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Using Adobe Connect

We are using Adobe Connect to present this training.
Here are some tips when using Adobe Connect.

1. To do the exercises, just hold down the CTRL
key and click the ESC key, you will be able to
switch between applications

2. Enter questions for Frontier or the instructor in
the Chat section. Send the question to everyone
in the meeting.

3. Expand the presentation by clicking “Full Screen”
button

4. Provide feedback to the instructor using the
feedback button/raise hand button.
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A Overview of Virtual Front Office

A Training Objectives
A Logging In and Navigating the TA Module

A Using Trouble Administration Functions
A Creating Templates

A Creating Tickets

A Modify and Inquiring on Tickets
A Late Bonding Process

A Mechanized Loop Tests

A Question and Answer Session

April 2010 Copyright 2010 — Synchronoss Technologies, Inc.



What is Virtual Front Office (VFO)?

A Gateway between service/network providers

A Accessible via a web-based GUI

A Orders local and access services with local exchange carriers
A Submits trouble tickets to Frontier

A Performs automatic validation of service requests

A Provides secure and efficient business interactions

A Stores and maintains all service requests submitted and
subsequent notifications received
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VFO Module: Trouble Administration

A Service outage problems must be solved by technicians from both
Service Providers.
A Electronic Bonding Trouble Administration
A increases the efficiency
A helps to reduce the cost
A reduces time
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Training Objectives

A Launch the Trouble Administration Module

A Sort, Filter and Search the TA Work List

A Create, Modify, and Cancel a Trouble Report
A Use templates for a Trouble Report

A Interact with Frontier to:
A Escalate a Trouble Report
A Retrieve the Status and/or Information on a Trouble Report
A Verify Repair
A Discriminate between different Attribute Value Changes
A Transmit a Mechanized Loop Test
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Logging Into the
Trouble Administration Module
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() Login
Please Login
User Name
Password
Module TA >
Change Password ]
. Login

Powered by éSYHth

Technologies Inc.

April 2010

A Browse to VFO URL.

A https://<host
name>:<port number>

A Enter User Name.

A Enter Password.

A Select TA Module.

A Click Change Password.
A Click Login.
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Change Password

& Login

Please change your Password

Old Password
New Password

Confirm New Password

&3 Update Password I

Powered by Egswwhms

Technologies Inc.

A Enter Old Password.

A Enter New Password.
(May not exceed 16
characters)

A Reenter New Password.

A Click Update Password.
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Change Password (continued)

SUCCESSFULLY UFDATED FASSWDRD

A Login, as usual, with

@& Login
the new password.
Please Login
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Allow Pop-Ups from VFO

A Click internet menu Tools > Pop -up Blocker.

a ¥FO - Order List - Microsoft Internet Explorer
File Edit Wiew Favorites | Tools  Help

Mail and Mews =1 =, 33
Turn 2ff Pop-up Blocker

Pop-up Blocker Settings. ..

Qe - ) - %] s

Address [ https:fivFo frontier,  Manage Add-ons...
Synchronize. ..

I ; Windows Update
O—n I I Diagnaose Canneckion Problems. ..
Communid Send ko Bluetooth Device. ..
ORDER k Slin Jeivs Lalrsisle \TE . ADMINISTRATION

Internet Cpkions., ..

Order List

A If Turn Off Pop -up Blocker is grayed out, then no action is required.
A If not, click Pop-up Blocker Settings...
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Turn Off Pop-Up Bl ocker ( Cont.

A Enter the URL for VFO.

Pop-up Blocker Settings
A C“Ck Add 5 Exceptions

A H Pop-ups are cumenthy blocked. You can allow pop-ups from specific
A C“Ck C|OS€ 5 Web sites by adding the site to the list below.

Address of Web site to allow:

Alowed sites:

10.104.146.146 -
10.104.146.160

10.206.138.204

05210
10.5.2.215

17216.2.14

172.16.66.140

152.168.2.42

1592.168.2.43
197 1RR 7 45 v

Motifications and Filter Level
Flay a sound when a pop-up is blocked.
Show Information Bar when a pop-up is blocked.

Fitter Lewvel:
Medium: Block most automatic pop-ups w

Pop-up Blocker FAQ
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Navigating Web VFO
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Order List Links

P

Displaying results 1-1of 1 results

é— | TA ¥ |[LAUNCH] HOME | ABOUT T MELP | LOGOUT
Technologies Inc. Powered by ém
TICKET N\ MLT SEARCH TEMPLATE v & 2
MWork List
v Customer
Creation Last TP Agent Trouble Last
Icon ID : g Network ID State Status Trouble : : Trouble Type
Time Update R Ticket Assignment
eport 1D
Number
o 00 100 TR ILEC-TAXI Newy New 1 1 Bad ERL
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Order List Links

£ yrme———— ) HOME | ABout | HELP | LOGOUT
;2 A Vit Fxot s, Biohnom Mot

[ B g LT 25,95 50 001 Lot L ootz ober A tankmatiot "

Ve
VFO™ Redeose 11,305 A_I l I l
Copyright © 2008 ome

Virtual Front Office

A Takes you back to the Order List

Instalation Date @ 2008-04-22 15:32:18.452

- N from anywhere in the application.
_____ : e e AAbout

/~ Topframe Document - Windows internet Explores J@IE A Opens the AbOUt BOX With

RHEUREIED e = information about the application.

