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To report problems encountered with the web site (such as a broken link, page that will not render) or the mechanized CLEC Escalation Matrix itself, please email CLECMAIL@att.com
	Who to Call Job Aid

10/29/14

	The table below provides the first point of contact for each error code request.  The terms used are based on 21-state definitions.

Note:  When a CLEC transmits requests manually/emailing or mechanically (LEX or XML), the responses will be returned via the same way they were sent.

	If request is
	And prefix is
	Error Code Type is
	First Point of Contact

	Manual Error Code Rejects
	MR
	Manual Reject
	LSC

	

	Mechanized Error Codes and Messages
	B, D, E, H, I, L, P, R, S, T, U *
	Super Fatal
	MCPSC

	
	G and M *
	Interface or LASR Error
	

	
	IF
	Interface Edit
	

	
	LS
	LASR Edit
	

	
	PA
	Listing Error
	

	
	SD
	Service Order Edit
	

	
	SF
	Super Fatal
	

	Emailed LSR
	Email subject line message
	Server error
	LSC


* = Southeast specific

Refer to the Manual Ordering Guidelines for a list of email server errors at https://clec.att.com/clec_documents/unrestr/hb/13%20State/219/ManOrdering.pdf.

Refer to the current version of the LSOR, Volume 2, Section 5c AT&T Error Codes & Messages for system fatal and rejects codes.
· Select CLEC Handbook
· Select the applicable Handbook States 

· Select Guides/Tech Pubs

· Select Ordering

· Select LSOR Documentation

· Select the link within the LSOR Documentation section of the page

· Select applicable version
	If request is for
	First Point of Contact is

	Mechanized Connectivity Issues
	IS Call Center

	Maintenance
	CLEC should escalate their issues within the applicable Operations Center (e.g. LSC, Maintenance, ACAC, CWINs, etc.) as specified in the Mechanized CLEC Escalation Tool, .



	Collocation Service Center (CSC)

Revised 01/03/2019

	Mission
	Collocation Service Center is the “One Stop Shop” as a Single Point of Contact for Collocation Product offering.  The center handles customer education, application processing and billing claims for the 21 states.

	Center Hours of Operation
	7:30 am – 4:00 pm Central Standard Time

Monday through Friday

	Center Contact Numbers
	888-849-3208

	Center Escalation
	1. Call the CSC 888-849-3208- please listen to the message in its entirety, the options have changed.
2. If the issue has not been resolved by the Service Representative, follow the Collocation / CSC escalation process in Prime Access:  https://www.business.att.com/prime-access/customer-contacts.html
Once the escalation process is initiated, it should continue until a reasonable and satisfactory commitment is received.

	Overview

	CSC is set up by region.  The center is a Single Point of Contact for all Collocations issues.

	Functions

	CLEC requests for Collocation:

· Application Processing

· Picture IDs and Access Cards

· Billing Claims

· Escalations


	IS Call Center (ISCC)

Revised 10/29/14

	Mission
	Handling CLEC inquiries regarding connectivity issues, establishing or resetting USER IDs, Digital Certificates, or reporting of system availability.

	Center Hours of Operation
	24X7 operations each day.

	Center Contact Numbers and Web Site Locations
	314-235-7225
Also go to CLEC Online and select the IS Call Center Tab.

	Center Escalation
	Refer to page one of IS Call Center document on CLEC Online web site.

	Center Call Back Goals
	Provide updates or follow-up on every open “ticket” within 24 hours.

	Functions

	Receives and handles CLEC calls regarding Connectivity issues:

· Dial-up

· Direct connections

· XML

· FTP

· NDM

· Toolbar
· Any connectivity problem regarding access for 21 states.

	Receives and handles CLEC calls regarding:

· Digital certificates

· Set up of CLEC User IDs

· Once a CLEC converts to block IDs, the IS Call Center does not assign IDs.

· If the CLEC has block IDs and assistance is requested, the caller is referred to the CLEC’s designated Security Admin to assign the IDs.

· Resetting passwords and application availability issues.

· CLECs not able to connect to systems.
· Questions on file transfers.

	Re-flows of missing responses, includes FOC, SOC, JEP and REJ.


	Local Service Center (LSC)

Revised 01/12/15

	Mission
	The central center where ordering and pre-ordering Local Service Requests (LSR) are submitted and processed prior to due date. Stand-alone Local Number Portability (LNP) LSRs are handled by the NPSC.

	Center Hours of Operation
	Midwest: 8:00am - 5:00 pm Monday through Friday EST
Southwest: 8:00am - 5:30pm Monday through Friday CST

Southeast: 7:30am - 5:00 pm Monday through Friday CST
West: 8:00am – 5:00pm Monday through Friday PST


	Center Contact Numbers
	Midwest:  
877-728-1200
	Southeast:  
800-773-4967
	Southwest:  
800-357-5534
	West:  
800-458-4477

	Center Escalation
	Midwest, Southeast, Southwest and West

Go to CLEC Handbook, Getting Started, CLEC Customer Service Contacts.  
Click on Escalation Matrix Report.  Follow instructions.

