC has RTS.
Refer to previous section EU Does Not Input Option Promptly for additional information.
NXX Code Opening Troubles – Facility-Based CLECs
Important: This section addresses the reporting of trouble by Facilities-Based CLECs only.
Ordering NXX Code Openings
Before CLECs are able to give service to their EUs, they must:
· Apply for Network Address (NXX) codes so their EUs can receive incoming calls.
· Order LISA (Local Interconnection Service Arrangement) trunks.
These orders are placed at the same time.
· The LISA trunks are provisioned no later than 2 weeks before the due date for the NXX codes.
· If the trunks are not ordered then, the CLEC must place the order before they can expect any calls to be placed to the new NXXs.
· CLECs must specify which AT&T tandem switch is to be the recipient of traffic to and from the new NXX codes.
· Refer to the NXX Code Openings for additional information.
· CLECs must not assign TNs with new NXXs until the codes are active and tested.

Code Opening Problems
A trouble condition associated with NXX code openings is when incoming calls to the new NXX are not being completed.  Instead, they are being routed to a vacant code in the tandem switch.
This trouble condition may occur in situations where either:
· The CLEC's EU has a number with a new NXX code and reports that he/she cannot receive calls.
· A person calling the EU's new NXX reports he/she cannot successfully reach the EU.
Types of Code Opening Trouble Conditions 
· LISA trunk not provisioned.
· Code not opened in:
· Originating switch (including codes for PSP and pagers) Note: A CLEC must inform AT&T of new codes opened by the CLEC for PSP and pagers so AT&T can open the codes in AT&T's switches.
· CLEC switch (including codes for PSP and pagers)
· Tandem
· AT&T Central Offices
· EU's PBX system
· Wireless Switch Personal Communications Service (PCS)/Cellular
· Code not opened by Long Distance (LD) carrier
· New area codes split off from existing area codes and not changed in switch 

EUs attempting to dial telephone numbers that are experiencing NXX code opening trouble conditions receive the following intercept message:
“The number you have dialed, XXX-XXXX, cannot be completed as dialed. Please check the number and dial again.”  This message is referred to as Cannot Be Completed As Dialed (CBCAD).

Testing Before Reporting Code Opening Troubles
Before calling the LOC to report trouble conditions associated with code openings, the CLEC should: 

· Confirm that its LISA trunks are installed and working.
· Verify that the NXX code is opened in its switch.

· Check its records to verify status of all orders related to code openings, including whether any of its NXX codes are in the middle of the 66-day waiting period.

· Test (using special test numbers) to replicate the trouble condition identified by the EU.

Reporting Code Opening Problems
The CLEC must give the following information to the LSC when reporting code opening trouble:

· Ten-digit telephone number that initiated the call (EU's TN) and the ten-digit telephone number being called when the trouble condition was encountered.
· The 'AB' trunk (LISA) that connects the CLEC to the AT&T terminating number and the A-Z Common Language Location Codes (CLLC).
Example: AB1234567 and PSDNCA11 to LSANCA79T
Note: A CLEC must keep an inventoried list of its LISA and Jane trunks. This record enables the CLEC to quickly find the correct LISA trunk number when a code opening problem is reported.

· The type of termination expected:

· Fax machine

· Data modem

· Voicemail

· Telephone set

· The time the trouble happens. This is particularly helpful if the trouble condition is intermittent.
· Whether a recording was encountered and whether the recording was accompanied by a 'trailer.
· A 'trailer' is: 

· An identifier placed at the end of the recording which names the company's network providing the service. 

· Either a Local Service Provider (LSP) or a Long Distance Provider (LDP). 

· Significant in identifying the source of the trouble condition.
· Whether the EU reached a busy signal and if the busy signal was a regular busy signal or a fast busy signal.
· The difference between a regular busy signal and a fast busy signal is the time between busy pulses.
· A regular busy indicates that the number itself is either in use or out-of-service.
· A fast busy indicates that all circuits or paths to the local office of the called number are in use. Sometimes the caller encounters a recording indicating that all circuits are busy. This is the same condition as a fast busy. Both situations indicate that there may not be enough paths to that particular Central Office. 

