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Task Description(s): Develop procedures for trouble-shooting end-user technical problems related to the TPIA service.

Conclusions:

General

This report sets out a standard process for trouble-shooting ISP end-user technical problems.

If the ISP has determined that the technical problem does not originate from the ISP's installations or equipment, or the equipment of its end-user(s), then the following process for trouble-shooting ISP end-user technical problems is proposed:

1. ISP uses business interface to request the CNO's CSG to open a trouble ticket.  The request to open a trouble ticket should include the following information:

(a) ISP name

(b) ISP agent name and contact information (telephone number and e-mail address)

(c) Subscriber identification (name and civic address)

(d) Text description of the problem

(e) Text description of diagnostics and results which indicate that the fault is with the CNO

(f) Time and date of discovery of the problem

2. The CSG will open a trouble ticket.  The trouble ticket identifier will be forwarded to the ISP.  All future communications should reference the trouble ticket identifier.

3. The CSG will forward the trouble ticket information to a cable technician for investigation.  If the information provided by the ISP is not sufficient to permit the CNO to diagnose the problem, then the CSG shall advise the ISP that a more detailed description of the problem is required and further investigation of the problem by the CNO shall be dependent on the provision of additional information by the ISP.

4. If the CNO determines that the technical problem is not the fault of the CNO, then the CSG shall advise the ISP of this determination and mark the trouble ticket as being "resolved".  

5. If the CNO determines that problem is the fault of the CNO, then the CNO shall correct the problem.  Once the problem has been corrected, the CSG shall inform the CNO that the problem has been corrected and shall mark the trouble ticket as being "resolved".

The ISP shall verify that the problem has been corrected and report back to the CSG within five business days on whether or not the problem has been corrected.  If the ISP informs the CSG that the problem has not been corrected, then the trouble ticket will be re-opened, and steps 3 to 5 will be repeated.

6. Unless the ISP notifies the CSG that further investigation of the technical problem is required within five business days of notice from the CSG that the problem has been resolved, the trouble ticket shall be closed.  

7. The CNO may bill the ISP a service charge for work done to investigate a technical problem that is not caused by a fault of the CNO or its equipment.
Recommendations:

The HSWG recommends that the Steering Committee approve this Consensus Report which is supported by all Cable Carriers and potential TPIA service customers.

Further Activities: 

None envisaged.

Participation:

High Speed Working Group
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