	Overview

	LSCs Service Reps are set up by product for Resale, UNE, Interconnection, Complex and LNP (REQTYP = C that are in an RPON arrangement with another REQTYP).  They handle inquiries and resolve all order questions and concerns.

	Functions

	CLEC requests for:

· Escalations.

· Facility checks.

· FOCs.

· Questions up to the due date.  After due date questions, the CLEC should escalate their issues within the applicable Operations Center (e.g. LSC, Maintenance, ACAC, etc.) as specified in the Mechanized CLEC Escalation Tool, .
· Service Order expedites.

	Inquiries about the following:

· Firm order confirmation, including questions about manually submitted or mechanized requests.

· Jeopardy and rejects.

· Manual reject status performed by the LSC from either mechanized or manual orders.

	Verifications for the following:

· HUNT identifier (HID FID).  Includes the following:

· Pre-order information on hunt groups.

· Existing HUNT group information prior to submitting request.

· CSR information for CLECs not using Toolbar.

· CLECs having problems.
· LSC processes requests for CSRs.

· Status of pending orders.  This includes:

· CLECs not using Toolbar or having problems.

· CLECs having problems accessing Toolbar.

	Managing Service Order completion process, SOC and PTB notifications.

	Processing manual orders.  This includes orders entered electronically which fall out in the LSC for manually handling.  Validates complete LSR before rejecting.

	Reserving unique telephone numbers.

· Responsible for assigning telephone numbers.

· Assist CLECs that do not use Verigate/Toolbar.

· Any problems related to reserving unique telephone numbers.


	Number Portability Service Center (NPSC)

Added/Effective 1/12/15

	Mission
	The central center where stand-alone Local Number Portability (LNP) ordering and pre-ordering Local Service Requests (LSR) are submitted and processed prior to due date.  

	Center Hours of Operation
	Midwest: 7:30am - 5:00 pm Monday through Friday CST
Southeast:  HYPERLINK "mailto:Bertha.Smith2@BellSouth.com" 7:30am - 5:00 pm Monday through Friday CST

Southwest: 7:30am - 5:00 pm Monday through Friday CST
West: 7:30am - 5:00 pm Monday through Friday CST



	Center Contact Numbers
	Midwest:  
877-910-0468
	Southeast:  
877-910-0468
	Southwest:  
877-910-0468
	West:  
877-910-0468

	Center Escalation
	Midwest, Southeast, Southwest and West

Go to CLEC Handbook, Getting Started, CLEC Customer Service Contacts.  
Click on Escalation Matrix Report.  Follow instructions.

	Overview

	NPSC Service Reps will handle all calls and order processing for REQTYP C stand-alone ports (that are not in an RPON arrangement with another REQTYP).  They handle inquiries and resolve all order questions and concerns associated to these types of requests.

	Functions

	CLEC requests associated to stand alone LNP LSRs (that are not in an RPON arrangement with another REQTYP) for:

· Escalations

· FOCs

· Questions up to the due date.  After due date questions, the CLEC should escalate their issues within the applicable Operations Center (e.g. NPSC, Maintenance, etc.) as specified in the Mechanized CLEC Escalation Tool 
· Service Order expedites

	Inquiries about standalone LNP LSRs (that are not in an RPON arrangement with another REQTYP) for the following:

· Firm order confirmation, including questions about manually submitted or mechanized requests

· Jeopardies and rejects

· Manual reject status performed by the NPSC from either mechanized or manual orders.

	Verifications associated to stand alone LNP LSRs (that are not in an RPON arrangement with another REQTYP) for the following:

· CSR information for CLECs not using Toolbar.

· CLECs having problems.
· NPSC processes requests for CSRs.

· Status of pending orders.  This includes:

· CLECs not using Toolbar or having problems.

· CLECs having problems accessing Toolbar.

	Managing Service Order completion process, SOC and PTB notifications associated to stand alone LNP LSRs (that are not in an RPON arrangement with another REQTYP).

	Processing manual orders.  This includes orders entered electronically which fall out in the NPSC for manually handling associated to stand alone LNP LSRs (that are not in an RPON arrangement with another REQTYP).  Validates complete LSR before rejecting.


	Local Number Portability Center (LNPC)

Added/Updated 12/17/20

	Mission
	Coordinate complex LNP (Local Number Portability) and Voice over Internet Protocol (VOIP) coordinated cuts for accounts within the Midwest, West, Southwest and Southeast regions for customers who are porting to AT&T.  Analyze & resolve trouble which impacts these accounts.

