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1
Purpose

This document is to provide information on the process to be followed when handling escalated trigger queue’s.

2
Scope

The process outlined will apply to WSO's within the testing cell designated as Escalation Fault Managers.

3
ACTIONS

3.1
Responsibilities

To manage all non-line control type escalated faults and notify WMC contacts regarding line control areas, as well as co-ordinate with non-line control contacts, and customers, for expedient resolution of long outstanding faults.

Escalation handling of the Trigger Queue’s






CONTENT

Automatic Escalation Parameters

Escalation Trigger to Level E2

Escalation Trigger to Level E3

Escalation Trigger to Level E4
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Automatic Escalation Parameters

If time is greater than.....
Trigger to.....

10 working days at Level E01/E1

15 working days for remote customers
Level E2

20 days at Level E2

30 working days for remote customers
Level E3

60 days at Level E3

90 working days for remote customers
Level E4



Please note that Warranty periods mentioned below are guidelines for Customer Operated Payphones.  Telstra Operated Payphones do not have a warranty period, they will stay in warranty overnight then go back to E0 status when fault report arrives.

Additional triggers to E1 on C.O.P s is 3 fault reports in 30 days this applies for T.O.P.s but public phones bypass E1 and go directly to E2.


Escalation Parameters



The escalation process is controlled by the following parameters:

T1
The maximum time a fault can be allowed to stay at level 0 or 1 before escalation.

T2
The maximum time a fault can be allowed to stay at Level 2 before escalation.

T3
The maximum time a fault can be allowed to stay at Level 3 before escalation.

T4
The warranty period during which if N1 faults occur, the fault will be treated as a recurring fault.

T5
The warranty period during which a fault will be treated as a recurring fault, after a Level 2 escalated fault has been closed.

T6
The warranty period during which a fault will be treated as a recurring fault, after a Level 3 escalated fault has been closed.

T7
The warranty period during which a fault will be treated as a recurring fault, after a Level 4 escalated fault has been closed.

T8
The ring back period after which faults are followed up with the customer for Level 2 and above faults.

N1
The number of times that a COP related fault must occur during the T4 time period for it to be treated as a recurring fault. (Include only faults reported by the customer or their representative for Leased Services; exclude NIA clearances).

For Public Payphones the number of visits in the T4 time period excluding Vandalism where the trouble reports were related.

The values to use for each of these parameters will be subject to regular operational review, using statistical measure to establish the effectiveness of the escalation process. Note: Acts of Nature eg fire or flood are excluded.

Operational levels are:

T1
10 working days
T5
2 months

T2
20 working days
T6
3 months

T3
60 working days
T7
6 months

T4
1 month
T8
5 days

N1
3



Note :  For Remote localities times are increased by 50%

Initial Trigger to E2 (De-escalating fault back to E0)

(
Note: Public Payphones can not be escalated to Level 1.  Service*Plus sends CTR’s to the Voice Tester Queue when RCF is entered in the Support Code Field.  

Step
Screen
Action

1
Escalation Workgroups
· Enter the workgroup that you wish to start checking the Triggered faults in. (Note that faults will Trigger to Escalation after 10 working Days or 15 working days for remote).

2
Select Trigger Queue from the drop down box
· This will give you only those faults that have triggered to Escalation.

3
Highlight the first Fault
· Determine whether or not the fault is in Line Control or Non-Line Control

4


If in Line Control.
· Notify the appropriate contact person for the region in question, (for details of contacts see attachments at the end of this document) via e-mail, as to status of fault and for which region, (at this point Escalation Manager should take no further action), Escalate on TIME or De-escalate using the reason of MANAGEMENT if appropriate.


5


If in Non-Line control


· Open the events and event details to see what status the fault is currently at. (i.e. waiting parts, other workgroup or missed appointment/commitment)

· Fault is in Waiting parts, send E-mail to appropriate contact point for the STATE concerned,(see notes at end for contacts)

· De-escalated the fault, with the reason being RESOURCE, if possible or escalate on TIME as the case may be.


