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Manual Trouble Reporting Procedures
CLECs have the ability to report trouble to the Local Operations Center (LOC) Maintenance on behalf of their end user customers by calling 1-800-730-8815.  Trouble can be reported to LOC Maintenance 24 hours a day, 7 days a week.  CLEC end users calling AT&T directly will be referred to their CLEC.
When the CLEC is advised by its end user that trouble exists on one of its services, the CLEC should always verify that the end user Customer's Premise Equipment (CPE) and wiring beyond the demarcation point has been cleared prior to reporting trouble.
If no trouble is found on the end user's side of the demarcation point, the CLEC should contact LOC Maintenance at 1-800-730-8815 with a trouble description.  This description must include:
· Nature of the trouble
· Contact name and number for the CLEC's end user
· Contact name and telephone number of the CLEC

The repair commitment will be given to the CLEC based on out-of-service or service affecting trouble.  Failure to clear CPE trouble, prior to initiating repair requests referred to AT&T, may result in Maintenance of Service Charge (MSC) being assessed to the CLEC.
Notification of “no accessibility status” on the end user premise will be provided to the CLEC.  CLECs are responsible for coordinating access with end users for all returned work requests.
Premature Disconnect or LNP Conversion Outage

CLECs wishing to provide manual notification of trouble resulting from a premature disconnect or LNP conversion outage should:
· Call LOC Maintenance at 1-800-730-8815.
· Identify the trouble report as a “Premature Disconnect” or “LNP Conversion Outage” to the AT&T Representative.
· Provide the order number and all related order numbers.
· For LNP conversions without loop, report each telephone number experiencing trouble.
· For LNP conversions with loop, report each telephone number and associated UNE loop circuit ID experiencing trouble.
· Provide details of trouble condition and correct callback contact information.
Any verbal trouble report that is not identified as a premature disconnect, LNP conversion outage or not reported to LOC Maintenance at 1-800-730-8815, will not be included in the data collection for the Performance Measurements (PMs).
Manual Trouble Reporting Telephone Number

	Situation
	Telephone Number

	Premature disconnect or LNP conversion outage.
	1-800-730-8815

LOC Maintenance

	Troubles other than premature disconnect or LNP conversion outage.
	


Electronic Trouble Reporting Procedures
AT&T offers Trouble Administration capabilities via the Electronic Bonding Trouble Administration (EBTA) application.  EBTA provides an electronic Operations Support System (OSS) for repair and maintenance functions on resold accounts and special circuits for Unbundled Network Elements (UNE).
EBTA allows CLECs to:
· View the status of pending trouble tickets.
· View circuit history information on telephone numbers.
· View closed trouble tickets.
· Request a Mechanized Loop Test (MLT) on basic telephone services.
· Issue trouble tickets on circuits and basic telephone lines via a computer Graphical User Interface (GUI).
Electronic Reporting – Premature Disconnect or LNP Conversion Outage

Electronic Trouble Reports for premature disconnects or LNP conversion outages, submitted via EBTA, must have “LNP Conversion Outage” or “Premature Disconnect” typed in the Trouble Narrative.  If this verbiage is not identified in the Trouble Narrative of the report, it will not be included in the data collection for the Performance Measurements (PMs).
LNP conversion outage trouble reports should only be submitted through 12:00 p.m. (noon) of the business day following the due date of the conversion.  After noon of the following business day, it is no longer considered a conversion outage.  It is considered a regular trouble report.
All other processes and procedures for submitting electronic reports remain the same.
Messages Received in EBTA
EBTA allows the CLEC to enter out-of-service or service affecting trouble reports associated with recent service order activities (in completion status).  The trouble reports must be for telephone number formatted services for Resale and Local Wholesale Complete™ (LWC™).
When any of the CLEC or End User information doesn’t match, two of the most common messages are:

· Verification Message
· Disconnected or Ported Out Message

Verification Message

A verification message is returned when an inquiry is submitted for a telephone number formatted circuit not matching the CLEC user profile.  This verification response is “Our Records indicate this Telephone Number is not part of your User Profile, do you wish to continue?”
Upon receipt of this response, the CLEC is given two options.  The CLEC may either enter:

· “YES” to continue creating a mechanized trouble report on a telephone number not matching the CLEC user profile
or
· “NO” to cancel the transaction.
Note:  If a CLEC selects “Yes”, the report may not be reflected in their specific PMs.  In order to have the report captured in the CLEC’s PMs, they should select “No” and contact LOC Maintenance at 1-800-730-8815 and submit a manual report.  LOC Maintenance then enters information that identifies the CLEC as the Local Service Provider (LSP).  This allows the report to be captured in their specific PMs.
The normal functionality (i.e., Trouble History, Trouble Ticket Status, MLT Test) available for trouble reports entered in EBTA are provided on reports entered when selecting “Yes” as indicated above.
Disconnected or Ported Out Message

If a service order installing or converting a service has not completed and posted in the appropriate billing system and a trouble is reported via the EBTA application, then the information from the service order will not be updated in the repair and maintenance databases.
A message that may be encountered at this point is “This TN has been disconnected or ported out. No information available”.  When this error message is received, the CLEC should call LOC Maintenance at 1-800-730-8815 and report the trouble manually.  The CLEC should provide LOC Maintenance with any recent service order information and other information described above in the Manual Trouble Reporting Procedures section.
LOC Maintenance can verify that a service order has established the CLEC as the LSP and is able to manually enter the trouble report into the repair and maintenance OSS.  To report the trouble manually, contact LOC Maintenance at 1-800-730-8815.
Reporting NXX Problems
When the CLEC has a Ported Number that is not able to receive calls from particular AT&T NXXs or to call certain AT&T NXXs, the CLEC should determine the appropriate Inter-Office Message trunk group that would normally carry that call.  Then the CLEC should report the trouble to AT&T on the first trunk in the Message Trunk Group.
Note:  When a single telephone number is ported out and no longer considered a working AT&T telephone number, AT&T is not able to accept a trouble report on the telephone number.
The trouble report can be submitted via either of the following:

· Mechanized interface
· Electronic Bonding - Trouble Administration (EBTA)

If a mechanized interface is not available for the CLECs use, the report can be manually called to LOC Maintenance at 1-800-730-8815.

Inside Wire and Jack Maintenance Service Agreement
Inside Wire and Jack Maintenance Service is an AT&T offering for CLECs who are reselling AT&T’s basic telephone services.  This service allows CLECs to order wiring and jack installation for their end users for resold basic telephone services.
With an Inside Wire and Jack Maintenance Service agreement, AT&T agrees to diagnose trouble beyond the demarcation point and to repair the inside wiring and jacks at CLEC end user premises at a charge to the CLEC.
Without an Inside Wire and Jack Maintenance Service agreement, AT&T will not perform any inside wire installation or repair for a CLEC. 

An Inside Wire and Jack Maintenance Service agreement containing all the agreement specifics can be obtained from your AT&T Senior Carrier Account Manager (SrCAM).
Information about Operations Support Systems

Contact your Wholesale Support Manager (WSM) for information on electronic Operations Support Systems.
