Credit Outline

Estimated Time:

I.  Background - 10 minutes
A. Preparation
1. Handouts
Credit Request screens
b. Credit History screen
c. Paper forms
d. Completed request packet
e. Blank Credit Request forms
2. Activity Materials
a. Guided Practice Form
b. Credit Screen Exercise
c. Credit Request Form
B. Opening — 10 minutes
1. Welcome participants
2. Provide information about training
a. Name of training session
b. Approximate length — 1.5 hours

L

1. Purpose of Training — 5 minutes
A. To provide details about Credit requests
B. To provide details about Credit request procedures
C. Expectations
1. Provide the customer with accurate and complete information concerning credits.
2. Assist the customer in a courteous and professional manner
3. Have Fun

I11. Objectives — 5 minutes

A. State the objectives

B. At the end of this training, using reference materials, you will be able to:
1. Ildentify features of the credit request forms.
2. ldentify the credit request procedures.
3. Describe accurately and completely, information concerning credit procedures.
4. Proof of your ability will be to correctly complete the credit exercises.

C. Solicit and answer any questions about the objectives

IV. Credit Information — 45 minutes
A. Details of Credits
1. What is a credit?
a. A credit is an adjustment of a billing error.
2. Why is a credit requested?
a. A customer would like the money that was overpaid given back to him/her.
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b. VarTec will adjust for billing errors up to 30 days from the date the customer
receives the bill.
c. Inthe past VarTec has adjusted customer accounts when the customer notifies us
within 90 days of the changes.
3. Who requests a credit?
a. The customer
4. Who completes the credit request?
a. TheCSR
B. Screen Overview
1. Distribute the Credit Request screen and Credit History screen handout
2. Use of the Credit Request Program is to facilitate the customer’s request for a credit
in a timely manner.
3. In 1-2 billing cycles the request appear on the customer’s bill
4. Explain the screen
a. The first area is the Category Headings
b. The second area is customer information
c. The third is the notes area where details of the call are recorded by the CSR.
d. The Requested Adjusted area is where the CSR will input the credit request
details.
i. Rated
ii. Manual
e. The last area is a listing of all the calls and charges that apply to the customer.
I. Explain each color and what it means.
5. The Credit History of the customer is listed in the Credit History screen
a. Reasons for use of this screen is to view the credit history
i. To review the status of credits requested
ii. To see if the customer calls frequently and has requested this type of credit
before.
b. The remarks section will display all the reason for the credit and an explanation
of approval or disapproval.
C. Paper Forms
1. Distribute the Paper Form Handout.
2. When the call center is deep in Queue or when the computers are down, all credit
requests will be completed on paper.
3. Use sample to explain each area that needs to be completed.
D. Explanation of Reason Codes
1. Turnto page 77 in Training Manual
2. Explain each reason code.
E. Exercises
1. Distribute the completed request packet.
Explain the completed request screen and paper
Walk through the explanation of each request have each CSR complete sample.
With the instructor as a customer have the CSRs complete the example.

Hwn
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V. Review of credit outline - 60 minutes
A. The review for the Credit Information will be conducted during the daily learning
assessment.
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Trouble Ticket Outline

Estimated Time:
I.  Background - 10 minutes
A. Preparation
1. Handouts
a. Trouble Ticket screens
2. Activity Materials
a. Guided Practice Form
b. Trouble Ticket Exercise
B. Opening — 10 minutes
1. Welcome participants
2. Provide information about training
a. Name of training session
b. Approximate length — 1.5 hours

1. Purpose of Training — 5 minutes
A. To provide details about Trouble Tickets
B. To provide details about Trouble Ticket procedures

C. Expectations
1. Provide the customer with accurate and complete information concerning Trouble
Ticket resolution.
2. Assist the customer in a courteous and professional manner
3. Have Fun

I11. Objectives — 5 minutes
A. State the objectives
B. At the end of this training, using reference materials, you will be able to:
1. Identify features of the Trouble Ticket program.
2. Describe accurately and completely, information concerning Trouble Ticket
procedures.
3. Proof of your ability will be to correctly complete the Trouble Ticket exercises.
C. Solicit and answer any questions about the objectives

IV. Trouble Ticket Information — 45 minutes
A. Details of Trouble Tickets

1. What is a Trouble Ticket
a. A Trouble Ticket is a request for service support.

2. Why is a Trouble Ticket requested?
a. A customer has a problem when trying to make a long distance call.
b. The customer will contact VVarTec customer service and state the problem.
c. The CSR will issue test call numbers for the issuing of a Trouble Ticket.
d. The customer will call back in with the results and the CSR will then issue a

Trouble Ticket.
3. Who requests a Trouble Ticket?
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a. The customer
4. Who completes the Trouble Ticket?
a. TheCSR
B. Screen Overview
1. Distribute the Trouble Ticket handout
2. Use of the Trouble Ticket program is to facilitate the customer’s request for service
problems in a timely manner.
3. Explain the screen
a. The first way to activate the program. (See Option 1 on Handout)
b. The second way to activate the program. (See Option 2 on Handout)
c. Explain each field.
4. Use sample to explain each area that needs to be completed.
C. Explanation of Codes
1. Turn to page 83 in the Training Manual
2. Explain each reason code.
D. Probing Questions
1. Turn to page 83 in the Training Manual
2. Explain each question
3. Give an example of question in context of a call
E. F6 Notes
1. Turn to page 84 in the Training Manual
2. Explain how a F6 Notes for Trouble Tickets should be written
F. Exercises
1. Distribute the completed Trouble Ticket packet.
2. Explain the completed Trouble Ticket
3. Walk through the explanation of a Trouble Ticket request and have each CSR
complete the sample.
4. With the instructor as a customer have the CSRs complete the example.

