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Virtual Front Office Training Guide
This training guide is used to train new users on the Virtual Front Office applicationôs Trouble 

Administration functions.  The top of the page is the presentation pages for the users.  The bottom of 

the page are notes to the leader.  Example of the actual dialog that can be used are shown in italics.  

Other notes and leader suggestions are straight text.

Leaderôs Notes:

Welcome the participants and introduce yourself.

ñWelcome to Frontierôs Virtual Front Office training on Trouble Administrator.  

This training guide is to be used before training to prepare, during training for support, and after 

training as a refresher.ò
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Review the webinar software being used.

ÅYou will need to leave the Webinar to do the exercises.  You can click the URL link or hold down 

CTRL and ESC key to view the Start menu and open Internet Explorer.

ÅQuestions can be entered in the Chat section.  Also use this to enter questions you want follow-up 

on after the training.

ÅFeedback can be provided to the instructor using the ñraise handò icon at the bottom of the left side 

of the screen.

ÅYou can view these panes on the left or select to view full screen.  You just need to click this icon 

again to move back to view the panes.  
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Leaderôs Notes:

Review the agenda.

The start of this training will be spent going over the training ground rules, reviewing Webinar 

functions, the general VFO application and the training objectives. Then we will review the Trouble 

Administration functions.

We will finish with a Q&A session.

After this training you may have additional questions.  One place you can get answers is the Frontier 

website.  Another is using the application Help system.
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Leaderôs Notes:

Virtual Front Office (VFO) provides a mediated access gateway between industry local/access 

service customers and service/network providers, enabling secure and efficient business (ASR/LSR) 

interactions as well as trouble administration.

Its capabilities include those elements fundamental to cost-effective communication: 

Å Interface Management

Å Business Rules Validations
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Leaderôs Notes:

In case of a service outage where the fault lies in the part of the network that belongs to Frontier, the 

problem must be resolved in cooperation with technicians from both Service Providers.  Electronic 

Bonding Trouble Administration (TA) facilitates the process for sending Trouble Tickets to various 

Trading Partners. TA is the mechanism that increases the efficiency of the interaction between the 

two Service Providers.

The key efficiency gains are realized through elimination of inefficient and error prone use of phone 

calls to exchange information. Through TA, cross jurisdictional trouble reports can be created 

electronically and all interaction required for resolving the problem also occurs electronically. TA 

helps to reduce the cost to resolve problems. Service outages are fixed faster, which is essential to 

meet stringent Service Level Agreement (SLA) requirements. 

The reduced time to restore service also lowers the revenue impact of service outages. End-to-end 

flow-through increases operational efficiency and the uniform interface provided by SynchronossTA

simplifies the process of handling Trouble Reports with multiple Trading Partners.
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Leaderôs Notes:

Review Objectives.

By the end of this training you should be able to:

ÅLog into the application

ÅFind Trouble Tickets created.

ÅCreate new trouble tickets

ÅUse templates to create or modify tickets

ÅWork with existing trouble tickets
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Leaderôs Notes:

In this first section we will review the log in procedures.  You will also see how to change your 

password, and ensuring all portions of the application are viewable through your browser.

I am going to walk you through this section using the application.  You can follow along with your 

handout of the application.
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Leaderôs Notes:

You must use the User Name and Password provided by your system administrator.

Log on using the following steps in the VFO application.

1. Browse to the location of Web VFO by entering the following address in the Address 

field: 

http://<host name>:<port number>

2. Enter a valid name in the User Name field. 

3. Enter a valid password in the Password field. 

4. Click the dropdown arrow in the Module field.

5. Select the TA Module. 

6. Click the Login button.
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Leaderôs Notes:

Use the following steps to change your password and discuss the steps.

1. Enter a valid name in the User Name field. 

2. Enter a valid password in the Password field. 

3. Click the dropdown arrow in the Module field.

4. Select the TA Module.

5. Click to check the Change Password checkbox.

6. Enter the old password in the first field

7. Enter the new password in the second field. This can be any combination of values and may not 

exceed 16 characters.

8. Reenter the password in the third field.

9. Click the Update Password button.
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Leaderôs Notes:

To login with the new changed password, simply enter it into the password field as part of the login 

process.
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Leaderôs Notes:

As mentioned earlier, the system uses pop-up windows at various points.  Depending on the security 

level of your browser, you may have issues with the application when it attempts to display a Pop-Up 

window.  

To prevent these issues, we recommend that you tell the system to allow pop-ups for this application 

the first time you log in and attempt to use it.  You will need to repeat this process if you switch to 

another computer.  You will also need to repeat this when you log into the production environment.

On the browser menu bar, click Tools and then select Pop-Up Blocker.  If Turn Off Pop-Up Blocker is 

grayed ïout then no action is required.  If not, click Pop-Up Blocker Settingsé 
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Leaderôs Notes:

Enter the URL for the VFO application and click Add.

The URL is added to the Allowed sites box.

You can then click Close.
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Leaderôs Notes:

Demonstrating with your computer.  Provide page numbers as you go from topic to topic.

Now that we are logged in, we have a secure password, and the system will no longer block any of 

the application screens, we are ready to review the basic navigation of the Trouble Administration 

module.
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Leaderôs Notes:

We are going to review all components of the Home page.  We will review the Work List, the menu 

tabs, starting with the links in the upper right corner.

