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Section 6

FTS2001 Training

6.0 Overview

Sprint realizes that as the telecommunications industry becomes more sophisticated – and as everyone is continually asked to “do more with less” – training plays a critical role in assuring FTS2001 program success.  As a result, Sprint offers a comprehensive training program of telecommunications courses that provide maximum performance support to the FTS2001 agencies.  They include:

· Executive Summary Seminars

· Designated Agency Representative Training

· General User Training

· Classes designed specifically for GSA’s personnel-Administration and Operations Training

The complete Sprint customer training curricula is available to all FTS2001 users through a simplified registration.

Additionally, classes are available across the United States and can be delivered at either government facilities or commercial training rooms.  More importantly, classes can be timed to accommodate the work schedules of students.  In those instances where “off-the-shelf” training does not meet a customer’s requirements, Sprint can develop and deliver custom classes for both individuals and groups within the government.

6.1
Targeted Course Audiences

6.1.1
Executive Summary Seminars

Sprint provides an executive-level presentation that is designed as a briefing on the features and benefits of the FTS2001 Network and its services.  The executive presentation, conducted by a Sprint team, will be held at sites designated by Sprint.
6.1.2
General User Training

Sprint provides training to the general user through a non-technical course designed to train selected agency trainers.  These agency trainers will in turn instruct agency users in the use of FTS2001 services.  This full day instructor-led class describes all FTS2001 Circuit Switched Services, Switched Data Services, Dedicated Transmission Services and Video Transmission Services.  Additionally, the government trainers are instructed in:

· Coordinating with the Customer Service Office (CSO)

· Trouble reporting procedures

· Accessing the status of trouble reports/complaints

· Escalation procedures for trouble resolution

· Procedures for obtaining credit adjustment, and

· Fraud prevention, including customer premises safeguards

6.1.3
Designated Agency Representative Training

Sprint has a successful record of providing enjoyable and effective training to DARs. Since 1989, hundreds of DARs have taken Sprint’s DAR training, and found it to be one of the best classes they have ever attended.  Afterwards, DARs report a higher level of confidence in their ability to process service orders and invoices, with a lower rate of both errors and frustration.  Sprint looks forward to continuing this proud tradition under FTS2001.

Sprint provides initial FTS2001 training to DARs on Sprint’s FTS2001 service order processing , ICMS Web Tool, managing FTS2001 services and billing processes.  This training provides agency DARs with the information they require to effectively process FTS2001 orders for new, add-on, modified or canceled services and features.  DAR training also teaches DARs how to handle all aspects of the FTS2001 agency billing process.  Additionally, FTS2001 DAR training addresses how to:

· Place a service request to add, terminate or change service

· Obtain price quotes via the Automated Price Quotation System
· Modify and cancel service orders

· Obtain status reports from the service order tracking system

· Indicate service acceptance or rejection

· Submit a notice of service order acceptance or non-acceptance

· Verify billing data

· Initiate and track billing disputes

· Obtain status of credit adjustments

· Track trouble tickets via Report Repository
· Obtain Ad Hoc Queries via the Ad Hoc Tracking System

· Obtain status via the Transition, Migration and Implementation Database

· Manipulate billing data on CD-ROM via the Sprint Interactive Desktop Reporter (SPIDR)

6.1.4
GSA Administration and Operations

Sprint has designed a course with the objective of educating GSA personnel on FTS2001 services, network and administrative systems and procedures for interfacing with the Customer Service Office (CSO).

6.1.5
Supplemental Government Training

Sprint provides the FTS2001 Program Management Office (PMO) Network Users with Supplemental Government Training.  The requested supplemental training will be provided in the segments upon request by the government.

6.2
Course Information and Registration

To register for a Sprint FTS2001 course, call Sprints’ FTS2001 training registration hotline at 800 440-2387.  Please leave your name, agency, telephone number, email address, and the name and date of the course(s) you are interested in attending.  The training hotline is checked daily and confirmations for requested classes will be sent via email within three business days.   

When using the standard government training form (Number 3076) to register, please mail or fax to:

Sprint FTS2001 Training

Attn:  PMO Training Administrator

13221 Woodland Park Road

Mailstop: VAHRNA0403

Herndon, VA 20171

Fax: 703-904-2321

Please use a separate form for each class and make sure the forms are received at least three weeks prior to the class starting date.  Class sizes are often limited and requests for enrollment will be accepted on a first-come, first-served basis.  The class size must be a minimum of 8 and maximum of 30 participants.  All class applications will be acknowledged.  Directions and additional details about the course are provided prior to the class start.

To discuss specific training needs, custom training requests, course content, and location information contact the Sprint Program Management Office training administrator at 703 904-2127.

6.3
Course Tuition and Payment

Sprint will provide the initial FTS2001 training at no cost to the Government at the inception of FTS2001 service.  We will also provide appropriate initial FTS2001 training at no charge to the Government within six (6) months when new service types or features are ordered at a FTS2001 location.

Charges apply to supplemental training.  These charges include all associated training materials, except as otherwise separately priced.  All user service information materials will be provided at no additional cost to the Government.

Tuition fees are those in effect at the time enrollment is accepted.  The billing section of the registration form must be completed. Fees do not include attendee travel or living expenses.

6.4
Travel and Hotel Accommodations

Arrangements and fees for travel, hotel accommodations, and meals are the responsibility of the participant.  Participants are encouraged to book reservations as soon as possible after receiving confirmation of their enrollment.

6.5
Cancellation Policy

All cancellations must be made in writing.  Confirmed registrants who cancel within ten (10) business days of the start of the class may be subject to a service charge, but will be refunded any other pre-payments.  Substitutes may attend in lieu of the person registered, as long as arrangements are made with Sprint prior to the start of the class.  Confirmed participants who fail to attend and do not cancel are liable for the entire tuition fee.

Sprint reserves the right to cancel or reschedule any class, and will attempt to do so at least ten (10) business days prior to the start of the course.  Payments that have already been received for Sprint canceled classes will be refunded in full.

6.6
Training During the First Four Years of FTS2001

Sprint will lead the FTS2001 training program, with the assistance of the University of Excellence employees and Sprint subcontractors.  Sprint will work closely with GSA’s Program Management Office (PMO), user forums, and quality teams to continually improve the program.  And because effective initial training will play a large role in positively setting FTS2001’s direction, Sprint’s trainers will help the new Sprint marketing team make sure agencies are fully equipped to make the most of FTS2001 right from the start

6.7
On-Site Training

Whenever possible, Sprint will provide FTS2001 training at user sites or, at the Government’s discretion, within daily commuting distance of user sites.  Sprint has a network of real estate, hospitality, and conference professionals at our disposal for off-site facility assistance, and we manage over 200 Sprint training rooms across the country.  For non-domestic FTS2001 training, Sprint will address each situation with the Government on an individual basis to find the best location.   Sprint further expects to solve class location challenges through alternative delivery methods. 
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