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Date:  Friday, 21 September 2001


Intended Audience: All front of house consultants, Testers and CSR’s





Process Update for Contract Payphone Installers





Since the contracting out of all Customer owned payphone Installations a need has developed for a process to help contactors that are experiencing difficulties with service connections.


These difficulties include, no meter pulses, no dial tone, incorrect product codes in NAT CAM and incorrect order details in AXIS. 





What is required by consultants?


When a Contractor calls a consultant with a problem with an installation the consultant will:





Make sure that the order the Contractor is working on is a recent order and the product codes are correct


Check that the service is set up as a payphone in AXIS


Check that AXIS states the correct metering. (Unless specified as 50hz the default 12k)


If these checks prove the service is incorrectly set up in AXIS the consultant will voice switch the Contractor through to Payphone Sales on 1800 011433


If the problem is with the details in AXIS, NO Fault report should be logged, as this is a sales issue





If the details in AXIS are correct a fault report will be entered and the consultant will voice switch the Contractor through to Payphone Testers to check that the categories are correct in NATCAM.





Once voiced switched through to Payphone Testers, Payphone Testers can handle any further dealings with the fault and if a fault exists the Payphone Tester can queue the fault report to the appropriate field for action





Why are the changes being made?


To assist customers in having their service connected without inconvenience and to provide Contactors with a contact point for support. 


Once a fault is logged there will be a record for the customer and Telstra of any problems that have occurred. 


Any dirty tickets of work will be duly recorded for service improvement





What will be the impact on the Target Audience?


This will clarify the process for all consultants and provide contract installers with a line of support 








Contact Person and/or Reference Material for Further Information?


David Brinkley				Grant Phillips	


Payphone  Tester				Tester Team Manager


Melbourne CNSC 				Melbourne CNSC 


Payphones				Payphones


Phone: 03 96385763			Phone: 03 9608 5731


Telstra In Confidence
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