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Description 

ServiceMate allows end users to manage the line and feature arrangements of their Centrex service, online via their computer system, without going through the standard service order procedure. 
Aliases 

· CentrexMate 

· Customer Station Rearrangement (CSR) 

How to Use the Product 

Basic User Operation 

· The end user uses their own video terminal, modem, and communications package and dials an 800 number to reach the SM processor. 

· The end user is assigned a login and inputs a password to reach their own Centrex database. 

· SM is a menu-driven, screen-based system. The end user accesses the appropriate screens to view and/or type in the desired changes. 
Multiple users/Sub-groups

· With a large Centrex, an end user may have several ServiceMate users and want some users to have restricted activity on certain groups/stations.  

· If there are several sub-users assigned to the same sub-group, they must share a log in.  Only one log-in is assigned to a given sub-group.

· There is no restriction on the number of sub-groups that can be formed.

· The primary user can restrict what functions the sub-user(s) can do.

· The primary user will assign the station line ranges or station numbers to the various sub-groups in ServiceMate.

Feature Function 

General Capabilities - All Switch Types 

SM provides end user the following capabilities: 

· Make various changes to existing lines on their Centrex system. 
· View the contents of the database.
· Use their own video display terminal and communications package to dial into the computer database to access information about their own account. 
· Generate update (recent change) messages to the CO switch regarding end user-generated changes. 

· Request immediate changes (within approximately one hour) to be completed on a specified date and time. 

· Create an internal directory for stations under their control. 
· Print information from their account. 

· Secure access through individual login and password to safeguard data in the CO. 
· End user can make the following number of changes at any given time through SM: 

	Time of Change
	Allowable Number of Changes

	Immediate
	50

	Due Date
	50

	Advanced (Future)
	25


Change Capabilities - All Switch Types 

The following are specific change capabilities offered by SM: 

Deactivate Existing Features 

Most features purchased with the end user’s Centrex may be added to or deleted from a Centrex line equipped with SM. 

Activate/Deactivate Existing Lines 

· The end user may activate or deactivate existing lines under their control, thus making the line available for use only when needed. 

· Deactivated stations do not receive intercept treatment. Stations in a deactivated mode cannot have changes made to them until they are activated. Note:  Lines deactivated are still considered working lines and appropriate charges apply. 

Change Call Forwarding - Don’t Answer Ring Cycle Option 

· Call Forwarding - Don’t Answer with the variable timing option allows the end user to specify the number of rings before the unanswered call is forwarded. 

· The Extended Ringing Cycle option expands the capability to eight rings. 

· The Call Forwarding and Extended Ringing Cycle options offers the end user a ringing cycle choice from one to nine rings. 

· DMS only: Distinctive ringing can be set up to 8 distinctive ringing patterns.  

Change Call Forwarding Busy Line/Don’t Answer Assignment 

· The end user can change the Call Forwarding Busy Line/Don’t Answer directory number assignment for a SM line.

Change Call Pick-Up Group 

· The end user can create new call pick-up groups, determine the group size and assign members to the group.  

· The end user can change a station line from one existing call pick-up group to another provided the line and pick-up groups are in the database.

· End user cannot delete a Call Pick-Up group or implement a new Call Pick-Up group not established for them in the Common Block.  

Change Centrex Access Treatment (CAT) Code 

· The end user can change the CAT code associated with a SM line to allowable predefined codes. 

· The CAT code associated with a station line determines which facilities are available to the station user. 

· End user cannot delete an existing CAT code or implement a new CAT code not established for them in the Common Block. 

Change Facility Restriction Level (FRL) Assignment 

· The Electronic Tandem Switching (ETS) end user can change the FRL of a SM line to predefined codes. 

· End users cannot delete an FRL or implement a new FRL not established for them in the Common Block. 

Change Line Class Code (LCC) or Network Class of Service (NCOS) 

· An end user can change the LCC or NCOS associated with a Centrex line to another established LCC or NCOS. 

· End users cannot implement a new LCC or NCOS not established for them in the Common Block. 

900/976 Blocking 

· End users are encouraged to do their own 900/976 Blocking. The advantages are: 

· Can select which station(s) to block (e.g., can block only the offenders). 

· Time intervals to block 900/976 are shorter than issuing a service order. 

Change Series Completion 'Hunt To' Directory Number 

· The end user can change the 'hunt to' number associated with the SM station provided the 'hunt to' number is within the Centrex group and the SM database. 

· Changes cannot be made to the multi-line hunt numbers within the Centrex. 

Number Swaps
· The end user may swap telephone number assignments among stations within the Centrex group.

· When two telephone station numbers are swapped, all the associated features stay with the line being moved.

