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Purpose

This document defines the process for managing tickets of work raised specifically for public payphone cabinets.  It details the work groups involved in the flow of a public payphone cabinet ticket of work and their accountabilities in ensuring consistent and timely management of this work.
1. Scope

This document is applicable for workgroups involved in the management of public payphone cabinet work including; installation, relocation and removal of cabinets.

This document is intended as an interim procedure to be used during the transition of manually handled tickets of work being automated through existing Telstra systems.  

Once public payphone cabinet tickets of work can be automatically raised, dispatched and cleared it is intended that this document will no longer be required.

This document should be read in-conjunction with procedure 017375 – Payphone Activation Principal Document.
http://www.in.telstra.com.au/asp01/corporatedocuments/docs/017375.doc
2. Background
An initiative was undertaken in 2007 to automate the flow of payphone TOW from entry, through dispatch to the field and completion.  The initiative was undertaken in-conjunction with a change to field practices which meant the majority of payphone TOWs would be managed in the field by a contractor workforce.  Dispatching of the TOWs will be via Connect (mega resources) and the contractor will access the TOWs and complete the TOWs via the Engineer Web Client.

The change to field practices and the contractor to whom the payphone cabinet work was to be issued occurred as of 25th June, 2007.  The system automation for dispatching TOWs could not be achieved within the necessary timeframe.  Therefore this interim process was developed.

3. Stakeholders

This interim process was developed in consultation with stakeholders from workgroups impacted by the change.

The following people were the key contacts for development of this interim process:
	Name
	Position/Area
	Project Role

	Sam Cuzzupi
	Contract Manager, Contractor Operations Group, TS
	Project Manager

	Wayne Stringfellow
	Contract Risk Specialist, Contractor Operations Group, TS
	CRS SME

	Melvin Kleidon
	Team Leader, Contractor Deployment Cell, TS
	CDC SME

	Allan Cowan
	Scheduler, Contractor Deployment Cell, TS
	CDC SME

	Luke Jenkin
	Team Leader (a/g) Payphone Testing, Service Advantage, TS
	Payphone Testers SME

	Michael Howard
	Team Leader Payphone Testing, Service Advantage, TS
	Payphone Testers SME

	Peter Richardson
	Payphone Provisioning Manager, Payphone Solutions, One Inbound Sales Payphone, CS&S
	PPM SME

	Jim Berrington
	Product Specialist, Business Ops, One Inbound Sales Payphone, CS&S
	Payphone Sales SME

	Janelle Chuter
	Process Specialist, Capability & Performance, TS
	WFM Lead for C&P

	Lisa Pearce
	Process Specialist, Capability & Performance, TS
	Process SME


4. ACTIONS

4.1. Process Flow
The following flowchart (section 5.1.1) displays the interim process for managing public payphone cabinet tickets of work (TOWs).  Section 5.1.2 expands on the detail of each process step.
The flowchart shows the process steps to be undertaken by:

· One Inbound Sales Payphones Group
· Service Advantage 

· Contractor Deployment Cell

· Contractor

· Contract Operations Group

4.1.1. Flowchart
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4.1.2. Process Actions
	Task #
	Action/Description
	Timeframe/Requirement

	1
	Public payphone cabinet order is initiated within the One Inbound Payphone Sales area.  This may come about due to; a customer request, a project for bulk recoveries or upgrades, or a major works request.
	

	2
	The Payphone Sales area (either PPM or Sales Consultant) completes all necessary details on the survey sheet (siting sheet) and within the data pack.  The data pack will contain plans and drawings, photos, etc relating to the work required to be undertaken.
	

	3
	The initiator of the request (One Inbound Payphone Sales area) determines whether the work to be undertaken is ‘project’ work (eg. Payphone Recovery Project, DDA, CT3H, etc).  If project work, then project manager is appointed.
	

	Y
	Go to step 4
	

	N
	Go to step 6
	

	4
	For project work, the initiator (One Inbound Payphone Sales area) will send the work request, survey sheet/s and the data pack directly to the contractor via email.  (Email subject line to meet standard naming format as per section 7).  The CRS for the state where the work is to be undertaken is to be copied in on the email to ensure they are aware of work within their management area.
*Note:  The appointed Telstra project manager will monitor the project milestones and work closely with the contractor to ensure milestones are met.
	

	5
	The contractor schedules and undertakes the work as per the details of the project.
	As per CRD indicated on project.

	6
	The Payphone Sales Consultant raises the order/s in AXIS.  They will add the cabinet identification number and the AXIS order number to the survey sheet.  
	

