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Business Service Assurance Center (BSAC)

CUSTOMER INFORMATION

PACKAGE

Repair Service: 800-877-5045 / 404-649-4894

Sprint In Touch – Report troubles via the web!


Sprint offers a web alternative method (In Touch) for opening trouble tickets, receiving status updates, viewing notes and providing closure authorization on troubles. Customers may also register to receive reports advising of scheduled and unscheduled maintenance.  For more information on subscribing to either of these two free offerings, please call (800) 859-4000.
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1 Welcome to Sprint’s Business Service Assurance Center!

The BSAC is a one-stop shop for service assurance for all your Sprint Business products. Sprint’s Business Service Assurance Center (BSAC) is committed to providing you with the highest level of support available.  Upon contacting the BSAC you can be assured of consistently receiving prompt, professional and courteous service. The Representatives in the BSAC will provide end to end problem management to include, opening of trouble tickets, fix agency management, providing status updates, and confirmation of resolution for ticket closure.  

Sprint and the Business Service Assurance Center are dedicated to customer satisfaction and we welcome your participation in assisting us to better provide you with the best customer support in the industry.

2 BSAC VISION, VALUES AND MISSION STATEMENT

BSAC Vision

To be an innovative, dynamic organization recognized by the 

telecommunications marketplace as Best in Class 

for service assurance excellence.
BSAC Values

Honesty

Respect

Commitment

Integrity

Trust
BSAC Mission Statement
The Business Service Assurance Center provides focused trouble 

Management by serving as the customer’s advocate and asserts a positive influence over the entire repair process.  

Highly skilled, empowered employees meet and exceed customer expectations through proactive communication, restoration and confirmation of repair.
3 TROUBLE REPORTING

If you experience a Sprint service problem, please call your BSAC Representative or 800-877-5045 immediately and open a trouble ticket.  The Business Service Assurance Center offers twenty-four hours a day support, every day of the year.

4 TROUBLE TICKET ENTRY

It is imperative to report your problem to one of our BSAC Representatives as soon as possible so that troubleshooting may begin immediately.  Once the BSAC Representative has initiated a trouble ticket they will complete a service status assessment and route the trouble ticket to the appropriate fix agency.   The assigned BSAC Representative will manage the trouble ticket through resolution and provide status updates as progress is made. 

When you call, you will be asked to provide some basic information about the service.  Accurate and timely information will allow Sprint to provide quick and efficient resolution to the problem. 

4.1 INFORMATION REQUIRED FOR ALL TROUBLE TICKETS:

The following information is needed for each problem you report:
· Technical site contact name and telephone on both sides of the connection.

· Hours of operation.

· When did the problem start?

· Error messages/clearing codes?

· Trouble ticket number of any other trouble tickets that relate to the problem.

· Has the service worked before?

· Was the equipment reset or the application restarted? 

· Has power been verified at customer site and equipment?

· Have there been any configuration changes at site with problem?

· Has there been any change in local access provider (LEC/CLEC)?

4.1.1 INFORMATION UNIQUE TO PRIVATE LINE SOLUTIONS

· Private Line number or Circuit ID

· Any unique services being used over the private line (i.e. Sprintlink or IP)

· Nature of problem

· Time of occurrence

· Can circuit be tested intrusively at this time

4.1.2 INFORMATION FOR ALL DATA PRODUCTS

· Your name, telephone number

· Host & Site After hour Contacts, and access hours

· Host & Site network address (If applicable)

· Local Access Number (If applicable)

· Nature of problem (Not operating, Slow response, Busy, Ring No Answer)

· Can intrusive testing be done at this time

4.1.3 INFORMATION UNIQUE TO DATA PRODUCTS

DSL (Digital Subscriber Line)

· Alternate site contact person(s) with their telephone number(s)

· Do you have a dial tone on your voice line?

· What alarms, if any are you seeing?

· Any recent changes made the system or software? Reconfiguration?

· List any actions that been taken in an attempt to resolve the problem? 

· Any special instructions or requirements, which may impact, service restoration (i.e. hours of access, entrance security)?
FRAME RELAY

· Description of the problem.  Example:

· Service is down between…. (provide private line or circuit number).

· Service is down all together

· Network User Address (NUA) at origin and terminating sites.

Format: - 12-14 digits long.  Example, 31100411040156

· DLCI of site with problem Format - 1-2 digits long.  Example,  31 

· International Trouble

· Include the international NUA for ROW to ROW or Domestic NUA for ROW to Domestic

· Include the international circuit number. Circuit number is the identifier for the international carrier.

· Include the international OE number (If applicable)

· Include the international/domestic DLCI (if applicable)

SprintLink Products

(SprintLink Packet Private Line, SprintLink Frame Relay, SprintLink Virtual LAN Service)

· Network User Addresses (NUA) 

· Description of the Problem. Example: No service,  service is slow or line bouncing, 

· What is the circuit ID?

