Fault Processing

Note:
The matrix below is only a guide and may, at the consultants discretion, be altered to respond to comments received from the customer.

Manual Processing of Faults

Dangerous / Urgent - Any fault that has been deemed dangerous / urgent during business hours, and has any comments regarding BKN Glass, bodily fluids or electrical hazards is immediately sent through to the TOW cell followed by a phone call to notify.  

Anything to do with Vandalism of a payphone should be sent to the field and followed up with a call to the appropriate WMC.  If it is outside business hours the After Hours recall process should be followed.

Arunta 

All Arunta faults must be sent to the field and the appropriate WMC notified.
If out side Business hours follow recall process
Source Codes

All faults that have a source code of the following must be sent to the Field:


-
EMP
- Reported by a Telstra employee.


-
CNR
- Reported by a Telstra contracted cleaner.


-
REP
- Reported by a member of the public such corner shop owner or Post master in a rural area.


-
ARM
- Reported by Armguard


-
CUS
- Reported by customer such as Centre Management in a shopping centre.  These are known as Premium Customers.


Report Code


NTN / Not handset 
-
Sent to test queue for further investigation.


BKN / CTD

-
Sent to field or TOW cell (Depending of nature of BKN, TOW cell notified)


TSM 

-
Very effective reports, sent to field on every occasion.

NSY



OOS



CAB
-
Check NODS* for e-shutter, if e-shutter exists consultant fix is entered.  Except           


   
 if it is the  2nd report within a 48 hour period and traffic shows no coin use.

LCA

LCO

NCR
-
Historical traffic data


REJ
-
Previous fault history

CAB
-
Comments substantiating report

OOO
-
Process on ‘2’ report within 48 hours

PNR
- 
Follow testing criteria to determine outcome.

CCO
-
A very ineffective report, use only to support other 






reports.

Country Areas

Process all customer-reported faults in small regional towns.

Large regional areas process any customer-reported fault that has had ‘2’ reports in 7 days of any type.

*Traffic - 3 days of Traffic data is extracted from MTMS daily and is a basis for a simple checking program to identify coin or card calls made from a phone.

**NODS – This is a notification in Service Plus that will notify the Tester whether a Phone has an E-shutter.

Input and Clears

An automatic Input and clear can be sent to Service Plus via a code entered into the TSP and CT3C.  This is a standard report that gets entered into Service Plus for historical purposes.  It will show in Service plus as having a tech ID of PP001 or PP002.