Secondary Trigger to E2 (Escalation of Fault to E2)

(
Note: Public Payphones can not be escalated to Level 1.  Service*Plus sends CTR’s to the Voice Tester Queue when RCF is entered in the Support Code Field.  

Step
Screen
Action

1
Escalation Workgroups
· Enter the workgroup that you wish to start checking the Triggered faults in. (Note that faults will Trigger to Escalation after 20 working Days or30 working days for remote).

2
Select Trigger Queue from the drop down box
· This will give you only those faults that have triggered to Escalation.

3
Highlight the first Fault
· Determine whether or not the fault is in Line Control or Non-Line Control

4


If in Line Control.
· Notify the appropriate contact person for the region in question via e-mail, as to status of fault and for which region, (at this point Escalation Manager should assign the fault to either of the above mentioned and escalate on TIME).
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If in Non-Line control


· Open the events and event details to see what status the fault is currently at. (i.e. waiting parts, other workgroup or missed appointment/commitment)
· Fault is in Waiting parts, send E-mail to appropriate contact point for the STATE concerned,(see notes at end for contacts)

· Either assign the fault to yourself and escalate the fault, with the reason being TIME, or De-escalate as the case may be.


De-escalating back to E2 (Primary Trigger to E3)

(
Service*Plus sends CTR’s to the Voice Tester Queue when RCF is entered in the Support Code.  To escalate the CTR to level E2:

Step
Screen
Action

1
Escalated Workgroups
Enter the workgroup that you wish to start checking the Triggered faults in. (Note that faults will Trigger to Escalation after 20 working Days or30 working days for remote).

2
Select Trigger Queue from the drop down box
· This will give you only those faults, which have triggered to Escalation, for the second time.



3
Highlight the first Fault
· Determine whether or not the fault is in Line Control or Non-Line Control



4
If in Line Control
· Notify the appropriate contact person for the region in question, via e-mail, as to status of fault and for which state.  The Escalation Manager should also ensure that the fault is assigned to either contact person, depending on which region, via his/her Service Plus ID.


5
If Non-Line Control
· Open the events and event details to see what status the fault is currently at. (i.e. waiting parts, other workgroup or missed appointment/commitment)
· Fault is in Waiting parts, send E-mail to appropriate contact point for the STATE concerned,(see notes at end for contacts), also the appropriate country manager should be notified, as to what has happened with the fault.  And who has been notified prior. 
· You will need to De-escalate on MANAGEMENT or RESOURCE as the case may be.

continued page 3

Secondary Trigger to E3 (Escalation of Fault to E3)

(
Service*Plus sends CTR’s to the Voice Tester Queue when RCF is entered in the Support Code.  To escalate the CTR to level E2:

Step
Screen
Action

1
Escalated Workgroups
· Enter the workgroup that you wish to start checking the Triggered faults in. (Note that faults will Trigger to Escalation after 60 Days or 90 working Days for remote customers).



2
Select Trigger Queue from the drop down box
· This will give you only those faults, which have triggered to Escalation, for the second time.



3
Highlight the first Fault
· Determine whether or not the fault is in Line Control or Non-Line Control



4
If in Line Control
· Notify the appropriate contact person for the region in question, via e-mail,as to status of fault and for which state.  The Escalation Manager should also ensure that the fault is assign to either contact person, depending on which region, via his/her Service Plus ID.  At this stage the Regional operations manager will need to receive an E-mail as to the events, thus far and actions taken in the course of the fault.


5
If Non-Line Control
· Open the events and event details to see what status the fault is currently at. (i.e. waiting parts, other workgroup or missed appointment/commitment)
· Fault is in Waiting parts, send E-mail to appropriate contact point for the STATE concerned,(see notes at end for contacts), as to what has happened with the fault.  And who has been notified prior. 
· You will need to Escalate on time. 

