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Section 4

FTS2001 Service Order Processing and

Implementation Management

4.0
Overview

FTS2001 provides a broad range of communications services to user agencies.  Sprint is committed to making the process of ordering these services as easy and efficient as possible.  Sprint’s Customer Service Office (CSO) in Herndon, VA, provides final validation for all agency service orders. Sprint’s FTS2001 service order process is designed to meet rapidly changing requirements and to expedite the delivery of service.  The service order process supports the ordering of a range of options and features for the following FTS2001 services:

· Circuit Switched Service (CSS)

· Switched Voice Services (SVS)

· Circuit Switched Data Service (CSDS)

· Toll Free Service (TFS)

· 900 Service

· Switched Data Services (SDS)

· Packet Switched Service (PSS)

· Frame Relay Service (FRS)

· Internet Protocol Service (IPS)

· Asynchronous Transfer Mode Service (ATMS) 

· Dedicated Transmission Service (DTS)

· Value Added Service (VAS)

· Video Transmission Service (VTS)
4.1
Preparation of Service Request

Sprint's Sales team works with user agencies to identify the FTS2001 product solutions that best meet individual requirements.  The service order process is then supported with Sprint’s Customer Information System (CIS), a fully automated and user-proven system already serving major Sprint commercial customers.  Written orders should be mailed to:

Sprint
13221 Woodland Park Road
Herndon, VA 20171
Attn: Sales Support Group Manager
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Figure 4.1
Service Request Options
4.2
Required Service Request Information 

4.2.1
 Basic Information

All service requests require the same basic information.  The following information should be provided regardless of the method used to place a request for service.  Failure to include this information will result in a rejected service request.

· 
· 
· 
· 
· 
· 
· 
· 
· 
· 
Agency Name

Level 2 Agency Hierarchy Code
Roll-Up Agency Hierarchy code 
Date Service Desired
Type of Service/feature requested

Access Provided (Yes or No)

Sprint Inside Wiring (instructions and price quote required)

Location name (name/number of building where service will be installed) 
Complete service installation address including zip code (P.O. Box not acceptable)

Contact Name and Telephone Number at Service Installation Location

DAR Name and Telephone Number


4.2.2

Site Identification
Sprint requires the address, name and phone number of each agency local government contact (LGC) in order to establish a direct line of communications between agency users and the Sprint Program Management Office (PMO).  The PMO keeps the LCG informed about matters affecting the user agency's communications services.  The contact person in each agency is responsible for helping to arrange access for Local Exchange Carrier (LEC) and Sprint personnel.
PMO:  

Sprint FTS2001 Program Management Office is responsible for managing all aspects of FTS2001 Service Delivery.

4.3 Service Order Options

4.3.1 Standard Service Order Intervals


FTS2001 Service
Standard Interval Calendar Days




Initial
Subsequent

1
Circuit Switched Services




a.  Switched Voice Service 




     1.  SVS-VPN at locations with spare T-1 capacity
30
30


     2. PRI
50
50


     3. PRI Conversion
50
50


     4.  Authorized Code Cards (FO¯NCARDsSM) 
30
30


     5.  Switched Analog (Feature Group B/D) On-net
30
30


b.  Circuit Switched Data Service (CSDS)