	7
	The Payphone Sales Consultant then emails the survey sheet and data pack to the CDC generic mailbox with copies to the Service Advantage Payphone Testers generic mailbox and the CRS for the state where the work is to be undertaken.  The subject line of the email is to be renamed to meet standard naming convention (as per section 7)
	

	8
	The Service Advantage Payphone Tester creates the instance of the payphone cabinet identification in MTMS (when required for new services).
	Within 5 days of receipt of email.

	9
	On receipt of email advising new work ordered entered into AXIS, the CDC searches for the AXIS order and modify it so that it appears to be dispatched.  (The order will appear as dispatched to a ‘dummy’ workforce).
	Immediately

	10
	The CDC then adds an excel file replica of the Web Client extract to the work request email (containing the data pack) received from the Payphone Sales team to the Contractor.
	Immediately

	11
	The contractor CT undertakes the work as per the work order and data pack and to the requirements of existing work instructions and contractual obligations (eg.  Initialisation of new payphone).  While onsite, the CT is to call the Service Advantage Testers to initiate checking for alarms, establishment or removal of cabinet information in MTMS
*Note:  if the contractor has any questions about the job, they are to contact the applicable CRS for the state in which the work is being undertaken.
	According to the CRD on the order.

	12
	On completion of the work, the contractor is to send an email with notification of completion of the ticket of work to the generic mailboxes for the CDC and Service Advantage Payphone Testers and to the state CRS.
*Note:  Subject line of email to contain; AXIS order number, date completed, FNN, and word ‘completed’
	Within 24 hours of completing the job.

	13
	On receipt of the notification of ticket of work completion, the Payphone Tester will re-check for any alarms, or remove the instance of the cabinet identification in MTMS (depending on type of work that has been undertaken).
*Note:  the CT contractor should already have phoned into the Testers while on site.   This is a step to re-check MTMS.
	Immediately

	14
	On receipt of the notification of ticket of work completion, the CDC will search for the AXIS order and manually clear it.
	Same day

	15
	On receipt of the notification of ticket of work completion, the CRS will make a note of the date to follow up the completion pack to ensure it is returned within expected timeframes.
	

	16
	The contractor emails the completion pack to the generic mailbox for the CDC.  The completion pack will have a standard filename format (see section 7).
	Within 10 days of completing the actual ticket of work.

	17
	The CDC saves the completion pack to the existing shared server.  (CDC ensure the completion pack is saved with filename as per agreed naming conventions – see section 7)
	

	18
	The applicable CRS will access the shared server to review the completion pack and ensure that the completed job meets the design requirements sent.  The CRS will extract relevant information from the completion pack (eg. Photo) and send to the initiator of the ticket of work (within CS&S) and to the TSAR system manager.
*Note:  The CS&S initiator and TSAR system manager will close of the work order in their relevant databases and save necessary information as per their local processes and requirements.
	

	19
	The contractor will send a spreadsheet containing details of all completed tickets of work to the applicable state CRS on a weekly basis.
	Weekly

	20
	The state CRS will review the completions spreadsheet with the contractor each week.
	Weekly

	21
	Where work has been undertaken as a part of a project, the Payphone Sales team will raise and clear orders, or raise ‘records only’ orders in AXIS for each public payphone cabinet included in the project.  This is to ensure that Telstra’s databases of record are aligned to the infrastructure.
	


5. Responsibilities

5.1. One Inbound Sales Payphones Group
The One Inbound Sales Payphones Group (PPMs and PST) is responsible for:

· Initiating payphone activity (eg:  requests from customers, project activities, Telstra initiated works)
· Completing the survey sheet and including all necessary information within the data pack to ensure a clean ticket of work

· Creating AXIS orders (and clearing AXIS orders for project works)
· Ensuring the Cabinet Id and AXIS order number/s are added to the survey sheet before it and the data pack are sent on.
· Emailing the survey sheet and data pack to the generic CDC mailbox with copies to all relevant parties (eg.  Service Advantage, state CRS, etc) once AXIS orders raised and ensuring that the email subject line meets the standard naming conventions.
· Closing off jobs in relevant databases managed by CS&S on completion of the actual work (eg.  TSAR).
· Managing AXIS TOWs that have been put into ‘held’ status with a reason code 47.
5.2. Service Advantage

· Service Advantage (Payphone Tester Group) is responsible for:
· Creating/removing Cabinet Ids in MTMS (when required)
· Accepting calls from field CTs and checking/monitoring alarms etc in MTMS while CT is on the job

· Monitoring the Payphone Testing mailbox for incoming emails advising completion of jobs from contractor and ensuring all necessary work has been/is undertaken in MTMS.