V. Review of Trouble Ticket outline - 60 minutes
A. The review for the Trouble Ticket Information will be conducted during the daily
learning assessment.
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Block and Unblock Outline

Estimated Time: 40 minutes

V.

Background — 5 minutes
A. Preparation
1. Handouts
a. Block and Unblock handout
2. Activity Materials
a. Guided Practice Form
b. Block and Unblock Exercise
B. Opening — 5 minutes
1. Provide information about training
c. Name of training session
d. Approximate length — 40 minutes

Purpose of Training — 5 minutes
A. To provide details about Block/Unblock
B. To provide details about Block/Unblock procedures
D. Expectations
1. Provide the customer with accurate and complete information concerning
Block/Unblock.
2. Assist the customer in a courteous and professional manner
3. Have Fun

Objectives — 5 minutes
A. State the objectives
B. At the end of this training, using reference materials, you will be able to:
1. Identify features of the Block/Unblock program.
2. Describe accurately and completely, information concerning Block/Unblock
procedures.
3. Proof of your ability will be to correctly complete the Block/Unblock exercises.
C. Solicit and answer any questions about the objectives

Block/Unblock Information — 15 minutes
A. Details of Block/Unblock
1. What is a Block
a. A Block is a request for restrictions to a phone line or service.
2. Why is a Block requested?
a. A customer would like to restrict access to the VarTec switch.
3. Who requests a Block?
a. The customer is the only person able to request a block.
4. Who completes the Block in the system?
a. The CSR
B. Screen Overview
1. Distribute the Block/Unblock handout
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2. Use of the Block program is to facilitate the customer’s request for service
restrictions in a timely manner.
3. Explain the screen
a. The way to activate the program. [See Figure 1 on Handout]
b. Explain each field.
C. Explanation of Unblock
1. What is an Unblock
a. An Unblock is a request for access to VarTec’s service.
2. Why is an Unblock requested?
a. A customer would like to have access to the VVarTec switch.
3. Who requests an Unblock?
a. The customer is the only person able to request an block, and they will need to
send an LOA to Unblock the account.
4. Who completes the Unblock in the system?
a. The CSR
D. Screen Overview
1. Use of the Unblock program is to facilitate the customer’s request for service to be
restored in a timely manner.
2. The customer needs to complete an LOA with the following information on it.
a. Customer BNA
b. That they will take responsibility for the charges.
c. That they want the block removed.
E. Explain the screen
a. The way to activate the program. [See Figure 5 in the Handout]
b. Explain each field.
F. Exercises
a. Turn to the exersices in the Handout
c. Walk through the explanation of a Block and Unblock request and have each
CSR complete the sample.
d. With the instructor as a customer have the CSRs complete the example.

V. Review of Block/Unblock outline - 60 minutes
A. The review for the Block/Unblock Information will be conducted during the daily
learning assessment.
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CSR Training Credit Request Information Module

Credit Request Information Module

& CREDIT MEMD SYSTEM = B
H Categoery Headings: PENDING REWIEW INVESTIGATING DISALL OWED APPROVED RELEASED PAID
A credit request can be ceorsomwnee | | [ | [ | T T T I T
Completed On tWO STMT DATE SRVC LAST CONTACT PIC STAT CUSTOMER BILL TYPE CO CIC TRUNK SITE OCH LEC
. BTN|(91 9) 496-3385 I1UBM’2000 YEZ [ 10/31/2000 093616 AM I IUUQZEQSS ILEC BILLEC F 0311 IUS?D 0402 |9533 [2WB
different forms, paper and WAME[WOHAEL T oo CoMTAGT] 7 WALCOTT, WoHREL | T
in the Credit Request program. ADDR[6704 § ZUNIS AVE ADDR2| APT 1509 COMPANY NAME
ciry|TuLss STATE| K zp cu:l?zﬁsa—nnun
. . REMARKS {press TAB to exit)
A picture of the Credit Request  serucecone [o100-1+ || =
Screen is provided on the right. “E“"‘““E:MH-R'NGNO*‘NSWER j
- PAY METHOD [ ST 2TE WERT ™ j
[See Flgure 1] REQUESTED ADJUSTMENTS
ADD SERVICE[REASON| PAY METHOD | CALLDATE | HH:MM | Ph[MINUTES| AMOURNT [MUMBER CALLED|ENTRY METHOI =
This screen can be broken into | ) STATEMENT i1 [ooo | | 00 | s000 ) - MANUAL ENTRY
| I DELETE
six areas. Each area has a rECALl | , -
e . . RATED CALLS, FEES and SPECIAL CHARGES o1 Minures | e
specific and vital function. CALL DATE and TME__| AMGUNT |MINUTES | NUMBER GALLED STATUS co] cusTMg |-
05/28i2000 11:37:24 AW §0.40 an (316) 347-4684 BILLVIEW RATED CALL |18 | 00000771
| oscezoooi1assFaM | §095 | 30 | (316) 347-4619 | BILLYIEW RATED CALL |18 [ 00000771 |«
CHANGE BTN CREDITH\‘STOHY' BILNE HISTOR‘Yl SAVE | CANCELl aurm | HELP |
Figure 1

The first area is the Category Headings section. The CSR does NOT input any data in this area.
[See Figure 2]

Pending Investigating Approved Paid
:,:.:F.::;Yq:::l:l:; lﬂlllﬁ REVIEW lﬂi!l’lm‘llﬂﬂ ’llilLLﬂWED I_!TFMHEIJ I_II.ELEAEEIJ I_F.'llll
Figure 2 T
Disallowed Released

Category Heading and Credit Summary

Pending — The customer has called in and the CSR has documented the credit request.