     1.  SVS-VPN
50
50


     2.  SVS-VPN at locations with spare T-1 capacity
30
30


     3. Switched DS0 (56/64) On-Net
30
30


c.  800 and 900 Services 




     1.  SVS-VPN (Toll Free and Enhanced Toll-Free)
50
50

2
Switched Data Services




a.  Packet Switched Services




     1.  Dedicated Service (DAF)
60
60


     2.  Dedicated Service at locations with spare T-1 capacity
45
45


     3.  Dial-up PSS
30
30


b. Frame Relay Service 




     1.  With routing service 
90
90


     2.  Without routing service 
60
60


c.  Internet Protocol Internetworking Service 
60
60


d.  Asynchronous Transfer Mode Service (ATMS)
120
120

3
Dedicated Transmission Service (DTS)




a.  DDS (T-1)
50
50


b.  DTS (9.6 – 56 kb/s)
50
50


c.  DDS and DTS if both ends have spare T-1 capacity
30
30

4
Value Added Service 




a.  Video Teleconferencing Service when installing new CSDS access arrangement




     1.  SDS-VPN
50
50


     2.  SVS-VPN at locations with spare T-1 capacity
30
30


     3.  Switched Analog On-Net
30
30


b.  Video Teleconferencing Service when installing new DTS access arrangement




     1.  DDS  (T-1)
50
50


     2.  DTS (9.6 – 56 kb/s)
50
50


     3.  DDS and DTS if both ends have spare T-1 capacity
30
30


Standard Interval Calendar Days

FTS2001 Service
Initial
Subsequent

5
All Disconnects
30
30

6
Moves and Changes




a.  Inside Moves
45
45


b.  Outside Moves
50
60


c.  Changes
30
30

7
International Services 
ICB*
ICB*

Table 4.2
Service Order Intervals











* Individual Case Basis

Each user agency has one or more Designated Agency Representatives (DARs) who are responsible for initiating service requests for any of the FTS2001 services. An agency's DAR authorizes/initiates service requests for all locations within that agency and is usually authorized to electronically place and track orders for which he or she is responsible.

4.3.2
New/Initial Service

New/Initial service requests represent the first time an agency requests this type of service at the Service Delivery Point (SDP).  The request is generated by the DAR and sent to the Sprint Program Management Office (PMO).

4.3.3
Add-on Service

An add-on service request is an addition to a type of service already in existence at an SDP.  The agency works to identify requirements for the addition of new facilities where the grade of service statistics (provided by Sprint) indicates a need for improvement.

4.3.4 




4.3.4
Multiple Service Requests Processing

Sprint will accept bulk, project, batch, or other forms of multiple service requests from the agencies.  Sprint will receive and process the multiple requests under the same conditions that Sprint would process a single service request. 

4.3.4.1
Bulk Service Ordering Process

Sprint will provide the capability for an agency to submit “bulk” service requests, i.e., requests for the same service with the same features for multiple locations via a single service request.  Sprint will ensure that each item is processed separately and stands alone for future potential activity.

4.3.4.2
Project Service Ordering Processing

Sprint will provide the capability to submit service requests based on a particular project, i.e., “project” service requests.  Project service requests are related and should be implemented as a group in a coordinated fashion.  Prior coordination with Sprint on a Project Name is advised.  Sprint will accept project identifiers associated with project service requests as long as that identifier has not already been used for another project.  Sprint will issue Service Requests Acknowledgements, and Service Order Completion Notices that include these project identifiers.  Sprint will provide the capability for agencies to track the status of these orders using the project identifiers.  Notice of completion and billing reports will include project identifiers

4.3.4.3
Batch Service Order Processing

Sprint will provide the capability for the Government to submit “batch” service requests in which service requests have been aggregated into a composite file that is forwarded via electronic file transfer to the contractor.  Sprint will accept service requests submitted in a batch mode and have the capability to process the individual requests contained in this aggregate file in the same manner it would process the receipt of separate service requests.  No requirement will exist for the individual service requests to contain any similarities.

4.3.5
Expedited Service 

Expedited Service provides Sprint FTS2001 agencies a means to order expedited service when the standard interval for service availability does not meet the requirements for TSP (Telecommunications Service Priority).  When a Designated Agency Representative (DAR) requests service in less than the published interval, he/she will automatically authorize the request to be handled on an expedited basis along with a feature initiation charge (FIC) which will be invoiced as an additional charge.  The FIC will be applied to all expedited requests.

Sprint will provide expedited service in two separate classes: Class A (TSP) and Class B (Non-TSP service but with Customer wanting dates prior to standard interval date).

