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Service Guide
AT&T Maintenance Solutions

AT&T Maintenance Solutions Service Guide


Maintenance Service Guide

Welcome to AT&T Maintenance Solutions (AMS) break-fix Maintenance Services. AMS provides your business with round-the-clock technical support for data networking and video conferencing devices.

Your confidence in AT&T to provide you with reliable and competent support is well placed. AT&T was awarded the 2008 Nemertes Pilot House Award for high-rankings in customer experience and technical services.

This Service Guide will outline AMS features and responsibilities under each specific Service description; Customer responsibilities; how to engage support; Customer Care Contacts and helpful web links. We strive to provide our Customers with unmatched Service and support and welcome your feedback.
AT&T offers additional Services and solutions to address all of your networking and Information Technology (IT) integration needs. Your company can optimize performance and realize cost savings when combining CPE purchasing from AT&T Equipment Solutions with transport (i.e., Frame Relay, ATM and Private Line), Managed Services, Virtual Private Network, Consulting and Network Integration Solutions.

AT&T’s unique combination of people, processes and technologies will keep your network and business thriving.

Thank you for choosing AT&T!

American Recovery and Reinvestment Act of 2009

The Services and Service Components provided under this Service Guide shall not be used to support the performance of any portion of a project or program which has been funded in whole or in part with grants, loans or payments made pursuant to the American Recovery and Reinvestment Act of 2009 (ARRA), without the prior written agreement of AT&T and Customer regarding any specifically applicable terms, conditions and requirements.  Customer shall provide AT&T with prior written notice before placing any order that may be funded in whole or in part with ARRA funds.  If Customer fails to provide such prior written notice of ARRA funding; or if the parties cannot agree on the terms and conditions (if any) applicable to an ARRA funded order; or if any terms, conditions or requirements (other than those to which AT&T specifically agrees in such separate writing) are found to be applicable, then AT&T may, in its sole discretion, reject such order or immediately terminate provision of any affected Service or Service Component without further liability or obligation.

Inside This Guide
Service Levels & Descriptions

Engaging AT&T Help Desk
Escalation Guidelines

Key Contacts

AT&T offers AT&T Maintenance Solutions (AMS) – Data, Video, Converged IP CPE - Service program, providing Maintenance Service for data networking and video conferencing devices (Supported Equipment).  Features include round-the-clock technical phone support, parts replacement, onsite support, network coordination, AT&T Online Asset Management (OAM) and other Services.  

Service Description (SD)
General
AT&T Maintenance Solutions provides comprehensive maintenance support for data, video and converged IP networking devices.
· Data CPE: includes routers, switches and carrier network terminating equipment such as CSU/DSU and other related devices
· Video CPE:  Video conferencing room units both stand-alone (ISDN/T1) and networked (H.323) systems
· Converged IP CPE:  VoIP solutions
AT&T Maintenance Solutions has two (2) Service Levels: OnCall Edition and Essential Edition.

AT&T Maintenance Solutions – OnCall Edition is a phone support only Service that provides Customers access to technical assistance over the telephone.  This Service is available to Customers who have devices and Software that cannot be covered under the current AMS offer (Essential and Essential Plus), for example, international locations or Services Levels unavailable at install site.  While OnCall Edition Customers have access to the AMS Help Desk, they are fully responsible for the repair and replacement of their devices and Software.  OnCall Edition is not a stand-alone product; it is a prerequisite that Customer purchasing OnCall Edition Service have an AT&T resale contract for Manufacturer-Provided maintenance on their devices and Software.  OnCall Edition Supported Equipment will be loaded into the AMS Online Asset Management (OAM) tool.