De-escalating back to E3 (Primary Trigger to E4)

Step
Screen
Action

1
Escalated Workgroups
· Enter the workgroup that you wish to start checking the Triggered faults in. (Note that faults will Trigger to Escalation after 60 Days or 90 working Days).



2
Select Trigger Queue from the drop down box
· This will give you only those faults, which have triggered to Escalation, for the second time.



3
Highlight the first Fault
Determine whether or not the fault is in Line Control or Non-Line Control 



4
If in Line Control
· Notify the appropriate contact person for the region in question, as to status of fault and for which state.  The Escalation Manager should also send an E-mail to the Regional Manager of the particular Region alerting them to the situation.  Then assign the fault to either contact person, depending on which region, via his/her Service Plus ID.


5
If Non-Line Control
· Open the events and event details to see what status the fault is currently at. (i.e. waiting parts, other workgroup or missed appointment/commitment)
· Fault is in Waiting parts, send E-mail to appropriate contact point for the Region concerned,(see notes at end for contacts), also the appropriate country manager should be notified, as to what has happened with the fault.  And who has been notified prior, as well as the Regional Manager for the particular region 
· You will need to De-escalate to Management, or RESOURCE

Closing E1 Escalated CTR’s At Testing

(
CTR’s with 2 related or 3 unrelated reports within 30 days escalate to E1.  To close an E1 escalated CTR at testing:

Step
Screen
Action

1.


Close the CTR as per WI 006303W04 - Close Order

2.


The CTR will:

· Escalate to status E1.

· Call status will change from VF to EB.

· Appear in the Callback queue.

Closing E2 Escalated CTR’s At Testing

(
CTR’s with 3 related reports within 30 days escalate to E2.  To close an E2 escalated CTR at testing:

Step
Screen
Action

1.


Close the CTR as per WI 006303W04 - Close Order

2.


The CTR will:

· Escalate to status E2.

· Call status will change from VF to EB.

· Appear in the Callback queue.

Text that appears in Red means that the fault is due to Escalate.

Text that appears in Yellow means that the fault will Trigger within the week
Text that appears in Green means that someone has touched the fault and to investigate what has been done
4
Measures

As per Outn@bout National Testing centre measures for service restoration and dial tone availability.

5
References

Document Number
Title




6
Definitions

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

Term
Definition
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Document Number
Title




Attachments

Contacts for use throughout Escalation Process

Chris Jackman (Escalation Manager for WA/SA/NT & QLD
(03) 92939735

Craig Warner (Escalation Manager for NSW, VIC/TAS & SYD
(03) 92939753

Rose Burgo
WMC Manager (South West Region)

Charles Van Bakel
WMC Manager (North East Region)

National R.O.M Contact List

Dave Russell
N.S.W

Tanya King
W.A / S.A. /N.T.

Mike Pulford
VIC / TAS.

Harry Venmans
Q.L.D.

National Contacts for Waiting Parts & Short Term Resourcing, for Non-Line Control

Tracie Redding (Short Term Resource Planner)
(08) 94912189

Amanda Morton (Graphics T/L South / West)
(08) 94919681

Peter Mansell (Waiting Parts for S.A. / N.T.)
(08) 83539207

Jeffey Taylor (Waiting Parts for W.A.)
(08) 94919631

Malvin White (Waiting Parts for Q.L.D.)
(07) 30089789

Perry Herbert (Waiting Parts for N.S.W)
(02) 66251800

Doug Down (Waiting Parts & Country Manager For Tasmania)
(03) 63433753

Kym Martin (Country Manager for S.A./ N.T.)


Doug Ellis (Country Manager for Victoria)


The above names are subject to change as staffing levels and positions change.

DOCUMENT CONTROL SHEET

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

Name:
Chris Jackman

Designation:
Escalation Manager for Non-Line Control

Phone:
(03) 92939735

Fax:


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
01 December, 2000
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