	Center Hours of Operation
	6:00 am – 12:00 am Monday through Friday CST

8:30 am – 5:00 pm Saturday CST

Closed Sunday


	Center Contact Numbers
	Midwest:  
866-791-0240
	Southeast:  
866-791-0240
	Southwest:  
866-791-0240
	West:  
866-791-0240

	Center Escalation
	Midwest, Southeast, Southwest and West

Go to CLEC Handbook, Getting Started, CLEC Customer Service Contacts.  
Click on Escalation Matrix Report.  Follow instructions.

	Overview

	The Local Number Portability Center (LNPC) center is responsible for assisting initiators with the coordination of complex LNP (Local Number Portability) coordinated cuts for accounts within the 22 state region for customers who are porting to AT&T.   The center is also responsible for performing analysis on trouble which impacts those accounts. This analysis would include review of the LNP network elements as well as engagement of the Old Service Provider/CLEC’s (Customer Local Exchange Carrier) if necessary.

	Functions

	· Escalations

· Fallout/Concurrence/Conflict resolution 
· Database clean-up (ensure SOA database matches NPAC database) 



	Maintainance

	The CLEC should escalate their issues within the applicable Operations Center (e.g. LSC, Maintenance, ACAC, CWINs, etc.) as specified in the Mechanized CLEC Escalation Tool, .



	Mechanized Customer Production Support Center (MCPSC)

Revised 8/3/2016

	Mission
	Handle questions related to systems and business processes.

	Center Hours of Operation
	8 am to 5:30 pm Central Time, Monday – Friday
Exception: Holidays follow the Southwest Region Holiday schedule.  
Refer to CLEC Online web site.

	Center Contact Numbers and Web Site Locations
	877-681-2271
Also see https://clec.att.com/clec – MCPSC Tab

	Center Escalation
	See https://clec.att.com/clec/shell.cfm?section=26

	Center Call Back Goals
	Resolve all calls on the initial contact.  
Customer callbacks are handled on an individual case basis.

	Overview

	Provide business process support to CLECs using OSS applications for order activity concerning fatal system errors in the AT&T regions.
Note:  Questions regarding release related application updates are handled by the Wholesale Support Manager (WSM).

	Functions

	Assist CLECs with:

· Issues on errors pertaining to process flows within the applications.  
Provide clarity or interpretation of process flow when applicable.
· Fatal system errors and navigation through OSS applications for further explanation and assistance with errors.

· Business process and rules for fatal errors by assisting with LSOR/LSPOR and LOH interpretations and issues.

· Includes clarification of LSOR/LSPOR and LOH.
· Assist with interpretation of information in the CLEC Handbook as it relates to OSS.

	Trouble shoot for business rule accuracy and system defects for CLEC using AT&T OSS applications.

· If a fatal error should not have been returned, a defect will be opened.
· Problems getting PONs through.
· Escalation list is on the web site and in the CLEC Handbook.

	Handle edits for LASR/LEX.  Resources include:
· LSOR Volume II 5C, AT&T Error Codes and Messages located on CLEC Handbook.
· LOH at https://clec.att.com/clec/hb/shell.cfm?section=742


	Wholesale CLEC Account Management Teams (Sr. CAM) – General / Local Interconnection
Revised 12/17/20

	Mission

	Provide a primary point of contact for each CLEC purchasing local services under a Section 251 agreement that has been negotiated with AT&T.

	Overview

	A SrCAM is assigned to the CLEC account once the Section 251 Agreement is signed by AT&T and the CLEC and all applicable State Regulatory approvals are obtained.

The assigned SrCAM is responsible for CLEC interfacing activities related to local service account management for new and existing Agreements.
The AT&T Wholesale SrCAM Team provides 21-state business process support to CLECs using AT&T’s Electronic Interfaces.
To identify your assigned SrCAM contact, go to the Escalation Matrix in CLEC Specific Reports or click CLEC Online Escalation Matrix Report to go directly to the matrix.  A login and password is required to access the matrix.  For access to the matrix, please complete the AT&T CLEC Online Admin ID Request Form at the following link:  https://clec.att.com/clec/shell.cfm?section=2155.   

To report problems encountered with the mechanized CLEC Escalation Matrix itself, please email CLECMAIL@att.com.


	Functions

	Account Management Team – This SrCAM/Local Account Team is responsible for: 

· Assisting the CLEC Profile Wholesale Support Specialists (WSS) with implementation activities for new/revised Agreements including creation/maintenance of CLEC Profiles.

· The CLEC is required to provide Profile information and maintain the content if their business Profile changes, via an AT&T online CLEC Profile web portal.
· The WSS passes the information submitted by the CLEC via the online Profile to the 21-state AT&T work groups for review, approval and/or to establish the CLEC in numerous preordering, ordering, maintenance, and billing system/databases.