AT&T Maintenance Solutions - Essential Edition is the next level of Service that provides maintenance support to ensure network reliability and availability.  Essential Edition offers two options: Essential and Essential Plus.  Essential affords Customers access to technical phone support and hardware parts replacement.  Essential Plus provides the same support as Essential with onsite parts replacement.  Essential and Essential Plus Customers must provide AT&T remote access (e.g., VPN, Meeting Place, WEBEX or AT&T Connect) to the impacted Supported Equipment for trouble shooting and repair. Failure to provide access to the Supported Equipment may result to delays in trouble resolution.
OnCall and Essential Editions provide the following Service features:
· Technical Phone Support - provides Customers access to highly-skilled networking engineers ready to answer their Supported Equipment questions and resolve Supported Equipment-related issues.  Phone support for data and converged IP CPE is available round-the-clock and for video CPE during business hours.
- 
Online Web Ticketing – provides Customers access to AT&T Business Direct to submit low priority trouble tickets. The online trouble ticketing website provides real time status on all trouble tickets until the ticket is closed. Closed tickets are available for viewing for thirty (30) days after the date of ticket closure.  High priority trouble reports should be phoned into the help desk.
Essential Edition (Essential and Essential Plus) provides the additional Service features:
· Advanced Hardware Parts Replacement – Parts replacement is triggered when both the Customer and the AT&T networking engineer agree that parts are required to resolve the network issue.  AT&T will make every effort to meet Support Level objectives from the time parties agree on the need for replacement parts to delivery of the parts to Customer site.

· Remote Trouble Shooting Capabilities – provides remote troubleshooting of the Customer’s Supported Equipment when the Customer makes available to AT&T either an in-band or out-of-band connection to the Supported Equipment.
-
Network Coordination – provides a single point of contact to resolve circuit-related problems involving network transport circuits of AT&T or another provider. AT&T, on behalf of the Customer, will open trouble tickets to resolve network transport problems as quickly as possible.  A Letter of Authorization is required for this feature. 
· Technology Updates – provides Customers access to manufacturer’s product website and manufacturer’s information on emerging technologies.
· Online Asset Management (OAM)
Online Asset Management (OAM) application is a web-based database tool which simplifies the management of hardware maintenance inventories.   OAM provides for the tracking of asset inventories, site details, moves, changes, Return Material Authorization (RMA), and maintenance renewal dates, as well as a robust report generation capability.  
Key OAM features and benefits are: 

· OAM Support - A support team will be assigned to insure rapid implementation of and user training on OAM and to provide life cycle support.
· Comprehensive Asset Database – OAM provides a data repository for all Supported Equipment which includes serial numbers, device type, location information, maintenance expiration, etc.
· Parent/ Child Asset Tracking – Tracking of modules that are configured within a vendor chassis, making asset management and moves easier.
· Flexible Location Tracking - Each asset can be tracked by any number of location variables.  It may be possible to tailor the location tracking to Customer-defined requirements.
· Virtual Inventory – Provides for asset tracking for maintenance when the device is placed into production from a spare state.
· Data Integrity – Your data will be continuously audited throughout the maintenance term so the vendor database matches your internal database.   (Available for Cisco Supported Equipment today, other vendors will be added as available).
· RMA Tracking – RMAs will be tracked and will be automatically be updated within the vendor’s and your inventory.  (Available for Cisco Supported Equipment today, other vendors will be added as available).
· Standard and Ad hoc Report Capability – Examples of reports that OAM can produce are:
· End of Support

· Maintenance activity

· RMA reports

· Contract status

· Financial
Software Support - Provides Customers with maintenance support on Software-related issues for all Supported Equipment and/or operating systems covered under Essential or Essential Plus Service. Software downloads, patches, and manufacturer Software updates are available to the Customer directly from the manufacturer or via the manufacturer’s web site.  Customer is responsible for the installation of all Software except for ShoreTel Supported Equipment where the AMS Help Desk is responsible for ShoreTel Software downloads. If the AMS Help Desk determines a patch or new Software release will resolve a reported problem, Customer can download the release directly from the manufacturer’s web site or if required, the AMS Help Desk can assist by providing documentation to install the release and working with the Customer by telephone to support the installation.   It is assumed that the Customer contact is technically knowledgeable and can perform the majority of the work required without assistance.  If the Customer is not experiencing a Software problem and elects to install a new Software release, there will be a T&M charge for assistance from the AMS Help Desk to implement the release.  Customers with Onsite Support can request a Technician dispatch to install the Software for a T&M charge.  
Cisco Software Support - In addition to the standard Software support, the following Cisco-provided support is available for specific devices explained below.
Note: An IOS upgrade may require additional router memory.  The AMS Help Desk can work with the Customer’s AT&T account team to provide a quote for the memory upgrade and to assist with its installation on a T&M basis.   When possible, Cisco run-from-Flash routers should have the ability to store two Cisco IOS images in Flash memory and have enough DRAM to support 12.0 IOS. This facilitates the IOS upgrade with minimal downtime.  

