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[INSERT CUSTOMER LOGO HERE]

A great point of reference is the Customer’s webpage.  Simply right click on an image that is appropriate, copy and paste into this section.
[INSERT SERVICE TYPE]

This document was created with both Data and Voice solutions in mind.

[INSERT SOLUTION]
[INSERT PROJECT CODE]

[PM NAME]

Project Manager

Direct: 

Cell:
Document Information

Document Intent

The intent of this document is to outline the service and support that is offered to [INSERT CUSTOMER NAME] with respect to [INSERT SERVICE]. 
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Introduction
This document is to be used as a reference guide related to My Company provided services.  

It is a reference document provided by the assigned Project Manager to [INSERT CUSTOMER NAME].

This document will provide the following information:

· Documentation of service implemented

· Moves, adds and changes order (MAC) process

· Trouble resolution and escalation procedures

· Billing

The information outlined in this document does not replace contracted terms.  

For any Service Level Agreement specifics, please reference the contract proper.
Services Implemented

Data
Description
The following services are discussed and supported in this document.
Describe the data service being provided. Copy deliverables from Project Plan

Scope

Copy from Project Plan with Change Management references. 
Voice

Description

The following services are discussed and supported in this document. 

Copy from Deliverables in Project Plan

Scope

Copy from Project Plan with Change Management references. 
Management of Services

Event Management 
[INSERT CUSTOMER NAME] are required to contact the Help Desk.  Fault tickets will be created for all faults reported to the Help Desk by a designated My Company customer contact.  Tickets are created as soon as the fault is recognized.  Tickets are updated throughout the life of the fault resolution process to ensure audit and escalations trails   Delivery of regular status updates will be provided to the prime customer contacts   

Change Management

Customer requests for changes to existing network elements within their network solution are tracked through all stages of implementation, from authorization through implementation to customer acceptance.  Change tickets are created for each request so that these changes can be properly managed and implemented by the operations team (Account Executive and Customer Care).

Maintenance Window

My Company reserves the right to perform maintenance services on its network on a scheduled and as needed basis.  The Enterprise Help Desk will notify [INSERT CUSTOMER NAME] regarding any scheduled or emergency maintenance required and an attempt will be made to accommodate specific customer requests on a best effort basis. 

Trouble Reporting Process

Please observe the following procedure when reporting a service trouble.  

The Help Desk will only accept trouble referrals from the [INSERT CUSTOMER NAME] technical Help Desk and not from individual end-users.

1. Call the Enterprise Help Desk @ 1-866-XXX-XXXX 
2. Provide the following information:

· Customer name 

· Identification of the circuit number or phone number 

· Description of the problem

· Time service trouble was first experienced

· Site affected (and note site restrictions such as operational hours)

· Name of the contact on location

· Telephone number of contact

· Alternate contact name & number if available

· Any other information which would help the trouble resolution

Upon identification of a service problem reported by [INSERT CUSTOMER NAME] to the Enterprise Help Desk, a trouble ticket will be issued and will include the day/hour that the service problem occurred/reported.

Service Affecting

Service affecting is defined as all situations where network access is impossible due to one or more inoperable network components.

Service Degradation 

Service degradation is defined as all situations where access is possible, but in reduced capacity due to problems with one or more components.

Service Transparent 

Service transparent is defined as all situations where Network access is possible at full capacity, but one or more components are demonstrating technical degradation or minimized efficiency.

Help Desk Escalation Guideline

Escalation Process 
The customer will be provided a status report within 2 hours or as applicable to the situation.  

Escalation shall be as follows:

	Level
	Service Affecting
	Service Degradation
	Service Transparent

	1
	1 hour
	4 hour
	4 hours

	2
	2 hours
	6 hours
	8 hours

	3
	3 hours
	8 hours
	16 hours

	4
	4 hours
	16 hours
	32 hours


Escalation levels are in effect at all times.  The functional primes that shall be accountable for [INSERT CUSTOMER NAME] are as follow:

	Level
	Escalation Title
	Contact Name
	Contact Number

	1
	Help Desk Technician
	
	

	2
	Help Desk Manager
	
	

	3
	Service Director
	
	

	4
	Manager, Service Management
	
	


Note: Escalation to higher levels is the prime responsibility of the Enterprise Help Desk on a 24 hour, 7 days a week basis.

