Telstra Proprietary
[image: image5.wmf]
Telstra Proprietary
Telstra Proprietary


[image: image6.png]76 / BRIN] IV nal Fault Manager Menu 01/02 11/07/01 L={0)>)
Login Ll oo Trensport Back Ext Help

Erealated Workarour Guese ] National Toster Queue

Escalated FE Queue Ve

Volume Hold Queue
Tester Enquiry

ice Tester Queue

Drder Processing Id Queue/Inquiries

Display Orders Field Queue
Input & Clear Field Engineer Queue

or Profile / Password

L] [wo o610 |





Service Advantage
Melbourne CNSC

Product and Service Description
Work Instuction

No 012631W01

Service Plus Testing

Payphones



1b  10 July, 2002

10 July, 2002set date   
Implementation Approval:
Grant Phillips
Team Manager
Service Advantage, Melbourne CNSC




Process Owner:
David Brinkley
Payphones Tester
Service Advantage, Melbourne CNSC

Implementation: 
Draft

Telstra Corporation Limited
 ABN 33 - 051 775 556
TABLE OF CONTENTS
41.
Purpose

2.
Scope
4
3.
ACTIONS
4
3.1.
Logging in/Company Introduction.
3

3.2 
Voice Tester Queue
4


3.3
REPORT CODES
7

3.4
System Generated Faults
8

3.5
ARMAGUARD Reported faults
8

3.6
Re Queuing (volume hold/resubmitted TOW)
9
4.
Measures
9

5.
References
10

6.
Definitions
10

7.
Attachments
10

8.
DOCUMENT CONTROL SHEET
10

Purpose

The purpose of this document is to provide a tool for the integration of all staff to provide support to Payphone testing.
1. Scope

This document will cover all aspects of payphone testing within a defined work group. That work group being, Payphone Testing. It will also provide back up support to front of house, by providing an insight into the Payphone testing process and testing criteria.

2. ACTIONS

All staff require access to Service Plus and Start to process payphone faults

3.1

Logging in/Company Introduction.

Logging into S*Plus, C&C. Enter company number as provided in document link provided below. This document provides pertinent information relating to company identities, tester groups and Start calender.

 \\V35CO-D15\DATA\GROUPS\Payphone\Process Documents\S_P Workgroups.xls
 S*Plus log in screen 
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3.2

Voice Tester Queue

This section is divided into subsections, which explain a range of functions relating to the processing on Payphone fault reports 
S*Plus Main Menu

Enter the Voice Tester Queue where indicated below.
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Enter specific tester group where indicated below
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Processing a fault. 

Processing criteria are listed for each company in the below link

Vic Tas:\\V35CO-D15\DATA\GROUPS\Payphone\Testing Criteria\0611 VICTAS Testing Criteria.doc
Syd metro:\\V35CO-D15\DATA\GROUPS\Payphone\Testing Criteria\0611 Sydney Testing Criteria.doc
NSW Country:\\V35CO-D15\DATA\GROUPS\Payphone\Testing Criteria\0611 NSW Country Testing Criteria.doc
SA:\\V35CO-D15\DATA\GROUPS\Payphone\Testing Criteria\0611 TESTING SA.doc
QLD:\\V35CO-D15\DATA\GROUPS\Payphone\Testing Criteria\0611 Qld Testing Criteria.doc
WA:\\V35CO-D15\DATA\GROUPS\Payphone\Testing Criteria\0611 TESTING WA.doc
Pictured below is the Tester Details Screen, which highlights some of the details relative to a Payphone fault.

In the escalation notification panel will be displayed the escalation level of the payphone. As all Customer Operated Payphones are queued directly to the field work force the only time you will see this product in the test queue is when the order is escalated.
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3.3 RESULT OF TEST CODES















                  The following is a list of the result of test codes used to process a fault through to the felid

Customer reports

Workable
: PRW



Unworkable
: PRU

System generated

Third code QDL
: PA-



Third code QDP
: PA+


ARUNTA Prison Systems

Workable
: POW



Unworkable
: POU

Customer Operated Payphones

Workable or Unworkable

: PRU

Broken Glass

All
: PRD

C Service

All
: PPQ

The following is a list of the fast clear codes used to process a fault

The following Fast Clear codes are used in different situation to differentiate when analysing.  If needed add comments to justify clear.