MPLS / L2TPv3 Products

· Network User Address (NUA)

· Description of the Problem. Example: No service, service is slow or line bouncing.

FRAME RELAY MANAGED ROUTER SERVICE (LAN to LAN)

· Description of the problem.  Example:  Slow Service or No Service

· What is the source (at the user PC) and destination (at final application/PC) IP addresses? 

· What is the circuit ID or NUA (i.e. 3110-38217004.31)?

X.25 (DEDICATED ACCESS)

· Description of the problem.  Examples: Service is down between (provide router IP Addresses) or Service is down.

· NUA at origin and destination.
Format: 12-14 digits long. First four digits are the Data Network Identification Code (DNIC)

X.25 (ASYNCHRONOUS DIAL)

· Description of the problem.  Examples:

· Answering message received

· Message statement: busy, RNA, no prompt, garbled characters, error codes, slow response, disconnect after short period, no prompt from remote host, no NUA process

· Service is slow.

· What is the local access phone number at the originating site?

· Local access phone number

4.1.4 HOSTING SOLUTIONS

STATIC IP Issues

· Customer should forward explicit and detailed requests via Email to Static@sprint.net and have a 24-72 hours commit time 

BGP Issues

· Customer should forward explicit and detailed requests via EMail to bgp4-adm@sprint.net and have a 24-72 hour commit time

DNS Issues 

· Customer should forward explicit and detailed requests via EMail to dns-admin@sprint.net and have a 24-72 hour commit time

SERVICE DELIVERY ISSUES
· Are handled through EMail to mailto:slim@sprint.netwith a 24-72 hour commit time.

4.1.5 IP SOLUTIONS 

DIAL IP ACCESS 

· (Description of the problem.  IE: No Service or Service is slow

· Access number dialed

· Username and Password (“username @ NAI “(Network Address Identifier) and “password” with proper casing)

· Originating number (location from where user is calling)

· Gateway Router Administrator (Name and phone number) if known.

Description of the Trouble

· Did the user connect?

· Did the user get authenticated (is user allowed to logon and use service)?

· How many dial attempts were tried?

· Did the user use a script?

· Are all users having problems or this the only one reported? (If it is the only one get user name and password of a working user as well as the one with a problem).

WEB HOSTING

· Description of the problem.  IE: No Service or Service is slow

· What is the hosting location?

· Customer names, server names (for example: serv1.servnet.com)

· The assigned IP address or address range (for example: 161.18.1.1)

· Does Sprint provide server load balancing for you?

· Does Sprint provide hosting equipment or is this co-located?

DEDICATED IP SERVICE

· Description of the problem.  IE: No Service or Service is slow

· What are the source (at the user PC) and destination (at final application/PC) IP addresses? 

· What is your private line number? 

· Do you have a firewall or proxy server?

· The Origin and Destination Service Addresses for GIP are IP addresses.

· The Origin Service Address should be the IP Address of the customer router connected to the dedicated circuit.

· The Destination Service Address should be the IP Address of the Sprint router directly connected to the customer router.

If problem is Circuit/Line down

· Do you have access to your router

· Are you doing or have you done any maintenance or work on your network/router

· Is your Ethernet interface up?

· Is your Serial interface up?

Unable to connect, ping, trace, telnet or access a certain website

· Source IP address

· Destination IP address

· Problem seen (slow, timeout, error)

· Send a traceroute email : To: tickets@sprint.net
Cc: noc@sprint.net
Subject: TICKET.1234567
DNS is not working

· Do you need a change to your domain’s zone file (Send email to dns@sprint.net)

· Is Sprint your primary DNS provider

· Is Sprint your secondary DNS provider

· What server are you using to resolve dns (Sprint’s?)

· Is there are certain site/domain you can’t reach

· Can you reach the site using an IP instead of a name

· Give a specific example of how DNS is not working

Can’t send/receive email

· Your domain

· Specific domains you can’t send/receive email to/from

· Is reverse DNS set up

· Who is primary for your reverse DNS

Latency/Slow response

· Source IP address

· Destination IP address

· What is your normal response time?

· What is your response time now?

· Did you perform a Traceroute? Email the results: To: tickets@sprint.net
Cc: noc@sprint.net
Subject: TICKET.1234567
IP-VPN (IP Virtual Private Networking) FOR BOTH CPE AND NETWORK BASED SERVICES

· What is the NUA (i.e. 3110-4493276.01) for the circuit?
· What alarms, if any, are you seeing?

· List any actions that been taken in an attempt to resolve the problem?