· This “submission/review/reject/re-submit/approve” process for each of the 8 sections of the CLEC Profile can take up to 45 days or longer.  This depends on the length of time required by the CLEC to submit/revise the required information before all sections are “acknowledged” (i.e. approved) by the critical departments of AT&T.


continued

	Assist the CLEC in locating appropriate online documentation related to the applicable local service being purchased.

· Provide direction to resources available in CLEC Online to their assigned CLECs to assist them in addressing start-up/on-going issues.

· CLEC Online is the AT&T web site developed for CLEC customers that provide information covering resale and unbundled products/services; start-up procedures; Operational Support Systems (OSS); ordering, provisioning, billing, and maintenance procedures; and access to AT&T’s Accessible Letters.
· Information via CLEC Online is provided to a CLEC upon approval of an applicable Section 251 local exchange service Agreement.


	Engage in the escalation process if after following the appropriate Operations Center escalation process, the CLEC needs an advocate within AT&T to act as their liaison.

· Direct the CLEC to online resources related to escalation lists.
· Questions up to the due date.  After due date questions go to the CLEC should escalate their issues within the applicable Operations Center (e.g. LSC, Maintenance, ACAC, CWINs, etc.) as specified in the Mechanized CLEC Escalation Tool, .
· If the CLEC does not receive a response after engaging the 3rd level of escalation, please engage your SrCAM to assist in obtaining a response for your escalation.

Primary contact for:
· Customer issues related to AT&T Wholesale Electronic Interfaces, including issue/problem resolution, business rules, requirements, connectivity and change requests.

· Customer impacting system defects.

· Transition of customers from retirement to replacement applications.
· Managed Introduction when CLEC turns up an Electronic Interface.
· Vendors who wish to become recognized as Service Bureau Providers (SBPs).

	Local Interconnection/E911 Senior Carrier Account Manager (LI/E911 SrCAM) – Local Account Team support for:

· Assists “Switch/Facility-Based” CLEC in establishing Local Interconnection trunk arrangements per the terms of their Network/Interconnection Trunk portion of the ICA [Interconnection Agreement].  

· Educates CLEC regarding the requisite AT&T Network Information Sheet/Forecast (NIS) form for a specific LATA implementation that is required prior to the initial joint planning call.  
The form is located on CLEC on-line: https://clec.att.com/clec/hb/shell.cfm?section=2134. 

· Ensures the required network & E911 elements have been addressed in order to schedule the joint planning call.  
· The NIS/Forecast includes, but is not limited to, Local Interconnection/E911 trunk deployments associated with local network implementation activities.

· The LI/E911 SrCAM works in conjunction with the AT&T Network Implementation Team (NIT) & the AT&T Interconnection/NIT who schedules and facilitates the initial and any subsequent joint planning calls. 

· NOTE:  DO NOT reach out to the following contacts if: 
1) the CLEC has no Commission approved ICA executed with AT&T.  
To initiate the Negotiations Process for an ICA and Introduction to becoming a CLEC, refer to the steps outlined under ‘Getting Started’ on the following CLEC on-line link: https://clec.att.com/clec/shell.cfm?section=1, or 
2) after Commission approved ICA is in place the CLEC has NOT completed ALL the CLEC Start-Up steps including completion of the CLEC Profile with the CLEC Start-Up Team; g09082@att.com.
Contacts for 21-States Interconnection [NIT and Project Managers]
· See the CLEC Local Interconnection FAQs document on CLEC Online:  https://clec.att.com/clec/hb/shell.cfm?section=2134


	Billing Dispute Escalation Team Senior Carrier Account Manager (BDET SrCAM) –  
CLEC-ILEC-EscalateDisp@att.com
CLEC Online Billing Information:

https://clec.att.com/clec/hb/shell.cfm?section=200
Providing billing dispute escalation support for the CLEC/ILEC Account Management team.  

Manage AT&T compliance activities related to Informal Dispute Resolution (IDR) per Section 251 Local Agreements. IDR is initiated by CLEC after attempts to escalate at least to a third level Manager in the Billing center has been denied.
Billing Escalation Contacts

	WSS/OSS Support for the SrCAM/Local Account Team  

	Assist with Coordination for:

· Application testing for customers.

· LAN-LAN circuit turn-up.

· Testing of connectivity and file transfer at start-up.

	Release Management that includes:

· Customer release testing.

· Project Manage OSS Versioning and Pipeline migrations.

· Assist customers with release related system issues.

	Structure Access Manager assist with:

· Stand Alone Structure Access Agreements

· Application Forms

· Record Reviews

 


	Maintenance

	The CLEC should escalate maintenance/out of service issues within the applicable Operations Center (e.g. LOC, CAB, Maintenance, ACAC, CWINs, etc.) as specified in the Mechanized CLEC Escalation Tool, .