Note: Application Software Support for Cisco (SAS & SASU or ESW & UCSS) is a separate service offering that may be purchased from AT&T with the manufacture as AT&T’s subcontractor.   SAS and SASU have been replaced with ESW & UCSS for Cisco Unified Communications family of voice and Unified Communications products (with limited exceptions).  Refer to the below Cisco link for further information:
http://www.cisco.com/en/US/services/ps2827/ps2978/services_bulletin0900aecd806098af.pdf
· Cisco IP Telephony (IPT) & other Application Software – Customer is required to purchase Essential Software Support (ESW or SAS) to receive Software maintenance support for an IPT or other application Software. This support provides access to Software patches for the current release on the Supported Equipment when the AMS Help Desk determines a patch is required to correct a Software problem.  
Customer must purchase Cisco Unified Communications Software Subscription (UCSS or SASU) to receive an upgrade to the next major release of Software; for example, CUCM (Cisco Unified Communication Manager) 6.x, to 7.  

The Customer is responsible for the installation of Software.  The Software can be downloaded from Cisco.com using the Customer’s PICA ID.  If needed, the AMS Help Desk will provide documentation required to install the patch and will work with the Customer by telephone to assist with its installation. It is assumed that the Customer contact is technically knowledgeable and can perform a majority of the work required without assistance. 
When advised by the AMS Help Desk that the latest release of Software will correct the reported Software problem, the Customer is responsible for installing this release.  Note: Customer is required to purchase similar Software support from other supported IPT manufacturers.

· Configuration Management   If the Customer requires assistance on device configurations, product capabilities, or installations, the Customer may contact the AMS Help Desk for assistance by using AT&T Business Direct.   The Customer should not use this process if there is a service outage which is impacting the Customer’s network or business operation.   Requests received by the AMS Help Desk will be handled during normal business hours (Central time) as time permits and will provide guidance relative to the request.
Essential Plus in addition to the features above offers:
· Onsite Support –provides Customers a technician to replace defective parts and to establish connection of the affected Supported Equipment to the Customer network.  AT&T will make every effort to meet Support Level objectives from time of dispatch to arrival of technician at Customer site. 
Support Levels for Essential and Essential Plus

One of the following Support Levels must be selected for the Service Level purchased.  Support Level objectives refer to arrival of replacement parts or technician, if applicable, at Customer site not to the trouble resolution. Note:  Certain Support Levels listed below are not available for all Supported Equipment.
· 24x7x4: Provided 24 hours a day, 7 days a week, including holidays, within four (4) hours, beginning when the Customer and AT&T mutually agree that parts replacement is required. 
· 8x5x4: Provided 9AM to 5PM local depot time, 5 days a week, excluding weekends and AT&T holidays within four (4) hours beginning when the Customer and AT&T mutually agree that parts replacement is required. Same business day service is provided if determination of parts replacement is made before 1PM depot time or next business morning, if determination for parts replacement is made after 1PM depot time.

· 8x5xNext Business Day: Provided 9AM to 5PM local dept time, 5 days a week, excluding weekends and AT&T holidays next business day after the Customer and AT&T mutually agree that parts replacement is required.  Next business day service is provided if determination of parts replacement is made before 3PM depot time or second business day if determination for parts replacement is made after 3PM depot time.

· ShoreTel-Specific Support Levels   AMS support for ShoreTel equipment must be purchased at the time of Equipment purchase for all equipment in the Customer’s network; that is both ShoreTel ShoreGear switches and phones.  One (1) or three (3) year Maintenance Terms are available.  Advanced parts replacement Support Level for switches is 8x5xNext Business Day and for phones is three (3) business days.  Local depot time is 9AM to 5PM Pacific Time, Monday through Friday, excluding AT&T holidays. Support Levels are provided if determination of parts replacement is made by 2PM depot time, or next Business morning if determination of parts replacement is made after 2PM depot time.  
Feature Matrix for Supported Data, VoIP, and Video CPE
	