4.1.6 REQUIRED INFORMATION FOR VOICE PRODUCTS:

SWITCHED SERVICES GENERAL

· Your name, telephone number and account number (Customer ID Number)

· Telephone number originating the call

· Telephone number terminating the call

· Number of call attempts

· Nature of problems

· Time of occurrence

· Recorded voice announcement and 5 digit ID code or tones (If applicable)

· 14 digit FONCARD number (If applicable)

· Can circuit be tested intrusively at this time (If applicable)

· Any recent changes to equipment or service

INFORMATION UNIQUE TO VOICE PRODUCTS

DAL (Dedicated Access Line) or EDAL (Extended Dedicated Access Line)

· Description of the problem, error messages & clearing codes. Example: echo, static, low levels, one way audio, disconnect after answer, post dial delay, what recording (what language) was heard.

· If unable to complete call

@Announcement? @Busy? @ Fast busy? @ No dial tone? @Silence?

· Circuit Number or Private Line Number

· Number of digits dialed

INTERNATIONAL DIRECT DIAL (IDD) (SWITCHED TRANSIT)

· Description of the problem, error messages & clearing codes. Example: echo, static, low levels, one way audio, disconnect after answer, post dial delay, what recording (what language) was heard.

· If unable to complete call

@Announcement? @Busy, fast Busy, dial tone? @Silence?

· What is the originating phone number?

· What is the originating? (Example, local LEC/CLEC, AT&T Broadband, etc.)

· What is the terminating number dialed?

· Is there any specific routing information on how the call enters/leaves the Sprint network.

DEDICATED VPN (Virtual Private Network) (Domestic or Global)

· Description of the problem, error messages & clearing codes. Example: echo, static, low levels, one way audio, disconnect after answer, post dial delay, what recording (what language) was heard.

· If unable to complete call

@Announcement? @Busy? @ Fast busy? @ No dial tone? @Silence?

· Originating number and location (example, HP Atlanta 404-649-3xxx).

· Terminating number, or number range.  (Example, HP Atlanta, 678-316-5xxx, or 0000 – 9999 for number range which can not be reached or having quality problems)

SWITCHED VPN (Virtual Private Network) (Domestic or Global)

·  Description of the problem, error messages & clearing codes. Example: echo, static, low levels, one way audio, disconnect after answer, post dial delay, what recording (what language) was heard  

· If unable to complete call 

@Announcement? @Busy? @ Fast Busy? @ No dial tone? @Silence?

· Originating number and location (example, HP Atlanta 404-649-3xxx).

Terminating number or number range.  (Example, HP Atlanta, 678-316-5xxx, or 0000 – 9999 for number range which can not reach or having quality problems)

· Access method – Example: 0+, 1+, 1010333+1, 1010333# or FONCARD

GLOBAL VPN (Virtual Private Network) Over Equant

· Description of the problem, error messages & clearing codes. Example: echo, static, low levels, one way audio, disconnect after answer, post dial delay, what recording (what language) was heard.

· If unable to complete call

@Announcement? @Busy? @ Fast Busy? @ No dial tone? @Silence?

· Exact number dialed by the customer

· Originating Phone number?

· Results if customer tried to dial offnet (if available)

· Originating site information (ACN ID, CID)

· Local Customer Contact

· Hours of operation (local time)

DEDICATED TOLL FREE SERVICE

· Description of the problem, error messages & clearing codes. Example: echo, static, low levels, one way audio, disconnect after answer, post dial delay, what recording (what language) was heard.

· If unable to complete call

@Announcement? @Busy? @ Fast Busy? @ No dial tone? @Silence?

· If IVR

· Problem before or after choice

· Problem with which options.

· The number dialed and number of digits.   Example:
Toll free or local access number(1-800-XXX-XXXX)

INTERNATIONAL TOLL FREE SERVICE (ITFS)

· Description of the problem, error messages & clearing codes. Example: echo, static, low levels, one way audio, disconnect after answer, post dial delay, what recording (what language) was heard.

· If unable to complete call

@Announcement? @Busy? @ Fast Busy? @ No dial tone? @Silence?

· The exact number dialed?

· Originating phone number?

· The Domestic Toll Free number that the International Toll Free number terminates to?

INTERACTIVE TOLL FREE (IATF)

· Description of the problem, error messages & clearing codes. Example: echo, static, low levels, one way audio, disconnect after answer, post dial delay, what recording (what language) was heard.
· If unable to complete call @Announcement? @Busy? @ Fast Busy? @ ? @Silence?

· If access is via an ITFS (International Toll Free) number, provide the ITFS number and the domestic Toll Free number it terminates to.
· If you reach the IVR…

· Where the trouble is occurring i.e. before or after the prompt.

· What prompt the trouble is with.

· If known, provide the back end Toll Free number.

· Provide the originating number.

BRIDGED CALLS (CALL REORIGINATION)

· One or multiple terminating telephone numbers

· What is the error message recorded or heard (i.e., echo, static, recording)

· Any recent changes to equipment or service

· Trunk, Date and Time of Day call hit Sprint’s network.

HOTLINES

· One or multiple terminating telephone numbers

· What is the error message or problem (i.e., echo, static, recording)

· Location of both originating and terminating customer

· Originating or terminating CIS ID.