;E%gmm /Help
— A Opens the On-line Help System.
S Lo ALogout
VFO User Guide A Logs you out of the application.

Fhtp iz
]

¢ & et R 100% -
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Order List Menus

A Hover the mouse over each tab to display the dropdown menu.

1A
Technoiogies Inc.

TICKET [ MLT . SEARCH . TEMPLATE Yz
Create Trouble Report \ \ \
Add Trouble Info Create MLT Request | —
Cancel New Trouble Reports Search
Create As Back to Trouble Reports Search T
Escalate Time Last TP Update Net{New TA Messages Search AsantXecubla ble Ticket
Force Close Back toc TA Messages Search New Create Trouble Report her

S : MNew Add Trouble Info
Modify Attributes L27PM 042200804:28PM  FRP [NeW MLT Search el | R
Retrieve Trouble Info Back to MLT Search -

- 118 PM 04/22/08 04:18 PM FRP e Epair Mew Escalate
Retrieve Trouble Status New ECCKT Search N Modiy Achites
Verify Repair Completion I:S4PM  04/07/0801:54PM  FRP |Back to ECCKT Search Epair tadiigsont (8 i
x - . New Verify Repair Completion
Change Assignment 1:51 AM  04/04/08 11:51 AM  FRP New lew R0 Tarinlats Saakch
Bulk Change Assignment
.g“:- g —wo—=—0.45 AM £4/03/08 10:47 AM FRP Open Active  Reguest Repair Back to Template Search
& 1181 04/02/08 10:41 AM 04/02/08 10:43 AM FRP Open Active  Reguest Repair OP-000000000088 1224
= jalnl
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Using the Work List
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Sorting the Work List

A Click the header of a column to sorts the work list by that column.

A Click the header a second time to reverse the sort order.

g TA - |LAUNCH HOME | ABouT | HELP | LOGOUT
. Powerad by W
TICKET NoMT "\ SEARCH . TEMPLATE . ADMINISTRATION S YE
Work List
B Agent Trouble CIEiTItE Last
Icon ID Creation Time  Last TP Update Network ID State Status 9 Trouble Ticket . Trouble Type
Report ID Assignment
Number
@y sy 12730007 11:46 PN 1231007 1206 AM  ILEC-WIG Cleared 3':;;2‘;;;‘:“'"9 Cust WILHL162016-55 Wisor Call Watting
@ sssn 04/03/08 05:08 PN D4/03020522PM  ILEC-WIG Cleared 3':3;2‘:;;‘:“'"9 Cust WGAGHS4494 3200  custtrfdi-ali Can Not Be Heard
@8 g3 06/27/08 08:42 AW DS/ZTNS 0917 AM  ILEC-WIG Cleared E{':ﬁ%iitf;‘:am"g Cust WGAGI94494 06271  custirfd1-al-0627-1 Can Not Be Heard
o O e1a2 06/27/08 09:21 AM  07/02/0801:43PM  ILEC-WIG New 3':;;2‘;;;‘:“'"9 Cust  \yGAGIH94494-0627-1 custtrfdi-al-0627-LTB Can Not Be Heard
. 07/04/08 04:01 P 07/04/080431PM  ILEC-WIG Cleared 3':;;2‘;;;‘:“'"9 CUSt  \GAGI04404-0704-1  custtridi-al1 Can Not Be Heard
i 0530407 11:56 PM VZL Deferred New 12345-11235 Call Transfer Problem
. DB/0B/0T 05:46 P 0B/OBIOT 06:24PM  ILEC-WIG Closed Closed Out ILEC-WIG-2116 Wisar Call Watting
c 0B/09/07 02:4T P 0B/0SIOT 05:43PM  ILEC-WIG Closed Closed Out ILEC-WIG-2120 233433434 Call TraceNot Working
. 08/07/06 03:32 P ILEC-WIG New New BIXKHGSI2987ANSW  Wisor0807 Dead Data Circuit
. 08122406 02:4T P ILEC-WIG New New 57734 111111111 ANI
Displaying results 1-10 of 194 results
Total Humber of Pages: 20
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Transaction Status Icons