Inquiry Functions/Verification - All Switch Types 

The inquiry mode allows the end user to view the contents of the database. They cannot change any information from this mode. The following information is available through the inquiry function: 

Call Pick-Up Groups 

Allows an end user to view a listing of all Call Pick-Up groups. This will assist the end user in re-assigning stations to different pick-up groups when a member number is unknown. 
Centrex Line Features 

Allows an end user to see a snapshot of a Centrex station’s configuration. The responses will include the current status of the line in the switch. Information in this response includes:

· End user-established directory information when applicable 

· The status of the station (e.g., whether it is active or inactive) 

· The Centrex Access Treatment (CAT) and the Facility Restriction Levels (FRL) associated with the station 

· The Call Pick-Up group that the station resides in 

· The Call Forwarding number and/or 'hunt to' number that is assigned to the station 

· The Ring Cycle Option assigned to a station if it has the Call Forwarding-Don’t Answer feature 

· Line Class Code (LCC) or Network Class of Service (NCOS) 

· InterLATA / IntraLATA Carrier (PIC/LPIC) 

· Centrex features activated on the station (e.g., Call Pick-Up)

Database Information 

· End user may view established CAT codes and FRL codes.  
· May change the code associated with a station in the data entry mode, but only to one of the values established in their SM menu. 

Feature Limitations 

· End user may view the parameters set for the number stations that can have a specific feature. For example, the system may be limited to 500 stations of Call Forwarding Busy Line. The user will be able to verify what the limits are for the feature and how many have already been assigned. 
InterLATA / IntraLATA Carriers

· The end user may view the interLATA/intraLATA  carriers that can be assigned to a given station. 

· The end user may not change the interLATA/intraLATA carrier that a station uses. A change must be made via a service order. 

Line Class Codes (LCC) /Network Class of Service (NCOS) 

· The end user may view the established LCC/NCOS. 

· The end user may change the LCC/NCOS associated with a station in the data entry mode, but only to one of the values established in their SM menu. 

System Limitations 

· The end user may view how many immediate or due-dated changes they are allowed to enter. 

Feature Packages 

· When feature packages are associated with the Centrex contract, the end user can use SM to add or remove the associated features to or from individual stations without incurring additional monthly charges. 

Lists

List Authorization Codes 
· Allows the end user to obtain information about the Authorization Codes available on their Centrex system. The end user may view a single code, list, range, or all codes. 

List Centrex 

· Allows the end user to list their Centrex system and associated SM subgroups. 

List Extension Ranges 

· Allows the end user to identify all the telephone numbers available within their Centrex system. 

· The list may include unassigned or restricted lines that cannot be changed through ServiceMate.

List Group Intercom Groups 

· Allows the end user to identify the Group Intercom groups that are available, including group names, group size, member numbers, and member status. 

List Line Status 
· Allows the end user to view the current status of all available telephone lines, active as well as inactive. 
List Speed Calling Groups 

· Allows the end user to view information on Speed Calling groups. 

· The list shows the telephone number of the controller of each group and the telephone numbers of the stations that have access to the Speed Calling group.

List Station Features Assigned 

· Allows the end user to request information about Centrex features assigned to individual stations. 

· The end user can list information about all the features assigned throughout their system, or request specific information about a single feature assignment.

List Station Hunting 

· Allows the end user to view information regarding available hunting arrangements and the hunting sequence for the selected stations. 

List System Information 

· Allows an end user to request a listing of all Centrex station lines that have or do not have a specific feature or service option. 

· The following information is provided: 

· All telephone numbers having the requested feature 

· Values associated with each station (for example, Call Forwarding, Variable Timing, etc.)

List Telephone Directory 

· Allows the end user to request a directory list for a single station or group of stations. The list can be accessed by specifying a name, telephone number, department group, building, floor, or room 
· The end user will receive the following information: 

· The telephone number 

· The person assigned to that phone 

· The location of the phone 

· The organization that the person is assigned to

Pending Order Verification 

· Allows the end user to profile order counts, advanced orders, pending orders, failed orders, batch changes, and order history. 

· The information may be requested by order number, telephone number, or all activity. 

· The order counts are updated as requests are processed through the SM system.

Order  History
Customer Directory – All Switch Types 

· SM users have the ability to create an internal directory for stations under their control. They must populate and maintain this information, which may contain the following: 

· The station number 

· Person assigned to that number 

· The station location 

· The organization to which the station user is assigned

· The internal directory only appears in the computer database and is not communicated to the switch. 

Print Functions - All Switch Types 

· In addition to individual screen printing, the user may request a printed copy of the configuration for a single, list, or range of numbers. 

· They may print: 

· Only the count of those lines matching the search list 

· All features on the lines 

· The list or range of numbers presented as output to Change Line Features or Change Directory Information

Availability 

ServiceMate is available in the following switch types only:

· 1AESS

· 5ESS

· EWSD

· DSM100

The following tables define the availability of ServiceMate in each state by Centrex type and Central office switching vehicle. 