To the left of the links is a Launch button and drop down box with all the modules listed.  This lets you 

move from one module to the next without logging off and back on.
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Leaderôs Notes:

The home page displays links in the upper right corner of the screen.  The links are:

ñHomeò which returns you to the main page 

ñAboutò which links you the version of the application and shows who is logged into the application.

ñHelpò which links you to the online user guide.

ñLog outò which should be used when you are finished with the application.  This tells the system you 

are no longer working with the application.
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Leaderôs Notes:

Virtual Front Office uses tabs for most of the major navigation.  These tabs do not need to be clicked, 

only hovered over.

When these tabs are hovered over, they will display a series of options to the user.  By clicking on 

one of these options, users can begin a new process.

The Ticket tab allows users to create trouble reports, add trouble info, cancel tickets, use current 

tickets to create new ones, escalate, force close tickets, modify attributes, retrieve info/status, verify 

repair completion, and change assignment of tickets.

MLT is used for Mechanized Loop Test.  This is used to determine where the issue is with the line.

Search is used to locate tickets, responses, MLT transactions.

The template tab lets you create templates of different functions you can perform in the system.
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Leaderôs Notes:

The Work List page displays all of the tickets entered into the system. Each line represents a 

particular ticket.  Next to some of the tickets are icons.  These are used to alert you to particular 

statuses of the ticket.  In this section we will review:

Åhow to work with the work list, 

Åthe status icons,

Åaction icons

Åhow to filter the work list

ÅThe different statuses and states the ticket may go through.
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Leaderôs Notes:

The Work List shows the Ticket ID, Time and Date Created, Network ID/which identifies Frontier, 
State of the ticket, Status of the ticket, the Agent Trouble Report ID, the Customer trouble Ticket 
number, the last tech assigned to the ticket and the trouble type.

Each of these headers can be clicked to sort the work list by that data.  You will see an arrow 
pointing up or down next to the column heading depending on how many times you click the header 
text.

Click the column headings to demonstrate.

The links on the ticket takes you to additional details.

ID -Trouble Report Detail ïWhat was entered and submitted for this ticket.  To access the series of 
transactions sent and received, there is a history tab.

Last TP Update - Trouble Report Message History, you can also view this detail by clicking the radio 
button and selecting the history icon.

Click the links to show the information.  Demonstrate the history from the ID link.

Return to slide presentation for lead into icons.  Show the icons listed on this page.
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Leaderôs Notes:

Review the icons and there meanings.

Double Gold Vertical Bars

Ticket is in "New" state. A ticket will be in the "New" State when it has been sent, but did not receive 
a "Create Response" from the Trading Partner, or received a "Reject Response". The ticket can be 
corrected and sent again by clicking on the radio button next to that ticket and choosing the ñForce 
Closeò option and then selecting "Create As" option from the "Ticket" dropdown list.  Frontier 
responds in seconds that it has received a ticket.   

Flame

Ticket needs attention. The ticket has received a notification from the Trading Partner that requires a 
response, or the ticket needs some other attention.

Green Check Mark

Ticket has been "Closed" The repair was successfully completed and the ticket has been closed by 
the Trading Partner.
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Leaderôs Notes:

There are three action icons on the Work list and two others that are used on other 
screens.

On the work list you will see the:
Funnel which is used to narrow the records displayed on the work list

Open Book which is used to list all the transactions processed on the ticket and 
view response details.

Green Arrows in a circle is used to refresh the work list so updated statuses are 
shown.

When you are working with a new request, you will see an icon that looks like a 
running person,  This is used to transmit the ticket or request.

When you navigate away from the work list there is an icon to return you to the list.  
This is two boxes with a line connecting them.

We will work with these icons as we go through the training. 
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Leaderôs Notes:

We have discussed the funnel as the icon to narrow the work list results we will look 

at how this is none now.

Before we look at the filtering screen, I want to point out the tickets that are shaded 

green.  This is used to show the age of the ticket.  New tickets show up green for 

the first 10 minutes, then change to an orange color for another 30 minutes and 

then change to red for an hour, after which the shading disappears.

The idea is that you should have response before the shading disappears.

You can also filter the records based on the age of the tickets.  Just click the Funnel 

icon to open up the filtering window.  There are many ways to filter.
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Leaderôs Notes:

The top row of the filter is used to setting up the number of days a ticket has been 

created to display, the user, the Network ID, and the auto refresh interval.  Be 

careful not to make the refresh too often or it will be harder to work with.

The next row is for the States and the bottom is for the statuses.

Letôs look at these values a little closer.
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Leaderôs Notes:

This slides shows the relationship between the State and the Status.  There are five 

main states a ticket can be in.  Ideally it starts off in Open/Active, goes to Cleared, 

and ends in Closed.  However it may be deferred along the way.

You can see from this slide the detailed statuses available to give you more 

information on the ticket. The Red statuses are not supported by Frontier. 

Switch to the application and demonstrate using the Filter.  Filter to view TAôs 

created by your user ID. (Make sure you create at least one before the training.).
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Leaderôs Notes:

You can see from this slides a brief description of the statuses supported by Frontier 

during the normal ticket flow.