Investigating — The customer research team is looking at the credit request to determine if the request
will be issued to the customer’s account.

Disallowed — The customer research team has not approved the credit.

Approved —  The customer research team has investigated the request and approved it.

Released - The approved credit is released to LM Data in route to the LEC.

Paid - The final credit has been sent to the LEC from LM Data.

Revision date: 10/31/2000 12:08:00 PM Texas RRI, Ltd.
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C:\Users\Gina\AppData\Local\Temp\Temp2_VarTec Wk1 Credits, TT, Block.zip\VarTec WK1 Credits, TT, Block\Credit
Request Information Module.doc  Page 1 of 8



CSR Training Credit Request Information Module

The square box on the left of each category is a listing of the number of credits for that category.
The rectangle box on the right tells you the total dollar amount for that category. [See Figure 3]

| 1 | F115.20

Figure 3

The second area is the customer’s information. NOTE: the field labeled STMT DATE just to the right
of BTN is where the CSR will input or change the Statement Date. [See Figure 3]

STMT DATE SEPVICED  LAST CONTACT PIC ETATUS CUSTOMER BLL TYPE CO CIC TRUNK SITE OCH LEC

BTN/ | /| | | | | T T T
HAME CONTACT F‘Hﬂ'NEI{ B
ALDH ADDR2Z CONMPANY HAME
ery| state[ zie cove| -
Figure 3
Each white background field will need to be completed
Before
e BTN e Contact e Phone &
e Name e Addr2
e Addr e State After
e City e Zip Code

[See Figure 4]

STMT DATE SERWICED LAST CONTACT  FIC STATUS CUSTOMER  BILLTYFE €O [CIC TRAUNK SITE OCH LEC
BTN | (5021 3750707 | | el |3424;1 299 1+ 0:59 & | |nn445922 | LCC DILLLE: F|nu11 [2ec0 |0a10 {3413 |3cn
NAMF| 3 [ PL~I-1 00 CONTAET| FI ¥l P1CH | -S4 Fﬂﬂitm
ADDR| 276 V_LBERRY FKE ADDR2 COMPANY HAMLT
€ITY| CMMCMZE STATE| kv zZIP cnnflm

Figure 4

REMAPRKS [pre=sz TAB to exit)

WRONG NUMBER, 07/01/00, 10 min, (712) 477-2425, cust |
called wrong number, $.50, Jamie, Tulsa

The third area is the Remarks Area.
This field will be completed as
listed in the Remarks section of the

Credit Reason Code Matrix. (page El
81 of the Training Manual) Fiaure 5

[See Figure 5] gure
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CSR Training Credit Request Information Module

The fourth area is where the service and reason
codes are located. The Service Code field and the
Reason Code field have drop down menus for CSR
selection. Once each code is chosen, the code will
populate on the Requested Adjustment Grid. Note:
When completing a Manual Entry type credit,

SERVICE CODE |D1 no-1+

REASCN CODE |D1 11 - RING MO ANEWER

PAY METHOD {77011~

S8 |55 [EH

Figure 6 . . e
these fields will turn white instead of grey. [See
Figure 6]
REQUESTED ADJUSTHMENTS
ADD SERVICE|FEASORN| =AY METHID [ CALLOATE [ HH:MAM (PM|MINUTES | AWMOUNT | JMBER CALLED|EMTRY WETHOL =
M STATEMERT I 1000 [ 0.0 F0.00 Y- WANUALERTR™
DELETE |
RECALL | . -
DATCN £AI| € CCCE and cOCEiM cufpece 100 Minutes I Tntﬂlnmoum.l
Figure 7

The fifth area is the Requested adjustments grid. When completing a Manual Entry type credit. The
CSR will use the three command buttons on the left: Add, Delete and Recall. [See Figure 7]

AL By “left clicking” on the Add command button, the CSR will start a Manual
Entry credit request. [See Figure 8]

Figure 8

DELETE By “left clicking” on the Delete command button, the CSR can remove a Credit
request from the Requested Adjustment grid. [See Figure 9]

Figure 9

FRE&ALL By “left clicking” on the Recall command button, the CSR can bring back to the
request Adjustment Grid a Manual credit request that was deleted. [See Figure

Figure 10 10]
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CSR Training Credit Request Information Module

When the CSR clicks on the Add button a new credit request will be generated on the first line of the
Requested Adjustment Grid. The CSR will complete the following fields:

Call Date, HH:MM  PM Minutes Amount Number Called
CALLDOATE HH: A . Fi rIMUTES Al OLIMT RUMBER CALLED
T o0 | [ 0.0 §0.00 () -
Figure 11 ~ Figure 12 Figure_13 Figure 14 Figure 15 Figure 16
~ ~
~ ~ N
~ S N \ \ /
~ ~ ~ \ I
~ ~ \
s ~ D 1 /
~ ~ \ \
FREQUESTED ADJUSTMENTS ~ N SN N \ I
200 SERMICEREASCH| 2av METHID |CGAL_DATE |HH:ki |PW{MIMJTES | AMOURT [~JWBER: CALLED|EMTRY WETHOL =
M S ATENERT i 10”7 | o §0.00 B WP LLAL ERITR
DELETE |
REGALL | -
Figure 17

The sixth area is the Rated Calls, Fees and Special charges area. This area will display a listing of all
calls and fees associated with this customer.