5.3. Contractor Deployment Cell (CDC)

The CDC is responsible for:
· Modifying the Axis orders and dispatching to the contractor
· Attaching the replica file of the Web Client extract to the contractor on the email received from the Payphone Sales Team, and forwarding the email to the contractor

· Manually clearing the Axis orders on receipt of notification from contractor that job is completed.

· Receiving completion packs from contractor and saving them to the shared server (filename to follow agreed naming conventions).  *Note:  macro will run over generic mailbox to automatically find and archive completion pack files.
5.4. Contractor

The contractor is responsible for:
· Undertaking the work as per their contractual agreement with Telstra and using the specific job information supplied in the system, survey and data pack information they have received

· Emailing notification of completion of the work to the CDC generic mailbox, Service Advantage Testers and state CRS.  Subject line of email to contain:  AXIS order number, date completed, FNN, and word ‘completed’.
· Emailing completion packs to the CDC generic mailbox

· Emailing weekly completions spreadsheet to relevant CRS
· Liaising with the relevant CRS if they have any questions regarding the specific TOW.
5.5. Contractor Operations Group (COG)
The COC is responsible for:
· Liaising with the contractor where required
· Ensuring completion packs are returned from contractor within expected timeframes

· Reviewing completion packs and validating them

· Sending relevant information from the completion pack to CS&S initiator, TSAR management and the Data Centre

· Reviewing the completions spreadsheet submitted by the contractor weekly

· Putting the AXIS order into ‘held’ status where infrastructure issues are experienced and referring issues to the PPM.

6. Naming Conventions for EMails AND Data Packs

Standard naming conventions are to be used for email subject lines being sent between Telstra and the Contractor, from the Payphone Sales team to the CDC and the Contractor, and for completion packs being emailed and saved to the shared server.
6.1. Emails
6.1.1. Standard works email from Payphone Sales team to the CDC and the Contractor

The format for the subject line of the email is as follows:
State (abbreviated)_Axis order number_type of work
For example:  QLD_33811966_install
*Note:  where order is for a change of lessee (ie.  CAN and NEW), the email subject line is to reflect the NEW Axis order number, not the CAN Axis order number.
6.1.2. Project works email from Payphone Sales team to the Contractor

For initiation of project type works (optimisation, DDA and CT3H projects), the email sent from the Payphone Sales team to the Contractor will include the project name in the email subject line which will serve as the identifier/reference for the work.
6.1.3. Notification of completion of TOW email from Contractor to Telstra

When the Contractor emails notification of the completion of a TOW to Telstra (ie.  CDC, state CRS and Service Advantage Testers), the email subject line is to include the following information:
· State (abbreviated)

· Axis order number

· The word ‘completed’
· The date the TOW was completed

The email is to also contain the survey sheet that was sent with the TOW.
6.2. Completion Packs

The format for the filename of the completion packs being sent from the Contractor to Telstra is as follows:
State (abbreviated)_Axis order number_cmp
For example:   QLD_33811966_cmp.zip

All completion packs are to be saved as WinZip files.

The maximum size of a file should be kept to 1MB due to email restrictions etc.
*Note:  where order is for a change of lessee (ie.  CAN and NEW), the filename is to reflect the NEW Axis order number, not the CAN Axis order number.
7. ‘Incompleted’ Tickets of Work
As payphone cabinet TOWs are not dispatched to a CONNECT ‘mega resource’ during this interim period, and are therefore not available to the contractor via the Engineer Web Client, the contractor will not be able to ‘incomplete’ TOWs as per normal processes.
During the interim, the contractor will liaise with the CRS when they have any questions or concerns about a TOW that has been sent to them.

The CRS will determine what is required to be done in order to rectify the problem with the TOW.
In instances where the TOW cannot be undertaken due to an infrastructure issue in a private payphone site, the CRS will put the Axis order into ‘held’ with held code 47 and refer the issue to the PPM.
Where an AXIS order requires a change, the CRS will need to liaise with the PPM and/or the Payphone Sales team.  The Payphone Sales team will update the AXIS order.
8. References

	Document Number
	Title

	017375
	Payphone Activation Principal Document


9. Definitions

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

	Term
	Definition

	CDC
	Contractor Deployment Cell

	COG
	Contractor Operations Group

	CRD
	Customer Required Date

	CRS
	Contract Risk Specialist

	CS&S
	Consumer Sales and Service

	SME
	Subject Matter Expert

	TS
	Telstra Services

	TSAR
	Telstra Spatial Analysis and Reporting Environment

	TOW
	Ticket of Work


10. Attachments

	Document Number
	Title

	
	


11. Appendix

The following table details the key changes between the ‘As Is’ process and the ‘Interim’ process for installation of public payphone cabinets.