	Product

	AMS Functionality
	Cisco
	Adtran
	Juniper
	ShoreTel
	Cisco /Tandberg  

(VHD)
	Polycom  (VHD)

	AMS Functions:
	
	
	
	
	
	

	   24 hour Technical Phone Support
	
	
	
	
	
	

	   Software and Technology Updates
	
	
	
	
	
	

	   Online Asset Management Database (OAM)
	
	
	
	
	
	

	   Online Web Ticketing
	
	
	
	
	
	

	   Network Coordination
	
	
	
	
	
	

	
	
	
	
	
	
	

	Advance Parts Replacement:
	
	
	
	
	
	

	   7x24x4 Parts Replacement Only (Essential)
	
	
	
	
	
	

	   7x24x4 Parts Replacement onsite (Essential Plus)
	
	
	
	
	
	

	   8x5x4 Parts Replacement Only (Essential)
	
	
	
	
	
	

	   8x5x4 Parts Replacement Onsite (Essential Plus)
	
	
	
	
	
	

	   8x5xNBD Parts Replacement Only (Essential)
	
	
	
	
	
	

	   8x5xNBD Parts Replacement Onsite (Essential Plus)
	
	
	
	
	
	

	   8x5xNBD Parts Replacement – Switches
	
	
	
	
	
	

	   3 Day Parts Replacement - Phones
	
	
	
	
	
	


Unsupported Equipment and Materials
Items excluded from coverage under Maintenance Services are headsets, portable telephones (cordless/wireless), answering machines, Customer-provided servers, UPS systems, power conditioners, power supplies (including batteries and chargers), intra-building distribution cabling, consumables and any Software which is at a revision level not supported by the Software licensor.  AT&T does not remove or recycle batteries.

Geographic Availability

AT&T Maintenance Solutions is available throughout the United States. Support Levels vary based on the location of the Supported Equipment. If the requested Support Level is not available in a location, the Quote, provided by AT&T, will indicate the available Support Level.

Service Ordering

Orders and any requested changes to an Order must be submitted in writing by Customer to AT&T’s designated single point of contact (“SPOC”), in the format provided by the AT&T SPOC, and must contain all information required for AT&T to fulfill such order or requested change (“Order”). Information required in the Order includes Customer’s desired maintenance start dates. 

Customer shall provide all information needed to process the order and support the Supported Equipment under contract based on the Service Level purchased. Failure to provide this information may result in delays or an inability to resolve a Customer’s Supported Equipment-related networking issue.  Customer shall provide network information, including but not limited to the following: electronic copy of the Customer network topology, network IP addressing scheme, Supported Equipment site location, site location contacts, Supported Equipment serial number, and carrier circuit information.

Service Billing

AT&T Maintenance Solutions Services are invoiced in advance after order placement.  Financing is available through AT&T Capital Services or through the Customer’s choice of financing company. Support for billing inquiries available by calling (866) 764-7267.

Invoice remittance information is as follows:

Post Office Address –

AT&T 

PO Box 5019 
Carol Stream, IL 60917-5019 
Overnight Package Address –

AT&T Wholesale ROC
Attn: CFM Processing

4513 Western Avenue

Lisle, IL 60532
Wires/ACH Payments –

Deutsche Bank 

515 Union Blvd 

Totowa, NJ 07511 

AT&T Acct # 00455777
ABA Routing # 021001033
Deutsche Bank Trust Company Americas
SWIFT CODE: BKTRUS33

Service Renewal
AT&T Maintenance Solutions Service is renewed automatically for the same Service Level, price, and Maintenance Term as the expiring maintenance unless AT&T provides changes on thirty (30) days written notice prior to expiration.  Customer may provide written notice on company letterhead with a handwritten signature at least ten (10) business days prior to expiration of the then-current Maintenance Term to terminate the Service.  In lieu of providing a hard copy termination notice, Customer may e-mail the signed letter as a pdf to m19690@att.com.     
Moves-Adds-Changes-Deletions (MACD)
· Customer shall ensure that all Supported Equipment for which Services are being provided is detailed in the AMS-supported inventory including valid serial numbers. 

