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Description
Service requests are distinguished between simple and complex based on the type of service order activity required by the Service Representative or other departments to provision the order, and not the method by which a request is received (manually or electronically).  

Electronic and Manual designate the method by which a CLEC submits the PON to AT&T.  Simple and Complex designate the amount of manual intervention/Service Center work is required beyond receiving the request and formatting the service order.          
Definitions
· Manual:  A Service Request sent by e-mail, or hand delivered in paper format

· Electronic:  Web LEX or EDI delivery of the LSR

· Simple:  A service order request that is submitted electronically or manually by the CLEC and is provisioned with minimal involvement of an LSC Service Rep.  The service which is being ordered determines whether a “simple” SOC is selected.

· Complex:   A service order that is submitted electronically or manually by the CLEC that requires special review and/or coordination to provision. The service being ordered carries the designation of being a “complex” service.    
· Requests are considered complex based on the work involved in processing a service request that is beyond that required to process a simple request. The following is an example of work required to process orders to handle a complex request.  

· The Service Rep or other LSC contact (e.g. Communications Consultant) must perform one or more of the following tasks:

· 1.
Create a Mechanized Business Ordering System (MBOS) request to notify from one or more of the following downstream departments to provision the service:

· (NSS)  Network Sales Support

· (ND) Network Design

· (CPC) Circuit Provisioning

· (LNAC) Line and Number Identification Center

· (TXC) Switching Translation Center

· (OSP) Outside Plant and Engineering 

· 2.   Create a WALRRS (Wholesale, Access, Local, Resale, Report System) request to notify one or more of the following departments to provision the service:

· Special Construction

· Wholesale Construction

· Individual Case Basis (ICB)

· Wholesale ICB

· Resale ICB

· Resale Special Construction 

· 3.
Validate the central office capabilities or facilities.

· 4.    Validate TIRKs information to ensure accuracy 

· 5.
Coordinate between downstream departments and the CLEC to insure critical dates are met to prevent end-user downtime.

Flow-through

Flow-through is achieved by a CLEC submitting an LSR electronically, which then has an AT&T service order created mechanically, with a mechanical FOC and automatic distribution.  Generally, simple services are “flow-through” eligible.  For more information, refer to the Flow-Through & Exception documentation at:   https://ebiznet.sbc.com/fte/.    

Complex services generally are not flow-through eligible because of the required intervention and/or the complexity of the service order itself.  

Enhanced Service Order Charges (ESOC) (UNE only)
Enhanced Service Order Charges (ESOC’s) are incidental charges applied in addition to the basic service order charge for the basic PON handling.  

Service order charges for basic PON handling include “new connect”, “change”, “disconnect”, “record”,   “suspend”, and “restore”.  

ESOCs are order charges for “expedite”, “due date change”, “customer not ready”, and “cancel”.

These charges apply on an “occurrence” basis per LSR.  It is possible that charges such as “due date change” and “customer not ready” could be billed multiple times on a given PON.  The number of occurrences of that activity will dictate the quantity of that charge.

An application reference for ESOCs is located in General Ordering-UNE in CLEC Handbook.           
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