RATED CALLS, FEES and SPECIAL CHARGES

J ZALL DATC and TIME AROURT (RIFUTED [ RUMDER SALLCD JTATUE GO CUCTHC [+
0051799 06:21:39 F1 51.4C “4.0 (a0 Z) GAG-0586 JILLYIEW RATED CaLL |11 ] J024082F |
0551799 0£.19.35 F GC.3C Ex] (G0EY 4358-3203 JILLYIEW RATED CaLL [ 11 ] J0£45823
0531799 016247 Fil aC.3Cc Ex] (AOE) 97 1-0305 JILLYIEW RATEC CGaLL [ 11 ] J0£45822
Jara Y 1L Y AN Bl U (hlE) A31-5 2k JILLYIEW HATEL GALL [ 117 ] Ju24a4iy
TRF AT 1746 Al AT an (RNFY 731-R2RA Al WIFA RATE CAL 11| INL4RH3? [

CHEARIZE BTH ZREDIT HIST 22y =1 M) A e e TR R S M EEL QLT HELP

Figure 7
Each color represents a specific kind of call or fee.

GREEN - Represents a rated call.

PURPLE - Purple is a fee or special charge such as monthly fee, TIF< USF, etc.
BLUE - Blue is a credit request.

YELLOW - Represents a deleted credit request.
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CSR Training Credit Request Information Module

Steps to completing a Credit Request

L CIEGIT MEMD SYSTEM

CREDIT BEGULST

o ] . . (=
preeph ol o e o e i s o e ) [ ]
STEP 1 — Select the correct customer from sl [ e o (e o s g o e ey, 008 U
the Customer PIC List. [See Figure 8] - — ""‘.f:;{_ — iy
.[
[smem ] csaremew | oanEL [T |
crot o | :mmmom|. | _l _I i‘ ﬂl
Figure 8

STEP 2 — Complete all the white background fields in the customer information area, especially the
Statement Date Field. [See Figure 9]

\ STMT DATE SERUACED LAST CONTACT PICSTATUS CUSTOMER BILL TYPE CO CIC TRUNK SITE OCH LEC

BTN |50 376-07C7 | | ieeties | WL I).-ZMBSSI‘:W:SSNI |un445322 | LLE OILLCE F|nu11 [2eca |10 8413 |3c:|:|

NAMF| (1 F12M-100M CORTACT | FI 71 FICH | —RF5A FHBII:I(.‘-:II'JJ 404
ADDR| 27/ 6 MLLRERRY PKE ADDR2 COMPANY HANT
cn"f||:r;1 MECMZC ETATE | k¢ Z|FcnnE|4EE1EI-"'5'|]

Figure 9
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CSR Training

Credit Request Information Module

STEP 3 - For a rated entry (See page 81 of the Training Manual)

A — Change the Statement Date

B - Double click on the call or fee to be credited. It will transfer the information to the

requested adjustments grid. It will also turn the call or fee blue.
C - Choose the appropriate Service Code
D - Choose the appropriate Reason Code

E - Type in the remarks

F — Left click on SAVE

—

D

Aﬂl{lﬂi ress | Abto exi)

See the remarks section of the reason code for everything that needs to be included.

SERVICE Ermu-.-» /J RING NGO ANSWER =l
e
HEASUN CR0E | 1111 - RING NO ANSWER "4 N
PAY MFTHON [ 772 ) T = = E
AEQUESTED ADJUSTMENTS
ADD SERVICE[REASOR] PA¥ METHCD [CALLDATE] HH:MM [FH[MINUTES] AMOUNT NUMBER CALLED|ENTRY MSTHOD]= |
0100 | 0111 | STATEMENT | 05/31/98 | 0416 |7 | =0 §0.50  GOE) 471-1905 | RATED GALL
NEIETE | o | 0100 | 0111 | STATEMENT 1M - z.0 $0.20  ‘G0E) 231-3268 | RATED CALL
RECALL =
Total Minutes £.0 Total Amount | $0.60

RATLD CALLS, F'CCS and SPCCIAL CIIRARCES

CAlLL NATE and TIMF

[ AMDURT [MINUTES ] MUMRER CALLED

STATLIS

0

C.URTHO [4]

05021198 CEZ21:Z9 P

(503) 566-5683

B LLMEA RATED ZAL_

00425322

05/21)99 C4:19:25 P $0.30 3.0 (B06) 4£8-3003 BLLMEWRATED Sal_ |11 00425322
0521099 C4.16.47 P §0.30 3.0 (GO06) 371-0905 CREDIT REQUESTED 11 004:5322
/ N 0503198 112720 AW $0.20 30 (BOE) 221-8263 REDIT REQILIESTED 11 00425322
B UnSa1.48 110 0246 A .50 2. (hLky £-1-52H3 HLLVEMBEAIED AL |11 425447 |-
CHARGE 3TN | CREDITHISTCRY | BRI G IR — S AL E | CAMCEL | auIT HELP
Figure 10