· Customer must provide a Purchase Order thirty (30) days in advance to add equipment to the AMS-supported inventory or upgrade Service or Support Level on Supported Equipment.  Such revisions will be prorated from the date upon which the change is requested to the expiration date of the Maintenance Term, except for new Supported Equipment additions, which shall have a minimum support term of twelve (12) months. 
· Customer should provide thirty (30) days notice of Supported Equipment relocations and Supported Equipment component changes to AT&T via Online Asset Management.  Notification will include complete address of new location of Supported Equipment and for component changes the serial numbers of components removed or added. 
· The AMS-supported inventory will be revised via Online Asset Management for the addition of new Supported Equipment, Service Level upgrades and Supported Equipment component changes ordered by Customer. 
Customer Responsibilities
Single Point of Contact

Customer will designate a single point of contact (SPOC) for each issue and correspondence, including escalation and problem resolution. The Customer SPOC will be responsible for the following tasks:

· Assist as reasonably needed with resolution and repair of the Customer’s Supported Equipment-related network issues

· Certify the accuracy of data provided by Customer

· Provide access to AT&T representatives for scheduled onsite Service calls

· Accept replacement parts and notify AT&T of their delivery

· Provide a secure location for shipped replacement parts prior to installation

· Return promptly all defective parts that have been replaced based on the return material authorization (RMA) or AT&T instructions
Remote Access to Customer Supported Equipment
Customer will provide remote access to Supported Equipment for trouble isolation, monitoring and resolution.  Customer may satisfy this requirement by:

· providing in-band or out-of-band connection (e.g., VPN, Meeting Place, WEBEX or AT&T Connect)

· providing technical personnel onsite

Failure to provide remote access to the Supported Equipment may result in delays in trouble resolution.
Supported Equipment Information

Customer shall provide network information including but not limited to the following: electronic copy of the Customer network topology, network IP addressing scheme, Supported Equipment site location, site location contacts, Supported Equipment serial number, network circuit information and others.

Physical Access to Supported Equipment
· Customers must provide AT&T safe physical access to the impacted Supported Equipment for AT&T to perform applicable Services at the scheduled time
· Customer shall make authorized personnel available during all scheduled onsite Service calls
· Customer will provide site-specific instructions that will facilitate the AT&T field technicians to replace the defective Supported Equipment.

Advance Replacement of Hardware – Return of Defective Supported Equipment

When an advanced replacement is provided to the Customer, an RMA number is generated for the defective Supported Equipment. The Customer is responsible for the return of the defective Supported Equipment within 30 days of the date of the issued RMA. If the Customer does not return the defective Supported Equipment within this time, the Customer will be invoiced for the advance replacement unit.

Return of Defective Supported Equipment Guidelines

All defective Supported Equipment and associated components must be returned in the same working condition in which they were removed from the end user network and properly packaged to prevent damage in transit. Customer is responsible for risk of loss during transit.

Packaging

· Customer should use the original shipping box and packaging in which the Supported Equipment was delivered.
· If the original box is missing or damaged, any box that is in good condition, of suitable size, and provides appropriate structural support for the packaged device to withstand shipping
· Items should never be shipped without packaging foam, bubble wrap, or a static bag
· Crushed or damaged boxes should never be used for returning items.
· Once the defective Supported Equipment has been placed in the box, use appropriate packaging tape to seal.
· Do not use masking or Scotch tape to secure or seal packaging.
· Conduct a recheck that package is securely sealed.
· For chassis or other large units, it is very important that the item is covered and securely strapped down to a pallet.
· An unsecured or loosely strapped item can easily tip during transit, causing expensive damage and repair costs.
· Items should never be shipped without being properly boxed or thoroughly bubble-wrapped and secured to the pallet.
· Shrink wrapping Supported Equipment alone to a pallet without being boxed is not sufficient.
Shipping multiple parts

· If you must ship multiple items within the same box, be sure each part is protected in its own static bag and separated with packing foam or bubble wrap.
· The preferred method for returning items is in individual boxes.
· Items should never be returned loose and unprotected.
Labeling

· For proper credit for returned parts, it is imperative that the RMA number be written on every box being returned.
· The RMA number should also be listed on the shipper’s air bill.
· Boxes that are mislabeled or lacking the RMA number, may delay the receiving and crediting processes.
Documentation

· Keep all copies of your shipper’s air bills used to return items, for at least six (6) months.
· List the RMA number on any internal documentation or records and keep with shipper’s air bill.
· Verify that the box has an address label with the shipping and receiving addresses listed as well as the RMA number.
Charges and Fees

AT&T may apply charges and/or fees if the Customer fails to provide physical access to the defective Supported Equipment on the scheduled agreed upon time for the replacement of defective parts.