 
No fault found 



-
‘W’


Insufficient Information 


-
‘I’


Removing of MTMS cleared 

-
‘R’


Outstanding report



-
‘J’


MTMS Active



- 
‘RN’


Duplicate orders 



-
‘R’

Customer reported faults entered with the fault code of “CAB” can be checked by activating the “NODS” function in the options menu of the “tester details screen”.  This process is to enable Testing staff to know which payphones have an E-Shutter installed. This information will better assist their decision.

NODS is a notification panel in Service Plus which alerts testers or consultants of service difficulties, in our case E-Shutters.

Further information is detailed in the below document link

.\\V35CO-D15\DATA\GROUPS\Payphone\Process Documents\WI 004 NODS info.doc
3.4

System Generated Faults

           

 QDP Processing Macro

The QDP processing macro works in place of the Testers when dealing with the repetitive task of recking QDP faults to the field queue. The Payphone tester  operates the macro that will process the faults in Service Plus.  Those faults that have comments stating 75% or 100% full are processed manually as per below.

For further information please view payphone-testing document WI 003.  Click Here


QDP 75% & 100%

 All COJ SP4 QDP (Coin Tin Passage Jamming) faults that are 75% full are ‘cleared’.  This is under the assumption that Armaguard know about the 75% alarm and that the COJ SP4 QDP is caused from a full tin without setting the 100% alarm.

All coin related QDP faults that have a 100% coin tin are ‘cleared’ on the assumption that Armaguard knows about the 100% coin tin alarm and will clear all coin blockages at visit.



QDL Macro

This macro is written to ‘clear’ QDL faults from the “Voice Tester Queue’.  It will not ‘clear’ any faults that are COJ SP1 QDL, CAB QDL, generated from CT3C or a fault that has had comments added.
3.4

ARMAGUARD Reported faults

Armaguard is Payphones contract coin collection company. It is the responsibility of  Armaguard to ensure all cabinets have their coins emptied prior to alarms being raised within MTMS.

Armaguard also have the responsibility to rectify minor coin associated faults. These reports are entered into S*Plus with a report code of “DET”.  If there is an existing open order in S*Plus check that the fault has cleared in MTMS and fast clear the order. Return to the DET fault and close the order with the clear codes and tech ID supplied in the report. 

\\V35CO-D15\DATA\GROUPS\Payphone\Process Documents\WI 001 ARM reports.doc
3.6

Re Queueing (volume hold/resubmitted TOW)

Process for any situation for Broken Glass, Locksmith,Cleaners, Electrician and Contractors must follow  the new process which is:-

1.Enter the fault into Service Plus, recording all information.

2.Assign to Work Group Field VH Child.

3.Wrap up as normal and commit.  

If an open order exists then a new fault is to be opened (ADD Order) and sent to the appropriate volume hold queue and the Test Centre are to be called so to notify of existing fault, where the test centre will action the open order in the field.

3. MEAsures

4. References

Document Number
Title




5. Definitions

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

Term
Definition

MTMS
Multi Terminal Management System

Start
Calendar Assignment  System

QDP-QDL
System Generated Fault

NODS
Network Outage Display System







6. Attachments

Document Number
Title




DOCUMENT CONTROL SHEET

Contact for Enquires 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).

Record of Issues
Issue No
Issue Date
Nature of Amendment


1
12 September, 2001




































































This publication has been prepared and written by Telstra Corporation Limited (ABN 33 051 775 556), and is copyright. Other than for the purposes of and subject to the conditions prescribed under the Copyright Act, no part of it may in any form or by any means (electronic, mechanical, microcopying, photocopying, recording or otherwise) be reproduced, stored in a retrieval system or transmitted without prior written permission from the document controller. Product or company names are trademarks or registered trademarks of their respective holders.

Note for non-Telstra readers: The contents of this publication are subject to change without notice. All efforts have been made to ensure the accuracy of this publication. Notwithstanding, Telstra Corporation Limited does not assume responsibility for any errors nor for any consequences arising from any errors in this publication.
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