STEP 3 - For a manual entry (See page 81 of the Training Manual)

A — Change the statement date C
B — Click of the Add button

C — This will start the request
adjustment grid for a manual

entry
D - Fill in:
e The service code
e The reason code
e The call date
e The time of the call B
e Minutes — length of
time call lasted
e Amount — dollar
amount charged
e Number called

E — Type in the remarks
F — Left click on SAVE

/D

MARKS lress 1ABto exit)

E

/
/

smwcrcnns|n1nu-m = [RrG HgfewER i
HWUtIMH-RINBNOANSWER H
PAY METINQ: 7 T E1 T Fl -
REQUESTED RDJUSTMENTS
SERVICE[REASON| PAYNETHCD: |[GALLDATE| HHMM |PH{MINUTES| AUOUNT MUMBER CALLEDIENTRY METHOD|~)
oion | o111 | STATEMENT |osates | 0416 [F | o | $030 606 6710905 | RATED GALL
o | 0100 | D111 | STATEMENT MHM | &0 | $030 (606 231-3369 | RATED CALL
HI:CF.LLl - -
RATLD CALLS, [LCS ardSPLCIAL CIRRGLs "o Minutes | 60 Total Amourd | 4060
CAll MATEane TME | AMAURT [IUTFS | RUMAFR CALLFD 3TATUS o0 CJRTM0 [a]
DEIBS CEZTOPH | $1e0 | 140 | (5083685683 | BLLVEWRATED Zal_ |11 00425323 ||
DSB8 CA105EPH | 8030 | 30 | (FO6)4£0-3003 | BLLMEWRATEDAL. |11 004:53%
DVC1SSCA104TPH | 8030 | 30 | (6063710005 | CREDTREQUESTED |11 004¢532
N 0TI 20AN | §030 | 30 | (06) 2318283 | CREDMREALESTED |41 004¢5iR)
U eEAN | B0 | S | B0 21 | HLCMENKAIEI CAL. |1 UUAEASE |w

CHMG=ATN | CREDTHIETCRY ELLINGHISTQRY' Si\\;'El CANCEL| aur | HELP ‘

Figure 11
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CSR Training Credit Request Information Module

Sample Exercise

Write in the appropriate blank, the correct answer.

4 CREDIT MEMD SYSTEM M
\ CREDIT REQUEST
Category Headings: PENDING REVIEW INVESTIGATING DISALLOWED APPROVED RELEASED PAID

CREDIT SUMMARY: |_| |_| |_| |_| |_|

STMT DATE SERVICED LAST CONTACT  PIC STATUS CUSTOMER  BILL TYPE CO CIC TRUNK SITE OCH LEC

il | ] IRmEN

IAME CONTACT PHOMNE)( ) -

ADDR ADDR2 COMPANY NHAME

REMARKS (press TAB to exit)

SERVICE CODE| 0100 — 1+ v ﬂ
REASON CODE| 0135 — SERVICE PROBLEMS Jud
PAY METHOD | =7/ 750 T [« j
REQUESTED ADJUSTMENTS
SERVICEIREASCH| PAY METHOD (CALLOATE[ HH:MM | PRMIMINUTES | AMOUNT [WUMBER CALLED\ENTRY METHOD| =
ADO
DELETE
REC,&LL —————————— ————. =
RATED CALLS, FEES and SPECIAL CHARGES 'Ot Minutes | Tota Amourt|
CALL DATE and TIME AMOUNT |MINUTES | NUMBER CALLED STATUS CO| CUSTMD |~
05/31/00 09:15:15 AM $1.65 33.0 (605) 832-0680  |BILLVIEW RATED CALL |11 (00445922
05/30/00 10:59:41 PM $0.50 10.0 (712) 477-2425  |BILLVIEW RATED CALL |11 [00445922
05/29/00 03:01:25 PM $10.60 [112.0 (605) 832-0680  |BILLVIEW RATED CALL |11 (00445922
05/28/00 06:34:55 PM $1.00 20.0 (605) 832-0680  |BILLVIEW RATED CALL |11 (00445922
GHAMGE BTN CREDIT HISTORY B LI H SR, | B | AN EEL | QT | HELF
Figure 12
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CSR Training Credit Request Information Module

Credit Request Exercise

Directions: With the Instructor as the customer, you are to complete the credit request shown below.

. CREDIT MEMD SYSTEM M= B
: CREDIT REQUEST %]
Category Headings: PENDING REVIEW  INVESTIGATING  DISALLOWED APPROVED RELEASED PAID
CREDIT SUMMARY: [ | [ [ [ [ [