Customer Network Support Responsibilities 
Customer will be responsible for network support activities that are out of the scope of AMS, including but not limited to those listed below.

· System Administration: Customer-applied equipment configurations, Software (IOS) upgrades, network changes, system back up support, application support, and configuration settings for Windows or similar operating systems.
· Physical Supported Equipment Changes: additions or changes to Supported Equipment and physical relocations.
· Operations Administration: Customer help desk support or training, system operation training, and user training.
· Problem Resolution on or for: network issues, networking equipment alterations using components other than those approved by equipment manufacturer, operating system errors, data corruption, virus attacks, and other system intrusion errors.
NOTE: By way of clarification, for Customers with Onsite Support, AT&T will remove defective Supported Equipment, install replacement Supported Equipment, reconnect such Supported Equipment to the network and ensure the basic operating system is working.

Engaging Maintenance Support
Support Contact Information

For high or medium priority issues, call the AMS Help Desk Telephone Number: 866-960-DATA (3282)

For low priority issues, use AT&T Business Direct to submit and to track trouble tickets online.  Key features of Business Direct are shown in the graphic below.

 SHAPE  \* MERGEFORMAT 



For further information on Business Direct or to logon, go to the website below.
www.att.com/businessdirect 

AMS Help Desk Support Overview

The AMS Help Desk will respond to a trouble report either by direct phone interaction with the Customer or via AT&T Business Direct.  Once the request is received, a tracking ticket is generated, and fault analysis commences.   If the trouble reported is hardware-related, the engineer will work, using remote access and/or cooperative diagnosis, with the Customer to determine if the Supported Equipment is defective.   If it is determined the Supported Equipment requires replacement, the engineer contacts the manufacturer to ship a replacement part to the Customer’s site and dispatches a technician if the Customer has purchased Onsite Support.  The engineer oversees the replacement of the failed device and insures that operational service is restored before the tracking ticket is closed.   For a fault that is diagnosed as a Software problem, the Engineer analyzes the problem and may advise that a Software patch or upgrade be installed to correct the issue.  The engineer assists the Customer on how to proceed based on the Software support purchased.    Note that during the diagnosis of the reported fault, the engineer may identify and manage a “Network Fault” with the responsible circuit vendor, if an appropriate Letter of Authorization (LOA) from the Customer is on file.  If the defective Supported Equipment is not eligible for replacement/repair under the maintenance plan, the engineer will engage the AT&T sales representative to provide repair options and pricing.
Priority Level Definitions

The criteria for assigning priority level to an outage are defined below:

	Priority 1 (High)
	Total network outage of a Customer location, circuit, port or device

	Priority 2 (Medium)
	Operation of a Customer network or circuit is experiencing latency or degraded performance, or certain aspects of Customer’s business operation are negatively impacted

	Priority 3 (Low)
	Operation of a Customer network or circuit is minimally impacted; non-critical business operations are impacted; or, Customer has a question that is informational in nature


Escalation Guidelines for Trouble Tickets

Escalation Notification Process

AT&T’s Global Customer Service Center (GCSC) and Video Help Desk (VHD) (depending on the type of Supported Equipment) strive to resolve a service outage on a timely basis. Should delays occur, it may become necessary to escalate the trouble ticket to higher levels of management.  Escalations may be initiated by the Customer, by GCSC/VHD personnel, or, may result from automated system escalation policies.
If a Customer believes a reported outage is not being handled on a timely basis or that the GCSC/VHD personnel are unresponsive; the Customer can initiate the escalation process by calling 866-960-DATA (3282).  Then for AMS Data, first select “option 2” then “option 1” to enter the customer specific Account Number.  Or for the AMS Video Help Desk, select “option 4”. After the customer reaches an AMS Engineer, they can request the ticket be escalated to the next level of management to expedite the trouble resolution.  AMS Engineers, who have access to all corporate resources, receive notification of escalation and are responsible to provide a high quality solution to Customer’s problem in as expeditious a manner as possible.