Escalation Process 
The individual identified at each subsequent level of escalation will be notified as soon as the previous level is reached, but will not become involved until the designated level per the table below.   
	Level
	SLA Measure
	Escalation Title

	1

	Ticket creation
Problem has exceeded  25% of SLA
	Help Desk Technician


	2
	Problem has exceeded 50% of SLA
	Senior Technician/ Team Lead

	3
	Problem has exceeded 75% of SLA

	Senior Help Desk Manager

	4

	Problem has exceeded 100% of SLA
	Assigned Service Director

	5
	Problem has exceeded 100% of SLA

	Senior Manager

Service Management

	6


	Problem has exceeded 100% of SLA

	General Manager Customer Solutions


Service Director

For any service issues that have not been resolved to the satisfaction of [INSERT CUSTOMER NAME], please contact:

Name: 

Phone: 

Pager: 

Cell: 

Email: 

MACD Activity - Data

The appropriate processes within our organization have been developed, tested and proven to ensure [INSERT CUSTOMER NAME] ongoing MACD (move, add, change, disconnect) data service needs are met. 
For new services, or any disconnects, please contact the following individual(s) within the Customer Care business office:

Name: 

Phone:


Email: 
Order Process

1. [INSERT CUSTOMER NAME] will contact the Customer Care Representative for all data MACD requests by completing the “agreed to” order template and submitting the  request via email to the MACD Queue.

2. Upon receipt of a ‘clean’ order/request, the Customer Care Representative  will acknowledge receipt of the request within 24 hours and provide a written reply with a firm due date, order number and service charges within 72 hours.

3. The Customer Care Representative will place and manage all data orders and will follow up and provide progress to [Customer Name] on those orders.

When placing an order, [INSERT CUSTOMER NAME] will ensure that the following considerations are met, as applicable, to avoid delays in order processing and installation of service:

· Equipment and cabling may be required. Customer to confirm if they or My Company will provide, and if it is the customer’s responsibility, please ensure this is in place by the requested in-service date.

· Is there a room for My Company equipment (if required)? If yes, on-site contact must provide access to that room.

· Is there a dedicated power outlet for My Company equipment (if required)?

· Is conduit available from the equipment room to the area where service is required?

· Correct on-site contact name and number (and a backup name and number) are required, both must know where the equipment/circuit is to be installed.

· On-site contacts must be are aware of the installation date and ensure site and users are ready when My Company arrives to install the service.

Customer Care Office

Orders for new voice services, changes to voice services or removal to voice services will be placed through your Customer Care Representative:

For new services, or any disconnects, please contact the following individual(s) within the Customer Care business office:

Name: 

Phone:

Email 

Order Process

· [INSERT CUSTOMER NAME] will contact the Customer Care Representative for all voice MACD requests by completing the “agreed to” order template and submitting request via email to the MACD Queue.

· Upon receipt of a ‘clean’ order/request, the Customer Care Representative  will acknowledge receipt of the request within 24 hours and provide a written reply with a firm due date, order number and service charges within 72 hours.

· The Customer Care Representative will place and manage all voice orders and will follow up and provide progress to [Customer Name] on those orders.

When placing an order, [INSERT CUSTOMER NAME] will ensure that the following considerations are met, as applicable, to avoid delays in order processing and installation of service:

· Equipment and cabling may be required. Customer to confirm if they or My Company will provide, and if it is the customer’s responsibility, please ensure this is in place by the requested in-service date.

· Is there a room for My Company equipment (if required)? If yes, on-site contact must provide access to that room.

· Is there a dedicated power outlet for My Company equipment (if required)?

· Is conduit available from the equipment room to the area where service is required?

· Correct on-site contact name and number (and a backup name and number) are required, both must know where the equipment/circuit is to be installed.

· On-site contacts must be are aware of the installation date and ensure site and users are ready when My Company arrives to install the service.

Voice and Data Order Escalation

In the event that due dates cannot be met or for other urgent issues, [INSERT CUSTOMER NAME] may escalate as follows:

	Level
	Escalation Title
	Contact Name
	Contact Number

	1
	Customer Care Representative
	
	

	2
	Team Lead, Customer Care
	
	

	3
	Manager, Customer Care
	
	

	4
	General Manager
	
	


[INSERT CUSTOMER NAME] billing solution was kicked-off in [INSERT DATE]  

Billing

This solution, as it stands, is currently maintained/monitored by the assigned billing prime.

The following contact list shows the levels of billing support that [INSERT CUSTOMER NAME]  within Bell.  

	Level 1
	SPOC Billing Rep:

Name: 

Email Address:
	

	Level 2
	Billing PRIME:

Name: 

Email Address: 
	

	Level 3
	Team Lead Billing:

Name: 

Email Address: 
	

	Level 4
	Service Director:

Name: 

Email Process: 
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