4.1.7 REQUIRED INFORMATION FOR ISDN PRODUCTS:

DEDICATED ISDN SERVICE (PRI)

· Description of the problem, error messages & clearing codes. Example: echo, static, low levels, one way audio, disconnect after answer, post dial delay, what recording (what language or trailers) was heard, video tiling on established call.

· If service is used for voice, data, video or combination?

· Has this service worked in the past

· If unable to complete call

@Announcement? @Busy? @ Fast Busy? @ No dial tone? @Silence?

· If IVR issue

· Problem before or after choice

· Problem with which options.

DIAL UP ISDN SERVICE (BRI)

· Description of the problem, error messages & clearing codes. Example: echo, static, low levels, one way audio, disconnect after answer, post dial delay, what recording (what language or trailers) was heard, video tiling on established call.

· If service is used for voice, data, video or combination

· Did Sprint order local service? Does it or has it worked in the past?

· Does it work to the Sprint local loop back number? (700-958-1108 for up to 12 channels @ 56K or 700-640-1108 @ 64K) (If this does not work, and Sprint did not order the local service on the customer’s behalf, the customer would be quickest served by turning it out to the local access provider.)

· If unable to complete call

@Announcement? @Busy? @ Fast Busy? @ No dial tone? @Silence?

ISDN DIAL BACKUP SERVICE (BRI) (for Frame Relay) 

· Description of the problem, error messages & clearing codes. Example: slow response, disconnect after answer, delayed connection, what recording (what language or trailers) was heard.

· SPID/ANI that is originating call?

· Number dialed?

· Network address of originating and terminating location?

· Did Sprint order local service? Does it or has it worked in the past?

· Does it work to the Sprint local loop back number? (700-958-1108 for up to 12 channels @ 56K or 700-640-1108 @ 64K) (If this does not work, and Sprint did not order the local service on the customer’s behalf, the customer would be quickest served by turning it out to the local access provider.)

· If unable to complete call 

@Announcement? @Busy? @ Fast Busy? @ No dial tone? @Silence?

4.1.8 REQUIRED INFORMATION FOR ATM PRODUCTS:

If problem is with a product imbedded into ATM please provide specific product information unless multiple products are effected.

ATM

· Can circuit be taken for testing?  When?  How long?

· May I have your NVC or PVC ID?

· If PVC ID not available, BSAC will need the network address, FMS circuit ID and originating-terminating locations.

· If customer is government, What division is affected, what building does the service terminate into: EXP>JCN attorneys may be down, but they may be in the BOP building.

· What specifically is occurring/ no response, line down, slow response, cell loss intermittent, and what time did this begin?

· Were there any recent changes made to your system?  To your software?

· Is there power to the site?  To the equipment?

· Do you have any other services that are affected by the impairment?

· What alarms if any are you seeing?

· Have any actions been taken to try and clear the trouble if so what?

· Is there an extended demarc?

Obtain all necessary contact/access information for the affected site, IE: site contact, alt site contact, site phone number and site access hours.  Obtain all contact/access information for the person reporting the trouble.

INTERNATIONAL ATM

· What is your Network User Address (NUA)

· Can circuit be taken for testing?  When?  How long?

· Domestic NVC or PVC ID for ROW to Domestic or International NUA for ROW to ROW

· What specifically is occurring/ no response, line down, slow response, cell loss intermittent, and what time did this begin?

· Were there any recent changes made to your system?  To your software?

· Is there power to the site?  To the equipment?

· Do you have any other services that are affected by the impairment?

· What alarms if any are you seeing?

· Have any actions been taken to try and clear the trouble? If so, what were they?

· Is there an extended demarcation?

Obtain all necessary contact/access information for the affected site, IE: site contact, alt site contact, site phone number and site access hours.  Obtain all contact/access information for the person reporting the trouble.

5 TROUBLE TICKET MANAGEMENT

5.1 TROUBLE TICKET SEVERITIES:

Sprint has established a system for prioritizing service problems based on the severity of the problem reported.  Considering your problem description, BSAC Representative’s determine and assign the severity at ticket entry.  Severities normally remain constant through the duration of the ticket.  The following guidelines apply:   

Severity 1
Critical Impact


Total out of service condition at multiple sites
 

Host line down



Circuit available for immediate intrusive testing (host site)
Severity 2
Major Impact 
Remote site circuit/service down 

One of multiple circuits down

Inability to use VPN on-net services

 

Circuit available for immediate intrusive testing (remote site)
Severity 3
Minimal Impact
Service impacting condition for which circuit is not released for testing

Chronic but transient degradation of service



Slow or degraded service or response



Server problem with work around



Multiple attempts to successfully reach a single destination 

 

Duplicable RVA or poor voice call quality (Echo, Clipping, Static, Fading)



Voice product feature failure [calls still complete]

Severity 4
Intermittent Quality Issues.
Multiple attempts for successful dial-up connection

Non-duplicable RVA or single voice call quality (Echo, Clipping, Static, Fading)