When escalating a problem, the following information should be provided: 

• Customer's name

• Caller's name and telephone number

• AT&T ticket number(s)  

• Location

• Trouble description (e.g., out of service, service degraded, etc.)

• The action or resolution requested
If GCSC/VHD personnel determine an engineer is not responding to the trouble ticket in a timely manner, GCSC/VHD may escalate on behalf of the Customer.

The trouble ticket tracking system performs automatic escalations to next higher levels of management in the case of delays associated with trouble resolution. Based on the priority of the outage established when the ticket is opened, the system will automatically notify the proper personnel.

A reported problem is not considered resolved until an engineer has fully diagnosed the problem, recommended a solution and the Customer has successfully implemented the solution. The engineer will not close the trouble ticket until the Customer confirms that the problem is resolved and that the ticket can be closed. 

Escalation Guidelines

The time frames associated with the escalation levels are below. These guidelines represent the suggested times for escalating to the next level. This does not mean that all troubles will necessarily be resolved within these time frames.

NOTE: GCSC\VHD personnel may choose to escalate the problem more quickly.  AT&T reserves the right not to escalate if satisfactory progress is being made. 
	Elapsed Time
	Priority 1*
	Priority 2*
	Priority 3*

	  1 - Hour
	Escalation Level 1
	
	

	  2 - Hour
	Escalation Level 2
	Escalation Level 1
	

	  4 - Hour
	Escalation Level 3
	Escalation Level 2
	Escalation Level 1

	  6 - Hour
	Escalation Level 4
	Escalation Level 3
	Escalation Level 2

	24 - Hour
	Escalation Level 5
	Escalation Level 4
	Escalation Level 3

	48 - Hour
	
	Escalation Level 5
	Escalation Level 4

	72 - Hour
	
	
	Escalation Level 5


Engaging Escalation Contacts

The contact information in the tables below may change frequently. Please consult the Service Guide online before making any escalation to ensure the current information is available.

NOTE: Call the appropriate escalation contact by phone before sending a page or text message. Important information about the manager’s availability and alternative contacts will be included in the voice mail greeting message.
Global Customer Service Center Help Desk
Maintenance Escalation Contacts for Data CPE
	Escalation Level
	Title or Responsibility
	Contact Information

	1
	GCSC Tier 1 Engineer

(Technical Escalations)


	Help Desk:  866-960-3282

	2
	GCSC Tier 2 Engineer

(Technical Escalations)


	Help Desk:  866-960-3282

	3
	GCSC Tier 3 Engineer On Call

(Technical Escalations)


	Help Desk:  866-960-3282

	4
	GCSC Area Manger

(Procedural & Technical Escalations)
	Greg Farmer

Office:  847-357-4677

Kimberly Watt
Office: 847-248-5810


	5
	GCSC Director
	Nate Linn

Office: 614-868-2416




Video CPE Help Desk

Maintenance Escalation Contacts for Video CPE
	Escalation Level
	Title or Responsibility
	Contact Information

	1
	Video Help Desk Manager
	Blake Griffith

Office: 312-537-3323

E-mail: bg4847@att.com


	2
	Area Manager – Network Process & Quality
	Steven Perks
Office: 404-986-5294

E-Mail: sp4132@att.com


	3
	AVP - Web Hosting & Application Services
	Betsy Tweedle
Office: 770-750-6446
E-mail: et9421@att.com


	4
	VP - Web Hosting & Application Services
	Andy Daudelin
Office: 908-532-1800
E-mail: ad2717@att.com


	5
	SVP – Service Assurance
	Eric Boyer
Office: 214-757-3080
E-mail: eb5490@att.com



Monitor your AT&T services online. 


Place orders online. 


Report outages and manage trouble tickets online or on a mobile device. 


Reroute toll-free calls online. 


Invoke disaster recovery plans online. 


View, analyze, and pay bills online.





Some of the things you can do on AT&T BusinessDirect:
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