	Key Change
	Description/Reason
	Workgroup/s Impacted
	Actions Required to implement change
	Action Owner

	Naming convention in email subject line – outgoing email
	The subject line of the outgoing email containing the survey sheet and data pack will need to align to the information that Service Stream will see in the WebClient so that the electronic TOW and emailed data pack can be easily matched up.
	· Payphone Sales Team
· CDC

· Service Stream
	1. Change to be communicated to PST group.
2. Service Stream to be advised
	- Proj Mgr & PST SME.
- Proj Mgr/COG

	Emailing of data packs and survey sheets for projects
	These were being emailed from PST to CDC, then onto the contractor.  As CDC will no long be adding anything to the email and will not be liaison point to contractor, these will now be emailed directly to the contractor by PST.
*NB:  This is for projects only.  Individual TOWs raised in AXIS will require email to be sent via CDC for additional information to be added.
	· PST
· CDC

· Service Stream
	1. Change to be communicated to PST & CDC groups

	- Proj Mgr, PST SME & CDC SME

	No Contractor Work Order Request created
	There is no longer any need for the CDC to create a contractor work order request or generate a separate work order number.  The section that was on the contractor work order request for the contractor to sign on completion has been added to the survey sheet.
	· CDC

· Service Stream
	1. Change to be communicated to CDC

2. Service Stream to be advised on what paperwork to expect
	- Proj Mgr & CDC SME

- Proj Mgr/COG

	Excel file replica of WebClient extract added to outgoing email to contractor
	Until the full system solution can be implemented and TOW automatically flow through to Service Stream, the CDC will attach an excel file (which is a replica extract of the WebClient) to the outgoing email containing the data pack and survey sheet and send to Service Stream.
	· CDC

· Service Stream
	1. Change to be communicated to CDC

2. Service Stream to be advised on what paperwork to expect
	- Proj Mgr & CDC SME

- Proj Mgr/COG

	Service Stream to email notification of completion of TOW to CDC, SAdv and CRS
	An email of notification of TOW completion has previously been sent to the CDC.  The addition of SAdv Testers and the state CRS is new.  This will allow the SAdv Payphone Testers to ensure all necessary updates have been made in MTMS and the CRS to be able to note the completion of the TOW.

*NB:  Specific format of email subject line to be followed (as per step 12).
	· Service Advantage (Payphone Testers)

· COG (CRSs)

· Service Stream
	1. Change to be communicated to SAdv & COG

2. Service Stream to be advised on what is required.
	- Proj Mgr, SAdv SME & COG SME

- Proj Mgr/COG

	Point of contact for Service Stream is state CRS
	If Service Stream has any questions regarding a TOW, their first point of contact is the state CRS.  (The CDC was previously a contact point for UKG).

*NB:  an exception to this may be for project work where the project manager is likely to be the contact point.  This would be determined on a project to project basis.
	· COG (CRSs)

· Service Stream
	1. Change to be communicated to CRSs

2. List of CRS contact names, numbers and email addresses to be provided to Service Stream
	- Proj Mgr & COG SME

- Proj Mgr/COG

	Accept and review weekly completions spreadsheet with Service Stream
	TOWs will no longer be tracked on spreadsheets by the CDC.  On completion of a TOW, Service Stream will fill out a shortened version of the spreadsheet and email it weekly to the state CRS.  The state CRS will review the spreadsheet weekly with Service Stream to ensure all items for completion of pack and the job have been undertaken.
	· COG (CRSs)

· Service Stream
	1. Change to be communicated to CRSs

2. List of CRS contact names, numbers and email addresses to be provided to Service Stream

3. Spreadsheet requirements to be designed and provided to Service Stream.
	- Proj Mgr & COG SME

- Proj Mgr/COG

- Proj Mgr/COG


12. DOCUMENT CONTROL SHEET

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

	Name:
	Lisa Pearce

	Designation:
	Process Specialist

	Phone:
	07 3898 1002

	Fax:
	07 3236 2192


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

	0.1
	20/06/2007
	Initial Draft

	0.2
	05/07/2007
	Updated with feedback from key stakeholders.  Appendix added.

	1
	12/07/2007
	First Release
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