Upon receipt of a Class A expedite, with a valid TSP code, Sprint will immediately notify the DAR that the request has been received. Sprint will then start the escalation process both within Sprint and with the appropriate LEC(s). The level of escalation will be determined by the TSP provisioning code. Once an estimated date/time of installation is established, the DAR and the local points of contact will be notified by telephone and in writing via electronic file, e.g., e-mail or fax. When the TSP service order is completed, Sprint will notify the DAR by both telephone and with a standard service order completion notice (SOCN).

Upon the receipt of Class B expedite from a DAR with expedite authority, Sprint will immediately notify the DAR that the service request has been received. The receipt acknowledgment will be via electronic file transfer, e.g., e-mail or fax. The service request will then be processed by Sprint on a priority basis. Sprint will make every effort to expedite facility dates with the local exchange carriers (LECs). However, since the LECs are not legally required to provide non-TSP expedites to another carrier, the ability to expedite the access provisioning part of the implementation process is subject to the cooperation of the serving LEC. It should also be noted that non-domestic PTTs do not accept expedite orders. Once an estimated date/time of installation is established, the DAR will be notified by telephone. Upon completion of the service installation, the DAR will be sent the standard completion notice.

4.3.6
Administrative/Record Orders

Requests to update service order records will be accepted and processed by Sprint. No charges will be incurred related to updated service order records provided the update request is received three business days prior to service completion and the issuance of a service order completion notice. This is consistent with commercial terms and conditions. Changes made to the service order records will be included with completed service orders that are reported to the PMO. 

Updates to customer information such as billing name, billing address or other administrative non-service/non-charge affecting data following service installation/completion will be made by Sprint at no charge to the customer via Sprint’s on-line support systems.  Similar updates to customer information affecting data following service installation, completion, and initiation of billing will also be made by Sprint at no charge to the customer via Sprint’s on-line support systems.

4.3.7         Service Request Confirmations

4.3.7.1
Service Request Acknowledgements

Following the receipt of the Service Request, Sprint will provide a Service Request Acknowledgement to the DAR by the close of business on the next business day.  The acknowledgement will be provided via electronic file transfer, Email, mail or fax.  The Service Request Acknowledgement includes the Sprint service request number, date received, agency order number, and project ID (if required).

4.3.7.2
Service Order Notification

A Service Order Notification is forwarded to the user agency within three business days after acknowledgement of the service request or they will receive a written request for clarification, or a rejection notice, as appropriate.  The notification includes the Service Order Tracking (SOTS) number, CSO Billing Order number, order entry date, expected service delivery date, and the Sprint Service Implementation Manager’s name and telephone number.  Confirmation letters are forwarded via the preferred method selected by DAR.

4.3.73
Changes During Service Order Process

Service order cancellations and/or changes received prior to order completion will be accepted and processed using Sprint’s procedures which ensures the sequence of service request revisions is clearly distinguished by the assignment of an ascending alpha character. 

4.3.74
Agency Cancellation of Service Order

An agency has the right to cancel a service order at any time during the service order process up to the actual activation of the service. If the cancellation request is received by Sprint at least ten business days prior to the service due date for bandwidths equal to or below T1, no charges will be assessed to the agency. If the cancellation request is received at least 45 calendar days prior to the service due date for bandwidths above T1, no charges will be assessed to the agency.

4.3.7.5
Change of Service Order Due Date

An agency may delay a service order due date at any time during the service order process up to the actual activation of the service. If the request for delay is received by Sprint at least ten business days prior to the service due date, no charges will be assessed to the agency. When a service order is delayed by the agency, the Government will negotiate the new implementation date with Sprint. A service order delayed by the agency longer than 45 business days from the original due date shall be placed in a hold status unless the user agency and Sprint agree to cancel the order. When the hold status is removed the contract service interval will apply for establishing a new due date. Sprint will not delay a service order due date unless agreed to by the agency DAR requesting the service. 

4.3.7.6
Cancel Orders

A cancel order is a request to discontinue processing of a pending order (an order that has not reached the “acceptance” status.) 