· Test numbers used by the CLEC to verify the trouble condition. These numbers aid AT&T in replicating the trouble condition and identifying the source of the trouble.
· Important: Test numbers are provided in addition to the EU's TN and the TN being called, not as a replacement for these TNs.
LOC Investigations of Trouble Reports
When the LOC investigates a trouble report suspected of being related to a code opening problem, it first checks the code openings at the local or originating office. 
All trouble is then referred to AT&T's Network Operations Center (NOC), which determines the causes of the trouble report.  These causes can be problems associated with the: 

· Opening of the codes, as described earlier in this section under Types Of Code Opening Trouble Conditions Encountered By Facilities-Based CLECs 

· Routing of NXX codes in the network, after the opening process has been completed, including (but not limited to): 

· Translations problems. Translations are the routing of NXXs through a switch, whether it is local or in a tandem. 

· Code Use Record/Code Activity Record (CUR/CAR) problems.  CURCAR is the routing guide for the appropriate path of the NPA-NXX.  It serves as a road map for the LISA trunk.

Upon completion of the investigation, all trouble determined to be related to NXX codes are repaired either by: 

· AT&T, in its own Central Office

· LOC, referring code opening problems to the CLEC

Other CLECs With Code Opening Problems
EUs may also report to their CLEC that they are unable to call a specific number or prefix.
An investigation of the situation may determine that the number or prefix the EUs are attempting to call belongs to another CLEC who has an NXX code opening problem.  CLECs must refer this situation to the CLEC having the problem, not to AT&T.
CLECs can identify the CLEC by consulting the Local Exchange Routing Guide (LERG); a document published monthly containing all NXXs and the CLECs and CLEC/Resellers to which the NXXs are assigned.  Refer to NXX Code Openings for further information.

If trouble conditions of this type are referred to AT&T instead of to the CLEC having the problem, AT&T refers the trouble condition back to the EU's CLEC.

Wireless Service Provider (WSP) Trouble Reports
The trouble reporting number of 800-730-8815 is the same number used to report WSP reports of trouble.
Attachment I

Acronyms

ACNA (Access Carrier Name Abbreviation)
American National Standards Institute (ANSI)
Automated Number Identification (ANI)
ASON (Ameritech Service Order Negotiation)

Assembly of Network Elements (ANE)
Automated Response Unit (ARU)
Automatic Call Distributor (ACD)
Cannot Be Completed As Dialed (CBCAD)
Code Use Record - Code Activity Record (CUR-CAR) report
Coded Mark Inversion Protocol (CMIP)
COSMOS (Computer Operations Systems for Mainframe Operations Systems)
Customer Provided Equipment (CPE)
Dispatch In (DPI) Inside Repair is Central Office,

Dispatch Out (DPO) Outside Repair is repair beyond the Central Office,

DNCF (Directory Number Call Forwarding)
Electronic Bonding (EB)
Electronic Communications Implementation Committee (ECIC)
End User (EU)

Flexible Automated Billing System (FABS)

LISA (Local Interconnection Serving Arrangement)
Local Interconnection (LI)
Local Interconnection Service Arrangement (LISA)
Local Number Portability (LNP)
Local Operations Center (LOC)
Local Service Provider (LSP)
Local Wholesale Complete™ (LWC™)
Location Routing Number (LRN)
Maintenance of Service Charge (MSC)
Mechanized Loop Test (MLT)
Minimum Point Of Entry (MPOE)
National Customer Service Center (NCSC/611)
Network Operations Center (NOC)
OCN (Operating Company Number)
Operating Company Number (OCN)
Operation Support System (OSS)
Plant Control Office (PCO) 
Point Of Termination (POT)
Repair Transfer Service (RTS)
Single Point Of Contact (SPOC)
SORD (Service Order Retrieval & Distribution)
Unbundled Network Elements (UNE), including Link
Unbundled Switching Elements (USE), including Port
Work Force Administration (WFA)
Attachment II
Repair Transfer Service (RTS)

Repair Transfer Service (RTS) was developed as an optional service available to both Facilities-based CLECs and CLEC Resellers in certain AT&T territories.
RTS automatically transfers a CLEC's EU to the CLEC's repair bureau and/or to the CLEC’s business office if the EU dials AT&T’s Repair Service number of 611. 

Calls to 611 receive an unbranded recorded announcement with various menu options.
· One option requests the caller to press a number on its touch tone telephone set to report a repair issue.

