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IS Call Center Profile
HELP DESK NAME:   AT&T IS Call Center

Mission Statement:  Founded as a result of the Telecommunications Act of 1996, the IS Call Center was designed to become the CLEC's primary point of contact for information systems (IS) issues related to Operational Support System (OSS) access.  It is our goal to provide a level of technical support to all CLECs who access our OSS, that is in parity with the level of support that is offered to our internal employees.
The IS Call Center provides connectivity support for the following:
AT&T East Region applications:  IVR, EB/TA, E911, Enhanced Verigate, WebLEX, ExClaim, USOC Search Tool, and Web Access Ordering.
AT&T Midwest Region applications:  IVR, OSMOP, WebLEX, Enhanced Verigate, EB/TA, ExClaim, USOC Search Tool, and Web Access Ordering.
AT&T Southwest Region applications:  OSMOP, IVR, Bill Info, E911, Enhanced Verigate, WebLEX, EB/TA, ExClaim, USOC Search Tool, and Web Access Ordering.
AT&T West Region applications:  E911 MSGateway, E911 TN Query, Listings Gateway, OSMOP, IVR, Enhanced Verigate, WebLEX, EB/TA, ExClaim, USOC Search Tool, and Web Access Ordering.
AT&T Southeast Region applications:  BIRT, CAFÉ, ACT, CSOTS, EAO, LENS, PMAP, TAFI, TAG/XML, WOS.
The IS Call Center provides support for several CLEC web sites including CLEC Online, CLEC Profile, Listings Lookup, and FOC/SOC web site and provides support for Middleware, LSR XML, FTP, and Connect:Direct (C:D).  All flat file requests and User ID requests are processed in IS Call Center which are logged in our internal database.

CONTACT INFORMATION: 

Voice:
314-235-7225 (option 3)  24x7

               or 877-681-2271 (option 3) only available 8am to 5pm CST 
HOURS OF OPERATION:

7x24 
ISCC Hotline 

The following list includes the basic information each call center agent needs in order to troubleshoot any incoming connectivity call in an attempt to duplicate the problem:

· User Information (Company name, user name, User ID, call back number)

· Application the CLEC is accessing (Verigate, LEX, EDI, etc)

· Error message (Exact verbiage, where/when the error occurs, etc.)

All tickets require the following fields to be populated (all fields will be highlighted on the screen):

· User’s first and last name
· User ID

· Application component the problem is related to

· Status of the ticket (open, on hold, referred, resolved, etc.)

· Priority 1, 2, 3 or 4 (High, Medium, Low, or Deferred)

· Problem type (application error, application usage, start up problem, etc.)

· Problem description (choose appropriate description from drop down box).  Which correlates directly with the problem type chosen  

· Number of users affected

· Detailed description of the problem (free form field)

· Keywords (main issue the problem relates to, specific error number, specific error message, etc.)

Enhanced Verigate trouble tickets would require the following additional information:

· Function within Verigate being used (Address Validation, CSR, PIC/LPIC Query, etc.)

· Address, phone number, or circuit ID in question

· For reserve TN issues:  Local number or Extended Area Service number, the number and class of TNs requested to be reserve, and if there is an entry on the NPA/NXX field

· Region (East, Midwest, Southwest, West)

File request trouble tickets would require the following additional information:

· Transportation method (C:D, FTP, EDI, etc.)

· File name being sent or retrieved

· Connection method (dial-up or circuit)

· Customer or external User ID (different from CLEC OSS User ID)

· Error message received or returned

· Region (East, Midwest, Southwest, West, Southeast)
User ID trouble tickets would require the following additional information:

· Access requested which was not granted

· Date of User ID request

· Account manager’s name or CLEC sponsor’s name

· Error message (if applicable)

All trouble tickets are documented with all details of the call including the above information and any follow-up information the CLEC or agent may obtain.  Tickets will remain open until a complete resolution has been determined and the CLEC has been notified of the information and agrees that the ticket can be closed.  If the problem is recreated and believed to be a major outage, the problem is entered in CHAT for the problem coordinators to escalate.

Printed:  8/16/2013
PROPRIETARY INFORMATION
Page 1 of 3
Not for use or disclosure outside the AT&T family of companies,

except under written agreement.