Slow Ping times
Severity 5
Reason For Outage
Reason For Outage

Severity 6
Service Affecting Customer Assistance.
Customer Assist

Customer Maintenance



Tracking Tickets
Severity 7
First Call Resolution

First Call Resolution
5.2 TROUBLE TICKET STATUS UPDATES

It is Sprint’s goal to provide customers with status updates as their trouble ticket progresses toward resolution. The BSAC Representative will inform the customer when the next action is expected to occur and establish, with the customer, the next status call interval for that action. Knowing customer needs differ and repair actions vary in time, the process for negotiating the next status interval will provide customers with meaningful status updates. In the absence of an established status interval, the BSAC Representative will provide status updates to the customer as progress with the repair is made.

Customers are always welcome to call the BSAC directly or access Sprint INTouch© to get the most current status on their trouble ticket.

5.3 NETWORK EVENTS

Typically considered to be backbone or service platform related, Network Events are service disruptions affecting multiple customers occurring on the Sprint Network (on-net) or a Local Exchange Carrier’s network (off-net).  The most common examples are fiber cuts, cable cuts, system and switch outages.  Depending on the size and nature of an Event, bursty heavy work volumes are often a result.  Customer reported service disruptions are ticketed and systematically checked to determine any relation to existing Events.  In the instance a trouble is associated to an Event, resolution efforts and any associated escalations that are necessary are performed on the Event and not duplicated through multiple individual trouble tickets.  Additionally, during high work volumes associated to an Event, it is anticipated that the BSAC’s ability to proactively provide status calls may be affected.

5.4 CONFIRMING THE RESOLUTION OF A TROUBLE TICKET

It is Sprint’s intention to confirm the resolution of a trouble prior to closing the trouble ticket and removing it from the work queue. The requested confirmation may come from either a Sprint technician or the BSAC Representative at the time of Repair. If a customer requests to hold a trouble ticket open after resolution, the customer will be prompted to provide a specific reason and establish a timeframe for customer follow-up and closer. If the customer is not reachable and Sprint believes the problem has been resolved, the BSAC Representative will make a minimum of 2 calls for 2 business days to attempt to achieve confirmation. If contact is not made, the BSAC Representative will close the trouble ticket removing it from the work queue, however the trouble ticket will remain online for approximately 1 additional year.

5.5 TROUBLE TICKET ESCALATION PROCESS

The Business Service Assurance Center’s Representatives manage the Sprint escalation process based on time to complete each stage of the repair process. Customer requests for escalations will be compared to the Sprint Escalation principles for appropriate action.

5.5.1 ESCALATION PRINCIPLES

Resolution of service interruptions is accomplished through a series of steps common to all problems: information gathering, initial testing, segmentation, isolation, and repair.  The goal of trouble management is timely trouble isolation and repair via a sustainable process that addresses the vast majority of issues.  Occasionally, a condition arises that requires intervention to restore progress towards resolution.  The escalation process is one (of several) means to that end. Escalation is a process by which the Sprint Fix Agency management structure is engaged to bring value to a problem that has fallen outside of process.  In the context of escalations, outside of process is defined as having exceeded the typical interval established to complete a stage.  The expected value of an escalation is elimination of obstacles where applicable and engagement of the proper resources.   As the customer advocate for trouble repair, the BSAC representative will identify when a trouble has fallen outside of process and will intervene to obtain movement. They are empowered to escalate within all levels of the Fix Agency and BSAC management structures.   Judicious escalation will continue until the activity is completed. The turnaround activity interval for the next step will be allowed before escalating to the next level.

DEFINITION OF PROCESS STAGES:

SPRINT REPAIR STAGE INTERVALS (POP to POP & CPE Support)

(Excludes telco involvement)

Stage 1: Sprint Automation, Screening, & Pickup Completed: The trouble ticket has been entered in to the Sprint trouble reporting system, electronically forwarded to the repair agency, automatically screened and populated with appropriate test information, and picked up by a repair agency technician.

Stage 2: Sprint Segmentation to Sprint/Telco/International/Customer Area of Responsibility: The Sprint technician has reviewed the information and performed the appropriate tests to segment the problem in to the Sprint, telco, or customer area of responsibility.  Based on these findings, the ticket will follow one of the following paths: 1) electronically routed to the responsible Sprint agency responsible for the area of the fault, 2) electronically bonded or manually referred to the telco to open a ticket in their respective system, or 3) referred to the customer via a telephone call to provide the test results and diagnosis of the fault for further investigation by the customer.

Stage 3: Sprint Isolation to Specific Failed or Defective Sprint Component: The Sprint technician performs additional tests to further isolate the specific failing segment and analyze the various circuit elements in the Sprint area of responsibility.  The successful completion of this stage would enable the technician to identify the suspected failing hardware, circuit element, or software.  This stage does not include the time to repair the failing element or software.