· Another option allows the caller to press a number to call the business office.

In both situations, the next recording requests the caller to input the area code and telephone number being reported. 

Upon inputting the area code and telephone number, the EU caller, whose CLEC subscribes to RTS, receives an automatic transfer to either the CLEC's repair bureau or business office.
AT&T's ARU conducts a query based on the telephone number input to determine:

· The CLEC's name and designated 800/888 Repair Service telephone number.
· Whether the CLEC has subscribed to RTS.
If the CLEC subscribes to RTS, the ARU plays a recorded announcement and advises the caller (EU) of the following:

· The name and 800/888 Repair Services telephone number of its Local Service Provider (LSP).

· To hold while the call is being transferred (to the CLEC's repair bureau or business office).

EUs of CLECs that do not subscribe to RTS hear an ARU recorded announcement that:

· States their Local Service Provider's name and 800/888 number.
· Advises them to contact their Local Service Provider (LSP) directly.
· Terminates the call upon completion of the recording.

RTS ARU Option to Reach Business Office

Callers to 611 are given options other than Repair Service, including the option for accessing the Business Office where they can:

· Order new telephone service

· Make changes to existing service

· Ask billing questions

A CLEC's EU who selects the business office option is also prompted to key in their telephone number.
CLECs subscribing to RTS for Repair also have the same transfer option for their EUs who select Business Office, unless they specify otherwise. 

EUs that choose any ARU option, other than Repair, are no longer in the Maintenance 611 Call Flow.  Their calls can no longer be considered repair calls.  Nevertheless, recorded announcements of the CLEC's name and customer service office telephone number are still provided.

Limitations

The limitations of RTS are as follows:

· After a call is transferred via RTS to the CLEC provided 800/888 telephone number, the call is outside the control of AT&T.
· Automated Number Identification (ANI) is not associated with the transferred call and, therefore, not sent to the CLEC.
· The CLEC must provide sufficient pick up service.  If all of the CLEC's circuits are in use, the EU will receive a busy signal. 

Important:  AT&T is not responsible for calls not answered by the CLEC.

During heavy 611 traffic or in the case of a network failure, rerouted calls may bypass the ARU system and go directly to the Repair Agent in the NCSC/611. In this situation, the Repair Agent:
· Requests the EU telephone number to determine if the EU is a CLEC's EU.
· Provides the CLEC's name and telephone number for the EU to contact the CLEC directly.
· Note: This is standard procedure.

Limitations Caused by Major Disasters

During an emergency deemed a Major Disaster, AT&T may choose a network reroute of all 611 calls that bypass the ARU system.  In this situation, 611 calls are routed directly to the AT&T NCSC/611.

The Repair Agent completes the following:
· Inputs the EU's telephone number into the SSI system to determine the EU's service provider.
· Provides the EU's service provider's 800/888 telephone number and suggests that the EU call the service provider directly.
· Important: The Repair Agent does not connect the EU with the CLEC's Repair Service telephone number, even if the CLEC has RTS. 


How to Order

Initial requests for RTS service, as well as changes to existing RTS service, should be made to the CLEC and CLEC/Reseller's Senior Carrier Account Manager (SrCAM).
RTS must be included in a provision in a CLEC's Interconnection/Resale agreement with AT&T.  A separate attachment has been developed for CLECs that currently have a signed and approved Interconnection/Resale agreement and wish to subscribe to RTS.
Important: CLECs choosing to establish RTS must indicate their intention on the CLEC Registration Profile form.

A Repair Transfer Service (RTS) Change Request form:

· Has been created to accommodate any changes to RTS.
· Is updated on the CLEC's Registration Profile. 

Due Date Intervals

Due date intervals for RTS are:

· Up to 30 days for implementation of the initial request.

· Up to 30 days for changes to the recorded name announcement.

· Up to 10 days for changes to the telephone number.

Rates and Billing

There are no recurring or non-recurring charges for the initial setup of RTS.

The following subsequent change charges apply for CLECs for the following:

· Change to the recorded CLEC name announcement: $2300.00

· Change to the recorded 800/888 telephone number: $ 750.00

· Change to both the name announcement and the 800/888 telephone number: $2400.00.

Billing is done through the Flexible Automated Billing System (FABS).  CLECs can contact the LSC to answer any billing questions.
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