[image: image1.png]



Section 7

Support Systems
7.0
Overview 

Sprint's automated support systems play a major role in providing and maintaining FTS2001service quality. These systems link Sprint's Customer Service Office (CSO) and GSA’s Program Management Office to Sprint FTS2001 databases – providing timely, accurate and readily usable administrative and operational information.

The automated systems described in this section comply with FTS2001 contract requirements, as follows

· automated systems for the administration of FTS2001 service orders;

· an automated system and procedures for handling FTS2001 agency trouble reports;

· an automated system for collection, aggregation and formatting of billing and accounting information for FTS2001 services;

· a data system that satisfies requirements for the provision of administrative and operational data.

The FTS2001 Contract mandates the GSA and major subscribing agencies be provided access to selected support systems. Five applications may be accessed by GSA: E2, Customer Hierarchy and Reporting System (CHARS), Major Account Facilities (MAF- FANASD Facilities), Network Status and Monitoring System (NSMS), and Service Order Tracking System (SOTS).  FTS2001 agencies may order access to CHARS, MAF and E2.

The remainder of this section provides descriptions of the five systems and outlines agency hardware requirements for support system access.

7.1
E2
The FTS2001 Network is routinely monitored to provide performance data needed to effectively manage the network and its support services. Sprint's network monitoring capabilities anticipate and identify potential problems, and thus help ensure optimum network performance.  Data for measurements and evaluations is gathered from several sources for reporting to and response by Sprint's Network Operations Control Centers and management personnel.

Sprint's E2 system compares actual operating data and administrative results against established baseline performance standards. Sprint monitors its network by these performance standards, which meet or exceed FTS2000 performance requirements

7.1.1
Performance Standards

Both Sprint's CSO and the GSA utilize the E2 system to measure FTS2001 performance against two major baseline standards:

· Grade of Service/Availability - This standard is used for usage-based services defined in terms of percent blockage.

· Customer Service Performance Requirements - These standards have been established to help ensure that both Sprint and the FTS2001 CSO are providing effective and efficient service and are promptly resolving troubles and complaints. Compliance with these requirements is measured against performance in three areas: service order confirmation and completion, trouble status notification and closure and complaint resolution time

7.1.2
E2 Subsystems

Data used to update the performance indicators maintained by the E2 System are drawn from a number of systems, including Sprint’s Customer Service Support Systems.  These systems provide customer service performance data stored in Sprint's Event Status Database.  Trouble and complaint statistics are obtained from Sprint's Trouble Reporting Systems. Sprint customer information/management and provisioning systems provide service order status and statistics.  Customer notifications are entered and tracked directly in the E2 System.

The E2 System processes performance data received from subsystems and compares the results with established FTS2001 standards

.

7.1.3
E2 Databases

Sprint's E2 System maintains two major databases:

· Network Performance Database - This database stores network and feature performance data such as grade of service, availability and answer time.

· Event Status Database - Sprint's Event Status Database contains customer service statistics such as service order status/notification, confirmation and completion statistics, user trouble status notification, closure statistics and user complaint status

7.2
Customer Hierarchy and Reporting System (CHARS)

All large organizations have billing structures or hierarchies, which are used to manage finances.  CHARS, an integral part of Sprint's customer service support system, is a customer database that records a hierarchical representation of FTS2001 agency organizations for invoicing and reporting.  CHARS serves as the focal point for all customer-related information.  CHARS requirements are customer hierarchy and billing information.

· Customer Hierarchy Requirements - This data is used to manage basic information such as agency names, addresses, telephone numbers and key personnel.  There are multiple levels: GSA Consolidated, Agency Summary, Agency-Hierarchy Summary and Agency Location Summary.  These levels are further defined in Section 8, FTS2001 Billing and Invoicing.

· Forecasting Requirements - CHARS provides the hierarchy invoice reporting information used to forecast customer services.

CHARS is designed to provide agencies with the invoice and reporting information necessary for efficient management and control of telecommunications resources and costs.

7.3
 Major Account Facilities (MAF)

Sprint's MAF is primarily an on-line system designed to maintain network and customer location inventories. Sprint customer premise equipment data originates with location inventories.  Customer location inventories include all trunk groups and the local access circuits tied to them. Also included is the customer equipment housed at each location.

Each of the network interconnections (switch and inter-machine trunks) may be referenced in MAF and complete profiles and status may be displayed.

7.4
Network Status and Monitoring System (NSMS)

The Network Status and Monitoring System (NSMS) provides the CSO Status Center personnel with information about alarms, circuits and sites on the switched network. This information is useful in monitoring the FTS20001 Circuit Switched Service (CSS).

The NSMS allows the CSO personnel to view switched network information, but does not permit them to modify databases or control the switched network.

7.5
Service Order Tracking System (SOTS)

The Service Order Tracking System (SOTS) is a stand-alone database system designed to manage and track all service orders, from the initial request to completion of installation and billing.  SOTS supports Sprint and GSA personnel in Herndon, VA, Kansas City, MO, Fairview Heights, IL, and Atlanta, GA.