Stage 4: Sprint CPE Dispatch ETA  (If applicable): If the tests isolate the problem to Sprint equipment located on the customer premise, the repair agency will electronically refer the ticket to the Sprint Customer Premise Equipment (CPE) group for dispatch to the premise.  The dispatcher will provide an estimated time of arrival (ETA) to reach the location, which will vary depending on travel distance and driving conditions.  This stage will include the referral to CPE through arrival at the customer location but does not include the time to repair the fault.

Stage 5: Sprint Repair Completed: Once the failing element is identified and/or the CPE technician arrives on customer premise, this interval covers the actual repair or resolution of the failing condition.  This time would include customer notification of the fix action and, if possible, confirmation that the service has returned to normal operations. 

SPRINT REPAIR STAGE INTERVALS (end to end)

(Includes telco Involvement)

Stage 1: Sprint Automation, Screening, & Pickup Completed: The trouble ticket has been entered in to the Sprint trouble reporting system, electronically forwarded to the repair agency, automatically screened and populated with appropriate test information, and picked up by a repair agency technician.

Stage 2: Sprint Segmentation to Sprint/Telco/International/Customer Area of Responsibility: The Sprint technician has reviewed the information and performed the appropriate tests to segment the problem into either the Sprint, telco, or customer area of responsibility.  Based on these findings, the ticket will follow one of the following paths: 1) electronically routed to the responsible Sprint agency responsible for the area of the fault, 2) electronically bonded or manually referred to the telco to open a ticket in their respective system, or 3) referred to the customer via a telephone call to provide the test results and diagnosis of the fault for further investigation by the customer.

Stage 3:  Telco Segmentation to determine Telco/Sprint or Customer Component: The telco technician has reviewed the information and performed the appropriate tests to segment the problem in the telco area of responsibility.  Another option would be if telco cleared their network of the fault and tested with Sprint to prove the fault in either the Sprint or customer segments.  Based on these findings, the Sprint ticket will follow one of the following paths: 1) electronically routed to the responsible Sprint agency (including Sprint CPE) responsible for the area of the fault, or 2) referred to the customer via a telephone call from Sprint to provide the test results and diagnosis of the fault for further investigation by the customer.

Stage 4: Telco Isolation to Specific Failed or Defective Telco Component: The telco technician performs additional tests to further isolate the specific failing segment and analyze the various circuit elements in the telco area of responsibility.  The successful completion of this stage would enable the technician to identify the suspected failing hardware, circuit element, or software.  This stage does not include the time to repair the failing element or software.

Stage 5: Telco Dispatch ETA  (If applicable): If the tests isolate the problem to telco equipment located on the customer premise, the telco will schedule a dispatch of a technician.  The dispatcher will provide an estimated time of arrival (ETA) to reach the location, which will vary depending on travel distance and driving conditions.  This stage will include the referral to the telco premise technician through arrival at the customer location but does not include the time to repair the fault.

Stage 6: Telco Repair Completed: Once the failing element is identified and/or the telco technician arrives on customer premise, this interval covers the actual repair or resolution of the failing condition.  This time would include customer notification of the fix action and, if possible, confirmation that the service has returned to normal operations.

SPRINT REPAIR STAGE INTERVALS (End to End)

(International Services)

Stage 1: Sprint Automation, Screening, & Pickup Completed: The trouble ticket has been entered in to the Sprint trouble reporting system, electronically forwarded to the repair agency, automatically screened and populated with appropriate test information, and picked up by a repair agency technician.

Stage 2: Sprint Segmentation to Sprint/Telco/International/Customer Area of Responsibility: The Sprint technician has reviewed the information and performed the appropriate tests to segment the problem in to the Sprint International area of responsibility.  Based on these findings, the ticket will be electronically routed to Sprint International for further segmentation of the fault in the international network

Stage 3A: Sprint International Segmentation: The Sprint International technician has reviewed the information and performed the appropriate tests to segment the problem in to either the Sprint International or International Gateway Carrier segments.  Based on these findings, the ticket will follow one of the following paths: 1) electronically routed to the responsible Sprint International agency responsible for the area of the fault, or 2) manually referred to the International Gateway Carrier to open a ticket in their respective system.

Stage 3B: International Gateway Carrier Segmentation to determine Gateway Carrier/Sprint/Offshore Domestic Carrier Component (if applicable): The Gateway Carrier technician has reviewed the information and performed the appropriate tests to segment the problem in the Gateway area of responsibility.  Another option would be if the Gateway Carrier cleared their network of the fault and tested and proved the fault in either the Sprint International or Offshore Domestic Carrier segments.  Based on these findings, the ticket issue will follow one of the following paths: 1) internally forwarded within the International Gateway Carrier for further isolation and repair, or 2) manually referred back to Sprint International, or 3) manually referred to the Offshore Domestic Carrier to open a ticket in their respective system.