The following information is required to cancel an order:

· Agency Name

· Agency Hierarchy Code

· Agency Role-Up Hierarchy Code

· Government Order Number

· Service Type

· Quantity

· Cancel Date

· Complete Location Address
· 
· 
· 
· 
· DAR, LGC, LTC Information

Name

Contact Number
· *Service Request Number or SOTS Number (if applicable)



*  Service Request number or Sprint’s Service Order Tracking System (SOTS) number is available in SR acknowledgement received upon submission of SR.  SOTS number is available from the Service Order Notification.
Sprint PMO contacts the agency within 24 hours to confirm the cancel order has been received and is being processed.

If there is a discrepancy and the agency does not want a service canceled, the PMO must be contacted to resolve the issue.  A Cancel Acknowledgement will be sent via Email, fax, or US mail, to the DAR.  The PMO monitors a cancel to ensure that it has been completed.  Written GSA acceptance of cancel order is not required.

4.3.7.7
Disconnect Orders

A disconnect order applies only to installed service.  The order is approved by the PMO, and is entered into CIS.  Sprint PMO sends written confirmation of the disconnect order to the user agency.  

If there is a discrepancy and the user agency does not want service disconnected, Order Administration contacts the PMO to resolve the issue.  The PMO monitors a disconnect order to ensure it has been processed.  A Service Order Completion Notice (SOCN) is sent to the DAR.

The following information is required to order a disconnect:

· Agency Name

· Government order number

· Disconnect Date
· Quantity

· Service Type
· Complete location address

· DAR, LGC, LTC Information
Name

     Contact Number
· 
· 
· SOTS Number

· If DTS – Private Line Number
· 
· If PSS–network address



4.4
Service Order Processing
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Figure 4.3
The Service Order Process 

4.4.1
Service Order Tracking

Service order tracking capabilities will be provided to the PMO and to subscribing agencies. For FTS2001 the Government is able to identify the contents and status of all in-progress services orders by service, agencies, service due dates, project identifiers, by locations or by service order ID number. This information will be available for the PMO and all subscribing agencies; however, subscribing agencies will have access only to their agency specific information.

Sprint will accept and process requests to update service order records.  Sprint will update service order records at no additional cost to the Government.  Service order record changes will be accessible along with copies of completed service orders that are available to the PMO and direct-billed agency customers.

4.4.2
Service Order Escalation

Service order provisioning steps not completed on schedule automatically appear on a daily “exceptions” report and are escalated by Program Management to the appropriate manager.

4.4.3
Service Order Completion 

Service Order Tracking System (SOTS) will automatically generate a Service Order Completion Notice (SOCN) to the agency upon completion of a service order.  

4.4.4
Service Acceptance

Acceptance of service follows a specific series of events:

· New project-related service associated with transition, migration or a major implementation project, Sprint will await Government notification of the successful completion of the 72-hour acceptance test prior to invoicing for that service as of the effective billing date (EBD).

· New non-project related service being implemented other than as part of a project, Sprint understands that the Government may conduct acceptance tests.  Unless notified by the Government within the 72-hour testing period, Sprint will invoice the agency on the EBD.

FONCARDS/Travel cards

Sprint FONCARDSM/Travel Cards are sent via certified mail to the user agency by Sprint Order Administration.  

4.5
Service Implementation Management

Sprint’s FTS2001 Service Implementation Management (SIM) is the point of contact for all services.

The SIM is responsible for gathering, processing and recording all physical site survey results. The SIM has also compiled an inventory of all Service Delivery Point (SDP) customer premise equipment (CPE), circuitry, FTS dialing plans and traffic data for the existing FTS network. The SIM provides both hard copy and automated inventory system access to information regarding FTS2001 SDPs served solely by Sprint or in conjunction with the incumbent provider.