The SOTS application provides support to organizations within Sprint Government Systems Division (GSD). Processes supported include:

· Order preparation

· Installation 

· Billing

· Service acceptance  

· Customer (CSO) approval

The Sprint CSO utilizes SOTS to:

· Manage the customer order and billing information;

· Receive status reports on jeopardies, operations and performance.

· Approve / reject the FTS2001 order package and receive status reports on operations and performance.

7.5.1
SOTS Subsystems and Databases

Data used to update the SOTS application is drawn from a number of systems relating to customer information, management and provisioning.  SOTS processes and stores information received from the subsystems.

The SOTS database provides the following:

· entry of customer order information;

· entry of the service request;

· ability to approve or reject the service request/order;

· ability to view the service order and track provisioning;

· creation of the Service Order Completion Notice (SOCN);

· establishment of the Begin Bill date;

· creation of pre-defined reports for two major categories:

· performance;

· operations.

7.6
Customer Accessible Tools

7.6.1
Web-Accessible Support Tools

Sprint’s implementation using web-enabled software for customer access provides many advantages. No special software is needed to access the information; a standard web browser such as Netscape can be used. No special hardware is needed; existing systems can easily be used. With the Netscape web browser, the user can fill out service requests on-line. If preferred, the user can also downlink the service request templates for completion offline. The completed templates can then be faxed or e-mailed back to Sprint for order processing.
Access to Sprint’s customer management systems is controlled via User ID/Password. Designated Agency Representatives (DARs) will coordinate agency password requests with Sprint. Using the hierarchy codes and functionality requested by the DARs, Sprint will limit access to the appropriate agency and type of information (trouble tickets, billing, etc.).  Sprint supports the Government’s goal of providing more information and simplifying the ordering process for the agency users.
Sprint will provide a web-based interface to the customer management systems under FTS2001. This will allow registered users to access a variety of information as well as enter service requests. Web browser software will provide access to the following customer operational and administrative data:

· Web Interface Service Request (WISR)  NOT AVAILABLE YET
· Automatic Price Quotation System (APQS)
· Report Repository

· Ad Hoc Reporting System

· Transition, Migration, Implementation Database (TMID)
· 
· 
· 
· 


The Web Interface Service Request (WISR) is an online utility used to submit new requests to Sprint and to monitor the acceptance status of orders.  Order forms may be filled out and submitted using any one of the following four processes:
· Online Request

· Download Templates, complete, and submit via e-mail attachment

· Download Templates, complete, and submit via fax

· Phone Orders; followed with hard-copy submittal via postal service

Sprint’s Automated Price Quotation System (APQS) provides the customer with access to on-line pricing information. The system is comprised of various screens by service category and/or feature. The system allows for entry of key search parameters, such as NPA-NXX, contract year, desired transmission speeds, etc. to provide immediate on-line pricing information. The agencies can print and use this information for order and/or budget preparation. Sprint does not currently provide like functionality to its largest commercial customers.

Training will be given to the DARs as part of the initial FTS2001 training series. It will provide how to do price quotes to submitting the order. It will be Web accessible through standard Web browser software. There is no charge for using this tool.

The Report Repository is an online utility build to display text files \ reports via the Internet.  All Report Repository information currently falls under the following five functional areas:
· Trouble Reporting

· Billing

· Service Order Tracking

· Disputes

· Performance and Other

The Ad Hoc Reporting System is an online utility to provide electronic access to data as well as flexible Ad Hoc query capability upon the data.  It will support all ad hoc queries of the Customer Operational and Administrative Data (COAD) including:
· Service Order Tracking Data

· Trouble Reporting Data

· Billing/Dispute Data

· Transition, Migration and Implementation Data

· Number Administrative Data

· Performance Data for Service Orders and Trouble Reporting
The Transition Migration Implementation Database (TMID) is used to monitor and track voice and data services transitioning to, migrating to, or implementing under the FTS2001 contract.  The information contained in the database can only be accessed by Sprint, the General Services Administration (GSA), agencies, and sub agencies identified by GSA.  Access of the information is determined by the authorization approval of the user.

7.6.2
Agency Access

Hardware and interfaces for CSO administrative and network workstations are identical to those used by Sprint's CSO to perform similar functions.  CSO workstation security systems tailor access and processing capabilities to an individual’s authority level.

In CHARS, PMO will have inquiry-only access to the hierarchy information relating to that particular agency and its sub locations (i.e. addresses and the like).  If a particular agency shares a location with another agency, the primary agency to which the bill is sent will have access to the shared Location Inquiry Screen.

In CHARS, PMO will not have access to the following:

· Billing information including:  pre-paid credits, and post-bill disputes.

· Any reporting capabilities.  Since information on FTS2001 reports is not currently partitioned by agency, agencies cannot generate optional reports, nor be set up through express delivery to receive automatically generated reports.

In E2, an agency will have inquiry-only access to four service order transactions and three trouble reporting transactions that are agency specific.  An agency will not have access to any reporting capability in E2.

In MAF (FANASD Facilities), PMO will have on-line, inquiry-only access to information.  There is currently no partitioning in MAF Facilities.
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