Stage 3C: Offshore Domestic Carrier Segmentation to determine Gateway Carrier /Offshore Domestic Carrier or offshore customer Component (if applicable): The Offshore Domestic Carrier technician has reviewed the information and performed the appropriate tests to segment the problem in the offshore domestic area of responsibility.  Another option would be if the Offshore Domestic Carrier cleared their network of the fault and tested and proved the fault in either the Gateway Carrier or offshore customer segments.  Based on these findings, the ticket issue will follow one of the following paths: 1) internally forwarded within the Offshore Domestic Carrier for further isolation and repair, or 2) manually referred back to the International Gateway Carrier to notify Sprint of the test results that proved the fault to be in the offshore customer segment.

Stage 4: Sprint International/International Gateway Carrier/Offshore Domestic Carrier Isolation to Specific Failed or Defective Component: Either the Sprint International OR International Gateway OR Offshore Domestic technician performs additional tests to further isolate the specific failing segment and analyze the various circuit elements in their respective area of responsibility.  This stage should be completed by only one of the three vendors.  The successful completion of this stage would enable the technician to identify the suspected failing hardware, circuit element, or software.  This stage does not include the time to repair the failing element or software.

Stage 5: Offshore Dispatch ETA  (If applicable): If the tests isolate the problem to offshore equipment located on the customer premise, the Offshore Carrier will schedule a dispatch of a technician.  Sprint International will obtain an estimated time of arrival (ETA) to reach the location, which will vary depending on access hours, country, and geographic service levels.  This stage will include the referral to the offshore carrier premise technician through arrival at the customer location but does not include the time to repair the fault.

Stage 6: Sprint International/International Gateway Carrier/Offshore Domestic Carrier Repair Completed: Once the failing element is identified and/or the Offshore Carrier technician arrives on customer premise, this interval covers the actual repair or resolution of the failing condition.  This time would include customer notification of the fix action and, if possible, confirmation that the service has returned to normal operations.

SPRINT REPAIR INTERVAL (POP to POP & CPE Support) Chart

(Excludes telco involvement)

	
	Severity 1 Intervals
	Severity 2 Intervals
	Severity 3 Intervals
	Severity 4 Intervals

	Stage 1 –  

Sprint Automation, Screening, & Pickup Completed
	.5
	.5
	.5
	1

	Stage 2 –  

Sprint Segmentation to  Sprint/Telco/ Customer Area of Responsibility Determined

	.5
	1
	2
	3

	Stage 3 –  

Sprint Isolation to Specific Failed or Defective Sprint Component
,4
	1
	1
	3
	3

	Stage 4 – 

Sprint CPE Dispatch ETA (if required)
,
,

	4
	7
	12
	27

	Stage 5 – 

Sprint Repair Completed
	1.5
	1.5


	1.5
	2

	Summary4
	Objective is 3.5 hours when CPE dispatch is not required
	Objective is 4 hours when CPE dispatch is not required
	Objective is 7 hours when CPE dispatch is not required
	Objective is 9 hours when CPE dispatch is not required


Note:  all values expressed in hours

SPRINT REPAIR INTERVAL (end to end) Chart

(Includes telco Involvement)

	
	Severity 1 Intervals
	Severity 2 Intervals
	Severity 3 Intervals
	Severity 4 Intervals

	Stage 1 – 

Sprint Automation, Screening, & Pickup Completed
	.5
	.5
	.5
	1

	Stage 2 –  

Sprint Segmentation:  Sprint referral to the Telco for repair/ clearance of facility

	.5
	1
	2
	3

	Stage 3 – 

Telco Segmentation to determine Telco/Sprint or Customer Component
,4 
	1
	1
	3
	3

	Stage 4 – 

Telco Isolation to Specific Failed or Defective Telco Component
	1
	1
	3
	3

	Stage 5 – 

Telco Dispatch ETA (if required)
,
,
 
	4
	7
	12
	27

	Stage 6 – 

Telco Repair Completed
	1.5
	1.5
	1.5
	2

	Summary4
	Objective is 4.5 hours when  Telco or Sprint CPE dispatch is not required
	Objective is 5 hours when Telco or Sprint CPE dispatch is not required 
	Objective is 10 hours when Telco or Sprint CPE dispatch is not required
	Objective is 12 hours when Telco or Sprint CPE dispatch is not required


Note:  all values expressed in hours

SPRINT REPAIR INTERVAL (End to End) Chart

(International Services)
	
	Severity 1 Intervals
	Severity 2 Intervals
	Severity 3 Intervals
	Severity 4 Intervals

	Stage 1 – 

Sprint Automation, Screening, & Pickup Completed
	.5
	.5
	.5
	1

	Stage 2 –  

Sprint Domestic Segmentation

	.5
	1
	2
	3

	Stage 3A – 

Sprint International Segmentation-US  based
,4
	.5
	1
	2
	2

	Stage 3B – 

International Carrier Segmentation: Far End International Gateway or F/E Domestic2,4 
	1
	1
	2
	2