4.5.1
Site Survey Information

Site surveys provide all of the background information necessary for Sprint to provide prompt and efficient service to user agencies.  Site surveys involve collecting a significant amount of information, which is continually updated.  A telephone Site Survey is conducted on all Provisioned (dedicated access) orders by the PMO.  Sprint is responsible for the acquisition of all site information necessary to provision the ordered service, regardless of the source.  

4.5.2
Site Access

Sprint needs complete details about site access so security clearance requirements, safety concerns, and customer calling preferences can be accommodated in advance.

4.5.3
Equipment Maintenance

Complete equipment maintenance information is required for successful provisioning of long distance service. Information requirements include the names of vendor organizations that maintain connecting equipment, contact personnel and phone numbers, and individuals responsible for running premises communications cable from the FTS2001 network interface to the agency PBX.

4.5.4
Customer Premise Equipment

Sprint must know what types of CPE are installed (PBX, key systems, etc.) in order to engineer circuits that will match in-place equipment.  The correct circuit engineering ensures communications between FTS2001 network switches and CPE switches.  This information also helps avoid unnecessary changes to CPE.

If additions or changes to CPE are required, it is important to provide necessary information as soon as possible in order to expedite the ordering and installation of hardware and/or software.  Engineering information should be provided well in advance of required service dates in order to avoid delays in ordering analog or digital circuits from 




4.5.5
Access Options

Circuit termination type, quantity and number scheme information is necessary to provide the correct type and quantity of FTS2001 replacement circuits and to ensure identification of all circuits that will be removed after transition.

Sprint requires numbering within the FTS2001 numbering plan in order to program numbers into routing tables and ensure that users have long distance service following cutover to FTS2001.  Accurate dialing and routing information is necessary to prevent loss of service to some stations during transition

4.5.6
Transition of FTS2000 Virtual On-Net Services to the FTS2001 Network 

Virtual On-Net services will be transitioned to FTS2001 via the PIC process. Because there is a PIC freeze at a number of agency offices, those sites will be required to request the LEC to lift the freeze, change their PIC and then re-freeze as required.  For those sites that are not frozen, Sprint can request the PIC changes directly through a letter of agency.
PIC:

Primary Inter-exchange Carrier

4.5.7
Intra-LATA Service from Locations with Sprint PIC Carrier 

Intra-LATA service will be provided where the LEC will pass the call to Sprint.

4.5.8
Implementation of PIC changes at facilities with PIC Freezes 

Wherever there is a PIC, those sites will be required to request the LEC to lift the freeze, change their PIC and then re-freeze as required.

4.5.9
Dedicated Access vs. PIC Access

In general, it is advantageous to install a dedicated access line when the long distance traffic affects the GOS on the business line or when the long distance traffic is of such volume that local traffic would interfere with the conduct of business.  Even then, depending on a "trade off" study, it may be less costly to install an additional business line.
4.6.       Other Service Information

4.6.1
Service Delivery Optimization

Every optimization delivery will be a result of a Sprint engineer’s evaluation based on traffic pattern, traffic volume and usage duration. Sprint will also perform "trade off" studies to determine how to minimize access charges.  No optimization will be done without agency approval.
4.6.2  
Information Needed

Sprint has responsibility to gather all information needed for transition. Sprint will gather this information from various sources such as from the GSA, billing, equipment databases and the site survey process.  Sprint, working with the customer will validate any differences.

4.7
Extract Examples

The extract examples shown reflect the customer order information, tracking dates and pricing along with the originating end data for the first line item.  There are similar pages for the terminating end and for each line item on the order (See Pages 4-15 through 4-28).  Service type examples are as follows:

· Circuit Switched Service (PRI) Service Order  

· Frame Relay Service Order

· Dedicated Transmission Service Order

· Toll-Free Service Order 

· Switched Analog On-net

· Authorization Code Card Service Order 
· ATM Service Order (without PVCs).

� If service due date is not included; Sprint will assume a date that does not exceed the standard service interval for the type of service being requested.


� Government Order number is required only when using web tool to submitsubmitting service request for tracking purposes.
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