Illinois 
· Business Solutions (grandfathered) (silver and platinum only)

· Centrex Service

· Basic 2+ (grandfathered)

· CSS (grandfathered)

· IIN 100 (grandfathered)

· IIN Plus (grandfathered)

· Centrex ISDN

Indiana

· Advanced Centrex Service

· IIN Centrex

Michigan 

· Business Solutions (grandfathered) (gold and platinum only)

· Centrex Service

· Centrex IV

· Centrex V

· Centrex DS

· IIN Centrex

· Centrex ISDN

Ohio

· Business Solutions (grandfathered) (gold and platinum only)

· Centrex Service

· Centrex 100 (grandfathered)

· Centrex Zone Type I (grandfathered)

· Centrex Zone Type II (grandfathered)

· Centrex Large non-zone (grandfathered)

· LSI (grandfathered)

· STF (grandfathered)

· Centrex ISDN

Wisconsin

· Centrex Service

· Centrex II (grandfathered)

· Custom Centrex I (grandfathered)

· Custom Centrex II (grandfathered)

· System 20 (grandfathered)

· Centrex ISDN

Restrictions/Limitations 

· ServiceMate cannot be used to:

· Add or delete lines

· Change intralata carrier

· Change attendant lines

· Change lines equipped with data sets or special hardware

· Change lines specified by the end user or SBC to be exempt from the SM feature.

· Swap limitations are as follows:

· A business set cannot be swapped with a  non-business set.

· Number swaps on a business set require a spare LEN to process

· Lines associate with ISDN Centrex or a MADN cannot be swapped

· Members of a Directory Number Hunt group cannot be swapped.

Required Companion Products 

Centrex Service 
CPE Involvement 

· SM is a screen-based system. End user will access a display where they will indicate the changes to be performed. The screens can be accessed via menus or specified commands. 

· Communication with the SM database is through a dial-up video terminal or personal computer that the CLEC provides. 

· The following equipment is required to access SM: 

· Terminal or PC capable of VT100 Terminal Emulation Protocol. 

· Modem capable of asynchronous speed of either 9600 or 14,400 bps. 

· Communications software that will emulate a VT100/102 terminal communications port asynchronous modem. Software should be configured as follows: 

· No parity 

· Number of data bits: 8 

· Number of stop bits: 1 

· Hardware flow control (RTS/CTS) 

GUI Desktop Configuration

The following is a list of recommended desktop configurations for the GUI platform upgrade:

	Recommended
	Minimum

	Pentium 4, 1.6 GHZ or higher
	Pentium III, 500 MHZ processor or higher

	512 megabyte RAM or higher
	128 megabyte RAM or higher

	20 megabyte free space on hard drive
	20 megabyte free space on hard drive

	Windows 2000 Professional Service Pack 2 or XP Professional (or higher)
	Windows NT 4.0 with SP6 or Windows 98 SE (or higher)

	17” monitor at 768 x 1024 resolution
	15” monitor at 800 x 600 resolution

	High speed internet access
	56k modem

	Netscape Navigator 7.0 or Internet Explorer 5.5 with SP2 (or higher)
	Netstacpe 6.2 or Internet Explorer 5.0 with SP 2 (or higher)


Ordering 

The CLEC is responsible for providing the LSC (Local Service Center) with the appropriate information on the Centrex Service Request. 

CLEC Ordering Procedures 

Establish ServiceMate 

· Determine who will administer ServiceMate (end user or CLEC). 

· If the end user will administer, do they need training? 

· If the end user will administer ServiceMate, advise them that it is their responsibility to maintain a record of changes, additions and deletions between update periods. Since the end user has control of most features in the Centrex, this is the only record of pending changes should the SM computer lose memory. 

· Complete the ServiceMate Order Form and fax it to the LSC. 

Adding/Removing a Station 

· Stations must be added or removed via a service request. Complete the Centrex Service Request form and submit it to the LSC. 

Disconnecting ServiceMate 

· Complete and send to the LSC the Centrex Service Request form to remove ONLY the ServiceMate service. The Centrex will remain in service. 

Billable Features 

· Billable features that are added through ServiceMate will automatically be added to the Centrex account via an interface from the ServiceMate database to the Ameritech ordering and billing system. It is not necessary for the CLEC to submit a service request to the LSC. 

Due Dates 

· For new Centrex service, the due date will coincide with the Centrex implementation date. 

· Normal service establishment interval is seven (7) business days after the download processing is complete. 

· For an expedited interval and/or systems above 500 lines, the due date must be negotiated with the LSC.
· Refer to Resale Due Dates for further information.
Class of Service/CLS 

· Use the standard Class of Service. See Centrex Service or Indiana Advanced Centrex Service for the correct information. [image: image1.wmf]