	Stage 3C – 

Far End Domestic Carrier Segmentation2,4
	1
	1
	2
	2

	Stage 4 – 

Isolation International Partner or Far End Domestic Carrier
	2
	2
	3
	3

	Stage 5 – 

Far End Dispatch (if required)
,
 
	4
	7
	12
	27

	Stage 6 – 

Repair Completed
	1.5
	1.5
	1.5
	2

	Summary4
	Objective is 7 hours when  Offshore Domestic Carrier dispatch is not required
	Objective is 8 hours when Offshore Domestic Carrier dispatch is not required 
	Objective is 13 hours when Offshore Domestic Carrier dispatch is not required
	Objective is 15 hours when Offshore Domestic Carrier dispatch is not required


Note:  all values expressed in hours  

Puerto Rico troubles will follow the Domestic Repair intervals and may require Telco and CPE involvement depending upon the trouble.
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PROBLEM MANAGEMENT TICKET REPAIR FLOWCHART


SPRINT BUSINESS SERVICE ASSURANCE CENTER
Your Team is: Business Accounts
5.6 Trouble Reporting Telephone: 800/877-5045 or:   404/649-4894
· Follow prompts for the Product/Service you are reporting

MANAGEMENT and ESCALATION CONTACTS - LEVELS 1 – 4:

Representative (Level I):

24x7x365
BSAC Representative
800/877-5045

Supervisor (Level 2):

DAYS - MONDAY - FRIDAY 

Gene Persinger
            404-649-1954
After Hours/Weekends*


 

On-duty Supervisor


 800/877-5045 

Manager (Level 3): 

24x7x365*


  Ed Labra


 404/649-4451






Director (Level 4):


24x7x365*

                         Kevin Gardiner

     404-649-4401
· After hours paging is available through the BSAC agent at 800/877-5045
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� Sprint troubleshooting stops when the problem is isolated and determined to be a customer’s area of responsibility.  At the customer’s request Sprint may stay involved in a customer assist only role.


� Intermittent problems may require a more extensive time frame to resolve built in to Sev 3-4.


� In the event a Telco/CPE dispatch is required, an Estimated Time of Arrival (ETA) will be acquired from the Telco/CPE dispatcher.  The times provided in this table are generally the maximum and will vary depending upon workload and distance limitations.


� No access to customer/vendor participation, customer/vendor diagnostic information, or the customer premise when essential to accomplish further isolation and or repair will result in a halt of further escalation for the No Access period.


� Customer Premise Dispatch: Requires name and local telephone number of on-site customer contact prior to dispatch scheduling by Telco and Sprint.


� Sprint troubleshooting stops when the problem is isolated and determined to be a customer’s area of responsibility.  At the customer’s request Sprint may stay involved in a customer assist only role.


� Intermittent problems may require a more extensive time frame to resolve built in to Sev 3-4.


� In the event a Telco/CPE dispatch is required, an Estimated Time of Arrival (ETA) will be acquired from the Telco/CPE dispatcher.  The times provided in this table are generally the maximum and will vary depending upon workload and distance limitations.


� No access to customer/vendor participation, customer/vendor diagnostic information, or the customer premise when essential to accomplish further isolation and or repair will result in a halt of further escalation for the No Access period.


� Customer Premise Dispatch: Requires name and local telephone number of on-site customer contact prior to dispatch scheduling by Telco and Sprint.


� Sprint troubleshooting stops when the problem is isolated and determined to be a customer’s area of responsibility. At the customer’s request Sprint may stay involved in a customer assist only role. 


� Intermittent problems may require a more extensive time frame to resolve built in to Sev 3-4.


� In the event an offshore dispatch is required, an Estimated Time of Arrival (ETA) will be requested from the offshore carrier interface. The times provided in this table are generally the maximum and will vary depending upon workload and distance limitations.


� No access to customer/vendor participation, customer/vendor diagnostic information, or the customer premise when essential to accomplish further isolations and or repair will result in a halt of further escalation for the No Access period.





PAGE  

_1052028154.ppt


Segmentation

STAGE 3

Sprint

Telco

N

Y

Y

N

Isolation

Dispatch  required?

STAGE 4

Isolation



Dispatch required?

STAGE 3



Customer

Referred to Customer

**See chart for intervals





International

Sprint International Segmentation

STAGE 3A

Dispatch

STAGE 5

Repair

STAGE 6

Repair

STAGE 6

*International Gateway Carrier Segmentation

STAGE 3B

*Offshore Domestic Carrier Segmentation

STAGE 3C

Isolation

Dispatch required?

STAGE 4

Dispatch

STAGE 5

Ticket Entered

Auto Test or Pending Completion

STAGE 1

Segmentation and Referral

STAGE 2

Dispatch

STAGE 4

Repair

STAGE 5

Repair

STAGE 5

Repair

STAGE 6

Repair

STAGE 6

N

Y

*if required








