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Purpose

The purpose of this instruction is to show the steps required for sending Service Assurance jobs to another workforce.  This Instruction will align with 000-084W4 (WMC staff) to meet Telstra’s Appointment / Commitment obligations.  This process is called Change of Workforce (COW).

1. Scope

This process will cover all COW for Payphone Service Assurance jobs & is utilised by all Payphone service specialists in the CNSC.  This process is in line with the Field Change of Workforce Instructions 000 – 085W13.

2. ACTIONS

2.1. 
Responsibilities

This work instruction includes the following procedures:

· Change of workforce to Lines/Tech
· Change of workforce to Exchange
3.2
Change of Workforce to Lines or Tech

(
 (
Testers may need to arrange a change of workforce from a field operative.  A new workgroup, and appointment or commitment time needs to be made.

Before a change of workforce is approved the Tester should ask the FE a list of questions to ensure that there is a clean ticket of work going to the Line/Exchange workforce.

· Have you performed an IVR FAST Test?

· Was this test completed at the point of entry? (Eg. MDF or Channel)

· Was the payphone isolated?

· Do you want a Sultan test performed?

· Is the Payphone Isolated at the MDF or Channel?

· If it was a metering problem, did you test it with a meter pulse tester?  If so please put the details of test in the comments field.

· Check categories are correct.

· If the problem is no 50hz metering, is the earth satisfactory?

· If the problem is with the line, is it a main pair?  If it is a main pair, lines will not work on it and a main pair change will have to be organised by the FO (Field Operative).

Step
Screen
Action

1
Voice Tester Queue/Tester Details
Click on Find

2
Find Order
Enter the FNN, Cabinet Number or order number.

Click on OK.

· If an order is located that does not have a Field Engineer (FE) assigned – a message box is displayed stating “Order is with Field Workgroup” and advising which Workgroup the order is with.  

Click on Process.  Go to step 3.

· If an order is located that has a Field Engineer assigned – a message box is displayed stating “This order is with Field Workgroup” and advising which field workgroup the order is with.

Click on View.  Go to step 6.

· If an order is located that is dispatched to a Field Engineer – a message box is displayed stating “this order is already dispatched to Field Engineer” and advising which field Engineer the order is with. 

Click on View.  Go to step 6.

3.
Tester Details
Click on Requeue on the menu bar and select Field

4.

Click on the new workgroup type.

5.
Tester Processing
Enter the result of test and comments

Click on OK.  Go to step 8.

6
Director/Aims Question
Click on Yes.

7.
Order Display
Click on Modify Appt on the menu bar

(
Note: Where Modify Appt is used, this allows the Tester to select an alternative appointment or commitment time.  It does not actually enact the change of workforce, rather this is done by the Field Operative requeuing the order at his/her end via Director.

  8.
SPLAT Appointment window
Click on the Reschedule Discipline drop down box and select the new workgroup type.

Click on Reschedule

9.
Start Appointment
If the appointment displayed is suitable click on Accept.

If you wish to view and select a different appointment time, click on Native.

If you wish to Fast track an appointment/commitment click on Fast track.  (See Work Instruction W01 Create Order for information on this process).

(
The appointment time should be no later than the COB the following business day.  If it is not a Fast track should be performed.

10.
Service*Plus Reschedule Reason
Select a reschedule reason.

Click on OK

11.
Customer Service Guarantee Display
You may receive this display if the appointment/commitment is outside the Service Guarantee time period.  If you wish to proceed with the appointment/commitment time given, click on OK.  If you wish to view and select a different appointment time click on Native.  If you wish to change the appointment time click on Reschedule.

12.
Order Display
Click on Exit on the menu bar

(
The order will be requeued to the new workgroup when the Field Officer enters the appropriate clear code at his/her end.  The order will assume the new appointment/commitment time assigned by the Tester as per Step 9 above.

3.3
Change of Workforce to Exchange

Step
Screen
Action

1
Voice Tester Queue/Tester Details
Click on Find

2
Find Order
Enter the FNN, Cabinet Number or order number.

Click on OK.

· If an order is located that does not have a Field Engineer (FE) assigned – a message box is displayed stating “Order is with Field Workgroup” and advising which Workgroup the order is with.  

Click on Process.  Go to step 3.