STMT DATE SERVICED LAST CONTACT  PIC STATUS CUSTOMER  BILLTYPE CO CIC TRUNK SITE OCH LEC
BTN| | | | | [T ]
mr.15| CDI'IT.QCTI PHONE| ( ) -
M]I]RI RDDR2| COMPANY HAME
REMARKS {press TAB to exit)
SERVICE CODE| 0100 — 1+ E| &
REASONCODE| 0121 — LONG DURATION j
PAY METHOD | =717 1/ - -
REQUESTED ADJUSTMENTS
AL SERVICE|REASON| PAYMETHOD |CALLDATE| HH:MM | PM|MINUTES| AMOUNT [NUMBER GALLED|ENTRY METHOD| =
DELETE
RE[:[{_\‘LL — . -
RATED CALLS, FEES and SPECIAL CHARGES |0t Minutes | Total Amount |
CALLDATE and TIME | AMOUNT |MINUTES| NUMBER CALLED STATUS co| cusTNO |=
05/31/00 09:15:15 AM $1.65 33.0 (605) 832-0680 BILLVIEW RATED CALL |11 [00445922
05/30/00 10:59:41 PM $0.50 100 (71’)) A77-2425 BILIVVIEW RATED CALL 11 100445922
05/29/00 03:01:25 PM $10 60 1120 (ﬁn'%) 832-0680 BU I VIEW RATED CAIL 11 100445922
05/28/00 06:34:55 PM $1.00 20.0 (605) 832-0680 BILLVIEW RATED CALL [11 [ 00445922
CHANGE BTN | CREDITHISTORY | BILLING HIETORY | GhE | GANGEL | QuUIT | HELP
Figure 13
Revision date: 10/31/2000 12:08:00 PM Texas RRI, Ltd.
Created on10/17/00 Sunergos Technologies, Ltd.
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CSR Training Trouble Ticket Field Descriptions

Trouble Ticket Field Descriptions

The Trouble Ticket screen is used when a customer has difficulty with long distance phone service. The
Messages heard by customers when having telephone difficulty may vary. Customers may receive
intercept messages from VarTec or their local telephone company or they may hear nothing at all.

[See Figure-1] There are two ways to activate the Trouble Ticket screen.

Option 1
. - i Customer Order Entry [v2:018) 2] =]
e Locate the main toolbar in Lookup | Request Ed¢ window Hep Qu
Customer Order Entry Cecheme
e Select Request vy | o ol
e Select Trouble Ticket B ORMATIO RAL INFORMATIO
- . a# (0 d ) _ SmErE D i =
Option 2 Bill Type B D -
e Access Order Entry ost Name . / SRO
e Enter customer’s BTN - Aokl
e Select approprlat.e company - e
e Select Trouble Ticket button p E =
Date of B A 0 eC # - { 3 o
The following menu is displayed. PROD REQ Notes (F6) Billing History
[See Figure_Z] Prod De puo Rate B Credit Request Senvice Adidiess
Trouble Ticket Send Welcome
Group Account: Block/nblock

PIC Status

Save Clear Close

AddiEroductl Wiew Detail DeactAll

Figure-1
v TROUBLE TICKET SYSTEM [Y¥erzion 2.025)
1 | Trouble Ticket Open Tickets by Swaitch Heports 3
Wigw/Add Trouble Ticket 2 Figure-2
viewEdit irautEles ket
4 Exit
Field Field Name Description
Number
1 Trouble Ticket When selected displays the following options:
View/Add Trouble Ticket
View/Edit Trouble Ticket
Exit
2 Open Tickets by Switch Network access only
3 Network and management access only
4 Exits the trouble ticket system
Revision Date: 10/17/00 Texas RRI, Ltd.
Created on 10/17/00 Sunergos Technologies, Ltd.
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CSR Training

Trouble Ticket Field Descriptions

Trouble Ticket Field Descriptions

Trouble Ticket Management — Add Mode — Page 1

[See Figure — 3]

Trouble Tick et Management - Add Mode - Page 1.

5 Ticket: Auta | J 11
S ompany: varl et -
6 Custornor Phono: [ = - -
7 Daemme created: [1o0 wzoo0 [10:20 Cuistamer Tyne: | resiemal € susness |
8 Call Back Mumber: | 3 - Reason C:ode: I ;I 13
9 Cuglurner Harre, |
10 SRO Mumbor: | Lz Mamo: |HOD|:
Called From Mumber: [ 7 - City Called From: |
Callad Ta Murmbar: |{ 3 Ciny Called | o: |
Put "044" in front of all inkcrnotionnl calls. FUOTS MUMDET: I|: 1o-
DatelTime CallWias Placed: | I Hrs: | ao Hin:l (0 Cr bl () Pl
GEHEE' Remarlm:
Prez= =TUB= to axit b
WiEwr | Save Cancel] Font I F';Ef:- | ngn|
Field Field Name Description
Number
5 Ticket # System assigned Trouble Ticket number
6 Customer Phone Phone number experiencing trouble
7 Date/ Date and military time the trouble ticket was
Time Created created. System populated
8 Call Back Number Call back telephone number
9 Customer Name Customer’s name as it appears on the phone bill
10 SRO # Switchless Resale Operator. Used by Business
Group only. User populated with 4 digit number
on account.
11 Company Name of company, e.g. VarTec, Clear Choice
12 Customer Type Residence or Business customer.
13 Reason Code Drop down box displays list of 3 digit codes
describing types of trouble. Use selects
appropriate code.

Revision Date: 10/17/00
Created on 10/17/00

Texas RRI, Ltd.
Sunergos Technologies, Ltd.
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CSR Training

Trouble Ticket Field Descriptions

Trouble Ticket Field Descriptions

Trouble Ticket Management — Add Mode — Page 1

Trouble Ticket Management - Add Mode - Page 1.