Not currently being worked
(New, Rejected or No Response)
@ Response Required

-J Completed
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Action Icons

? Filter Records E Submit |
Transaction
I-. I E l VISET R EUe) ?B Go to Work List
x| \ Refresh Screen
=
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Filter the Work List

A Click the Filter Icon
Click the Filter Ico N

TA v |LAUNGH HOME I\qom | HELP | LoGOUT
Synchronoss 0. e é 2

Technologies Inc. Aty
TICKET N MLT “. SEARCH “. TEMPLATE “. ADMINISTRATION T4 @ @
Work List
¥ Last TP Agent Customer Last
lcon ID Creation Time Network ID  State Status Trouble Trouble Ticket . Trouble Type
Update Assignment
Report ID Number
12421 10/20/08 04:24 PM :’MA U 5 West g?r:e Screening US-West-2017 custtrdi-al-1 ANl Problem
1 UL 12402 10/20/08 04:18 PM U 5 West New New test-taNew custtrfd1-all-1 AMNI Problem
i 12334 10/6/08 04:17 PM ;:Jrafuﬂ U 5 West E\E’xe Screening US5-West-1035 custtrfdi-al-1 AMNI Problem
i 12303 10/16/08 03:28 PM ;;J:‘I&WM U 5 West E\E’xe Screening US-West-1034 custtrfdi-al-1 AMNI Problem
[l 12284 10/M6/08 03:24 P U 5 West New New test0000 custtrfd1-all-1 AMNI Problem
¢ [l 12285 10M6/08 03:21 P U 5 West New New fdfdfd fdf custtrfd1-all-1 AMNI Problem
T |:|[| 12245 10/16/08 03:18 PM U S West New New test-1000 custtrfdi-al-1 AMNI Problem
. |:|[| 12227 10/18/08 03:11 PM ILEC-WIG New New test-cmip custtrd1-all-1 ANl Problem
c .
i 12202 10/M5/08 04:44 PM :Ww ILEC-WIG E\E’xe Testing vfo11414-ML200  custtrid1-al-1 AMNI Problem
i 12189 10M3/08 10:13 PM W ILEC-WIG Efur::d Closed Out vio11414-ML100  custtrfd1-all-1 ANI Problem

Displaying results 1-10 of 285 results
Total Number of Pages: 29
ResultPages:lEBdEﬁFEBWP

April 2010 Copyright 2010 — Synchronoss Technologies, Inc.




h-

onher

Communications

Filtering the Work List

A Select the fields you wish to filter the work list by.

Work List Filter

Age in days Uszer Metweark 10 Auto Refresh Interval
v “ R

State:

[ a0 I Cleared | Clozed | Deferred | Dizabled | Force Clozed [ Late Bonding | Mew [ Open active | Gueusd

Status
[ a [ Back Order [ Bulk Dispatched Out [ Cable Failure
[ Canceled Pending Dispatch Compl [ Canceled Pending Test Completion [ canceled Pending YWark In Progress [ Clearad Auswaiting Cust Verification
[ Cleared Cust Advised [ Cleared Cust Not &dvised [ Clozed Out [ Clozed Out By Cust Reg
[ Closed Out Cust Deniesd [ Clozed Out Cust Verified [ Craft Dispstched [ Dispatched In
r Dizpatched Cut [ Mewe [ Mo Access Cther r Criginating Equip Failure
r Pending Dispatch r Pending Test r Preassigned Out [ Refer Mtce Center
[~ Refer vendor r Request Repair r Screening [ Start Delayed Mce
[ Start No Access [~ Start Repsir [ Stop Delayed Mice [ Stop Mo Access
[ Tech Lett Ste [ Tech on Site [ Temporary OK [ Testing
[ Trouble Escalated
| Apply | | Reset | | Close |
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Filtering the Work List

State Status State Status

Open/Active screening Deferred noAccessOther
Testing startNoAccess
dispatchedin stopNoAccess
dispatchedOut startDelayedMtce
startRepair stopDelayedMtce
pendingTest Cleared temporaryOK
pendingDispatch clearedCustNotAdvised
requestRepair clearedCustAdvised
referMtceCenter clearedAwaitingCustVerification
referVendor Closed closedOut
canceledPendingWorkinProgress closedOutByCustReq
canceledPendingTestCompletion closedOutCustVerified
canceledPendingDispatchCompletion closedOutCustDenied
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Overall Process

Cleared Closed

A 4

A 4

Typical Flow Open/Active
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Searching the Work List

1 1 L-" A
New Trouble Reports Search A Search tab

Back to Trouble Reports Search A Trouble Reports
Mew TA Meszages Search A TA Messages
Back to TA Me=zzages Search A Back to...

New MLT Search

Back to MLT Search
New ECCKT Search
Back to ECCKT Search
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Trouble Report Search

A Used to search query data
A Agent Trouble Report ID = ILEC’s Ticket #
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