· If an order is located that has a Field Engineer assigned – a message box is displayed stating “This order is with Field Workgroup” and advising which field workgroup the order is with.

Click on View.  Go to step 6.

· If an order is located that is dispatched to a Field Engineer – a message box is displayed stating “this order is already dispatched to Field Engineer” and advising which field Engineer the order is with. 

Click on View.  Go to step 6.

3.
Comments
Check the comments field for an accurate description of the fault.  

If it requires amending click on More in the comments field.  

Click on Add comments and insert correct comments.

Click OK.

4
Tester Details
Click on Requeue on the menu bar and select Field



In:
Requeue drop down box
select:
Exchange

5.
Select type of Filed
Select:
Exchange

6.
EXCDI Lookup
Choose skill code 41 

IMO USE ONLY DIGITAL SWITCHING ADVANCED.  Add these specific comments:

"No _ _ _ _ (Insert 50 or 12K)Hz metering - 

SEPRM_-_ _ _ _ _ _(Insert SEPRM type and Number).  Please fix."

(
These comments should be standard.

7.
Tester Processing
Enter the result of test and comments

Click on OK.  Go to step 10.

8.
Director/Aims Question
Click on Yes.

9.
Order Display
Click on Modify Appt on the menu bar

(
Note: Where Modify Appt is used, this allows the Tester to select an alternative appointment or commitment time.  It does not actually enact the change of workforce, rather this is done by the Field Operative requeuing the order at his/her end.

  10.
SPLAT Appointment window
Click on the Reschedule Discipline drop down box and select the new workgroup type.

Click on Reschedule

11.
Start Appointment
If the appointment displayed is suitable click on Accept.

If you wish to view and select a different appointment time, click on Native.

If you wish to Fast track an appointment/commitment click on Fast track.  (See Work Instruction W01 Create Order for information on this process).

(
The appointment time should be no later than the COB the following business day.  If it is not a Fast track should be performed.

12.
Service*Plus Reschedule Reason
Select a reschedule reason.

Click on OK

13.
Customer Service Guarantee Display
You may receive this display if the appointment/commitment is outside the Service Guarantee time period.  If you wish to proceed with the appointment/commitment time given, click on OK.  If you wish to view and select a different appointment time click on Native.  If you wish to change the appointment time click on Reschedule.

14.
Order Display
Click on Exit on the menu bar

(
The order, cleared off by the Field Operative, will requeue to the PayphoneTester Workgroup with the new appointment/commitment time.  The Tester will retrieve the order from the Payphone Voice Tester Queue and proceed with queuing it to the Exchange workforce.

3.3
Queue Order to Exchange from Voice Tester Queue

(
Use this process after you have completed the change of workforce process (W13) and the fault has come back to the VT queue.

Step
Screen
Action

1
Tester Details
To queue the order to another testing workgroup:


Comments
Check the comments field for an accurate description of the fault.  

If it requires amending click on More in the comments field.  

Click on Add comments and insert correct comments.

Click OK.



In:
Requeue drop down box
select:
Testing

2.
Select type of Filed
Select:
Exchange

3.
EXCDI Lookup
Choose skill code 41 

IMO USE ONLY DIGITAL SWITCHING ADVANCED.  Add these specific comments:

"No _ _ _ _ (Insert 50 or 12K)Hz metering - 

SEPRM_-_ _ _ _ _ _(Insert SEPRM type and Number).  Please fix."

(
These comments should be standard.

3. Measures

4. References

Document Number
Title




5. Definitions

The following words, acronyms and abbreviations are referred to in this document.

Term
Definition

IVR  
Interactive Voice Recording 

MDF
Main Distribution Frame

COW
Change Of  Workforce

FE
Field Engineer

SEPRM
Customers Private Meter Equipment 

SULTAN
Subscriber Line Test Access Network 

6. Attachments

Document Number
Title




DOCUMENT CONTROL SHEET

Contact for Enquiries and Proposed Changes
If you have any questions regarding this document contact:

Name:
David Brinkley

Designation:
Payphone Tester

Phone:
03 96385673

Fax:
03 9601 0274

If you have a suggestion for improving this document, complete and forward a copy of Suggestions for Improvements to Documentation (form 000 001-F01).
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Issue Date
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19 September, 2001
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