Ticket: Adto | _|
Zampany: Yarlec il
Customor Phonc: |{ 3 = =
Datermime Greated: 100 242000 [10.20 Customer Tyne: | © Keswemial € busness |
Call Back Mumbar: | 3 - Reasan code: I LI
Guslurner Mare, |
SRO Nurnber: | Uger Mame: [RooC
14 Zalled From Mumbaer: [ ) ity Called From: | 16
15 Callad To Mumbar: || 3 Ly Called 100
Put "011" in fromt of all inkcrnotionnl colls. P75 NuMber I,; 1 - 17
DaterTirne Gallvas Placed: | 1) Hrs: | 00 Minz| N0 OO0 mhd, (o0 R,
18 GE‘V‘IE‘H' REFI"IE_I‘I{&"Z
19
Prez= =TIB= to exit b
f? | 21 22 2r |
S fEr Save Cancel]  Font | F';Er:- P'g*gn
Field Field Name Description
Number
14 Called From The originating number of the call when the trouble was experienced.
Number System populated with the Customer Phone number; can be overtyped
if appropriate.

15 Called To Number | The domestic or international number called. International calls must
included 011 before the phone number. Note: Access code is not
included.

16 City Called System populated with city when Called To Field populated. User is

From/To: prompted to enter international cities and countries. See Figure-4]

17 POTS Plain Old Telephone Service — Network use only

18 Date/Time Call Was | Date (ex: 010100) and time customer experienced difficulty.

Placed:

19 General Remarks | Detailed remarks concerning service problem. Must include customer
name, nature of the difficulty and Test call results (Notes copy to F6.)

20 View Access the view only trouble ticket screen

21 Save Saves the current trouble ticket

22 Cancel Allows user to stop and exit out of the add mode

Revision Date: 10/17/00
Created on 10/17/00
C:\Users\Gina\AppData\Local\Temp\Temp2_VarTec Wk1 Credits, TT, Block.zip\VarTec WK1 Credits, TT, Block\TT

Module.doc
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CSR Training Trouble Ticket Field Descriptions

23 PgUp/PgDn Pages up or pages down to different screens within the same ticket

Revision Date: 10/17/00 Texas RRI, Ltd.
Created on 10/17/00 Sunergos Technologies, Ltd.
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Trouble Ticket Field Descriptions

Trouble Ticket Field Descriptions

The system is designed to hold up to four 700 tests.
If more than four tests are selected, a message box
will display. [See Figure-6]

Once all required fields are populated press Enter
to save the ticket.

Missing Values Message Box

T rouble Ticket E

WERMIMG: This Systern |3 Designed To Hold
Up ToFour [4] Tests. YouHawve Selected 5 Tests
Please DeSelect Some Testz. Thank You.,
Click The Mouse Or Press A Key To Continue.

Figure 6

The Missing Values message box will display if any required information is missing when the

Trouble Ticket is saved. [See Figure-7]

A check mark will appear in the box to the
left of the item that was omitted from the
Trouble Ticket.

In Figure-7, three items were omitted
from a Trouble Ticket: Date Called,
Access Method, and 700 Tests Not
Selected.

Click OK button with the left mouse button.
This will display screen one of the Trouble
Ticket. Enter the required information and
select the Save button again.

v Mizzing Yalues

=10 %]

The Following Checked Fields Must Be Filled In:

[T Reason Code

[T Custormer Name
[~ Type of Service

I~ Call Back Mumber
[ Custorner Phone

[~ General Remarks

I~ Phone Called From

¥ Date Called

I Time Czlled - Hours

I™ City Called From

W Access Method

¥ 700 Teskis) Mot Selected

ok

When all the required information is entered,
the Trouble Ticket will save. A message
indicates the trouble ticket was saved
successfully and provides the trouble ticket
number.

[See Figure-8]

The Missing Values screen will continue to appear
until all required information is entered.

The Customer Service Department cannot edit a
Trouble Ticket once it is saved. If a change is
necessary, a new Trouble Ticket must be created.

Trouble Ticket

Figure 7

& Trouble Ticket # 152958
Was Saved Successfully

Figure 8

Revision Date: 10/17/00
Created on 10/17/00
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Sunergos Technologies, Ltd.
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CSR Training Trouble Ticket Field Descriptions

Trouble Ticket Field Descriptions

Trouble Ticket Management — View Mode — Page 3
[See Figure-9]

When viewing a pending or closed ticket, a third screen is available. Paging down to screen 3 [See
Figure-9] accesses the resolution information provided by Network.

@ TROUBLE TICKET SYSTEM [Version 2.025] =] E
Trouble Ticket  Open Tickets by Switch  Feports

Trouble Ticket Management - Yiew Mode - Page 3.
¥ | Zlear By Wetwark Ticket # 002544
Clear DaterTime: |11I1 811494 |1834 Clear Code: | 748 j

Froblem  [RETURM TO CUSTOMER SERVICE incompleted. HEED CALL TS WUMBER.
Fesolution: |KMBRISEY

Presz =TAB= to exit boox

OFS & ENG INFO

CDR Altached Ormd): SEquUence #
Span I Criginating Port:
ariginating Trunk GroJp: Terminating Port:

Terminating Trunk GroJp: I CrecitTicket#:l
Tech Refer To: | Shitrh: IIZI1 |OHL

+ | +
Press Page Down to Advance to the nexi Screen. Polp | PoDn
Figure 9
Field Field Name Description
Number
33 Clear Date/Time The date and time Network resolves or closes the ticket.
34 Clear Code A three digit code which indicates the type of trouble found by
Network
35 Problem Resolution | Network notes about trouble found after investigation
36 OPS & Network department use only
ENG INFO
Revision Date: 10/17/00 Texas RRI, Ltd.
Created on 10/17/00 Sunergos Technologies, Ltd.
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CSR Training Block/Unblock Request Module

Block/Unblock Reguest

The Block/Unblock service screen allows customers to restrict service to his/her phone line or to remove
any unwanted blocks. If a customer has been blocked they will hear one of two messages. [See page 71
of the Training Manual.]

Block Request

The method of access to the Block/Unblock service program is through the order entry system. [See
Figure 1]

GENERAL INFORMATION

Bill Type
Last Nama

Flrst Namea

Street

LEC 0illel -

£ CHUMANH

LFUHTHEE

7104 5. MARION AVE

Company
EE

QCN/ LEC SOUTHWFSTFRN RFI |

sie/srRo [P ¢ic'd OKlahoma

Sales Repd

D Knighten (TUL}

CONTACT INFCRMATICN

PRODUCTS | REQUESTS Notes (F6) Billing History
Cradh Request Sarvice Nddress

Froducd Dagcription Fate
Fendwelwme

City, Et D TvLen

euie Tickel

Group Account

PIC Status

Add Praduct | View letail m

Figure 1

Once the CSR has accessed the program a second screen will appear. This screen controls all blocks of
a customer’s phone line, but the ONLY block that a CSR can place on a customer’s phone line when the
customer requests a block. [See Figure 2]

Block/Unblock Request |

Three fields are used to implement a

block.
Phone #:
Action: e Customer’s BTN [See Figure 3]
Reason:
0] 54 | Cancel |
0K
Figure 2

Revised on: 10/17/00 Texas RRI, Ltd.
Created on 10/24/2000 4:16:00 PM Sunergos Technologies, Ltd.
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Module.doc Page 1 of 4



CSR Training Block/Unblock Request Module

Block/Unblock Request . . ) .
The Action field will display a drop
down menu with the two options of
gL 0 (918) 832.0680

Action: [  BLocK
) e UNBLOCK

e 5
Reason: T

[See Figure 3]
0K | Cancel |
Figure 3
Block/Unblock Request | The Reason field will display a drop

down menu with the options for the
block or unblock. The options in the
Reason field will be dependant upon

Phone #

Action: the action chosen in the Action field.
See Figure 4
Reason: [ gure 4]
stz e e 1BLEE The only reason for a block that a CSR
— |Bill Number Screened can choose is the Customer Request
UhcCollectn Excess Use | reason. All other blocks are handled by
Customer - Fraud the VarTec Networking Department.
Customer Request
Equinox Excess Usage
LLCC Disconnect *
Figure 4
. . . . ) ) OK
The finial step in Blocking/Unblocking a customer is to left click on the button to save
the block or unblock.
Revised on: 10/17/00 Texas RRI, Ltd.
Created on 10/24/2000 4:16:00 PM Sunergos Technologies, Ltd.
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CSR Training

Block/Unblock Request Module

Unblock Request

The Block/Unblock service screen allows customers to restrict service to his/her phone line or to remove
any unwanted blocks. If a customer has been blocked they will hear one of two messages. [See page 71

of the Training Manual.]

Unblock Requests

Unblocks are also accessed the same way as blocks. [See Figure 5]

Bill Type LEC Dillel -

Laet Nama S CHUMANMH

Flret Nama LHUHTHER

Street 7104 5. MARIOKN AVE

City, Et ZID TVLECR

Date ot Bith P TR Soc Sel:#
PRODUCTS | REQUESTS

Produd Descrption Fate

Add Produnct || View lietail m

Figure 5

[(o1s) ws2-0680 b

GENERAL INFORMATION

Company

OCN/ LEC m SOUTHWFSTFRN RFI |

Site / SRO PIC'd DKlahoma
[!Hl ghten (TU

Sales Repd

CONTACT INFORMATION

LGN (918) 832-0680
Notae (FG)
Cradh Raquast

Billing Hictory

Sarvics Nddrese

ouileicker Sendsveliome

Gronp Account

Once the CSR has accessed the program a second screen will appear. This screen controls all blocks
and also all unblocking of a customer’s phone line. [See Figure 6]

Phone #: [REEEAE

Action:

Reason:

UNBLOCK

Cancel |

Figure 6

Revised on: 10/17/00
Created on 10/24/2000 4:16:00 PM

Three fields are used to implement a
block.

e Customer’s BTN
e Select Unblock in the Action
field [See Figure 3]

Texas RRI, Ltd.
Sunergos Technologies, Ltd.
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CSR Training

Block/Unblock Request Module

HlocksUnblock Hequest

2 1T [ 4 (918) 8320630

[Acct Moved To CLEC  |Obtain BNA

_|Collectn Excess Use Credii Unblock
Ulcustomer - Fraud Credit Unblock

Equinox Excess Usage |DO NOT UNBLOCK - Credi
LEC LD Restriction Obtain BNA erify

The Reason field will display a drop
down menu with the options for
unblock. The options in the Reason
field will be dependant upon the action
chosen in the Action field.

[See Figure 7]

When a customer requests an unblock
of their phone line, VarTec requires a
Letter of Authorization. (LOA)

LLC Unbillable Obtain DNANerify
Figure 7
- i . . ) ) OK
The finial step in Blocking/Unblocking a customer is to left click on the button to save

the block or unblock.
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