ISP BBCS Assurance User Manual

swisscom C1- Public
ISP BBCS Assurance

User Manual

Version 34

Issue date 26.10.2016

Replaces version 33

Valid from 14.11.2016 (WSG-9.18/Nov16)

Valid until recalled or replaced by new version
Classification Technical Support Documentation (BBCS)
Status released

Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS)

CH-3050 Bern Version 34

Valid from 14.11.2016 (WSG-9.18/Nov16)

1/89



swisscom

Checklist of changes

ISP BBCS Assurance User Manual
C1 - Public

Version Date Changed by Comments / nature of the change

01 15.09.2002 Compaq First Edition

02 26.05.2003 HP Chapter “Reports” removed

03 14.11.2003 HP BBCS HO3 changes

04 04.05.2004 HP WSG5.7-1 changes03

05 20.10.2004 HP WSG5.8 changes

06 19.05.2005 HP WSG 6.0 changes

07 29.06.2005 HP WSG 6.0-4 changes

08 17.02.2006 HP WSG 6.2-2 changes

09 27.06.2006 HP WSG 6.3 changes

10 31.10.2006 HP WSG 6.4 changes

11 31.10.2006 HP WSG 6.6 changes

12 14.11.2007 HP WSG 6.7-2 changes

13 26.01.2008 HP WSG 6.8 changes

14 17.06.2008 HP WSG 7.0 changes

15 03.11.2008 HP WSG 7.1 changes

16 12.03.2009 HP Updated new features of WSG 7.2

17 29.10.2009 HP Updated WSG-7.3 / Nov09 (or later release)

18 14.05.2010 HP Update WSG 7.5 / May10

19 03.11.2010 HP Updated WSG-8.2 / Nov10

20 20.01.2011 HP Updated WSG-8.3 / Marll

21 09.05.2011 HP Updated WSG-8.4 /Junll

22 31.10.2011 HP Updated WSG-8.6 / Novll

23 12.03.2012 Hans Hartmann Updated WSG 9.0 / May12

24 21.09.2012 Hans Hartmann Revision to Swisscom Release Oct12 (WSG_9.2)
25 09.01.2013 Hans Hartmann Revision to Swisscom Release Feb13 (WSG_9.3)
26 30.04.2013 Hans Hartmann Revision to Swisscom Release Mail3 (WSG 9.4)
27 04.10.2013 Hans Hartmann Revision to Swisscom Release Nov13 (WSG_9.6)
28 28.01.2014 Hans Hartmann Revision to Swisscom Release Feb14 (WSG_9.7)
29 24.03.2014 Hans Hartmann Revision to Swisscom Release Mail4 (WSG_ 9.8)
29 28.05.2014 Roland Staub Updated XDSLInfo Screen

30 05.06.2015 Roland Staub Updated XDSLInfo Screen

31 20.07.2015 Cuno Gisep XDSLinfo enhancements

31 29.10.2015 Roland Staub updated classification

32 28.01.2016 Peter Gurtner Revision to Swisscom Release Feb16 (WSG_9.15)
33 06.05.2016 Cuno Gisep Revision to Swisscom Release Mail6 (WSG_ 9.16)
34 26.10.2016 Peter Gurtner Revision to Swisscom Release Nov16 (WSG_9.18)

Swisscom (Schweiz) AG

CH-3050 Bern

Broadband Connectivity Service (BBCS)

Version 34

Valid from

2/89

14.11.2016 (WSG-9.18/Nov16)



ISP BBCS Assurance User Manual

swisscom C1 - Public
Release

Version Date Released by Comments / nature of the change

04 10.05.2004 R. Messer Document released

05 26.10.2004 R. Seltmann Document released

14 23.06.2008 R. Seltmann Released for BBCS Contract Version 13.0
15 21.11.2008 R. Seltmann released for BBCS contract version 13-2
16 01.04.2009 R. Seltmann Document released

17 08.01.2010 R. Seltmann released for BBCS contract version 13-3
18 21.05.2010 R. Seltmann released for BBCS contract version 13-4
19 11.11.2010 H. Kunzi released for WSG-8.2 / Nov10

20 21.02.2011 AStuderus (iaropel) released for WSG-8.3 / Mar 11

21 22.05.2011 H.Klnzi released for WSG-8.4 /Jun 11

22 25.10.2011 H.Klnzi released for WSG-8.6 / Nov 11

23 28.03.2012 H.Klnzi released for WSG-9.0 / Mai 2012

24 09.10.2012 H.Klnzi released for WSG-9.2 / Oct 2012

25 21.01.2013 H.Klnzi released for WSG-9.3 / Feb 2013

26 08.05.2013 H.Klnzi released for WSG-9.4 / Mai2013

27 28.10.2013 H.Klnzi released for WSG-9.6 / Nov.2013

28 10.02.2014 H.Klnzi released for WSG-9.7 / Feb.2014

29 05.05.2014 H.Klnzi released for WSG-9.8 / Mai.2014

30 28.05.2015 H.Klnzi released for WSG-9.12/Jun.2015

31 11.08.2015 H.Kiinzi released for WSG-9.13/Aug.2015

32 03.02.2016 H.Klnzi released for WSG-9.15/Feb2016

33 11.05.2016 H.Klnzi released for WSG-9.16/Mai2016

Swisscom (Schweiz) AG

CH-3050 Bern

Broadband Connectivity Service (BBCS)
Version 34

Valid from 14.11.2016 (WSG-9.18/Nov16)

3/89



ISP BBCS Assurance User Manual

swisscom C1- Public

Contents

ISP BBCS AsSUrance USer ManUAl.................c.cueuiuiiiiininininiiccccccc ettt st eanen 1
REIBASE ...ttt ettt ettt et ettt b et et b et et a et et a bRt e Rt b et st b et e Rt b et e Rt b et e Rt et en e b et e st b e s entebe s eneenen 3
CONTENTS ... e e bbb R e 4
L INErOAUCLION ...t 8
2 Validation and NaVIZatioN.............c.ccociriiiiniiiiniceeree ettt ettt se et be ettt sa et s b saebenin 9
2.1 LISE OF VAIUES (LOV) weeeeerreeeeeereieeiee st tss s sssss s sassasssssassassasssssessssses s sssssssasssssassassassssssnssnssnssnsssssssssssassassassassassassassassansensanssnssnssans 9
2.2 Visual SUPPOTE TOr FEGUITEA COIUMMNS ..curevrreeececeeeeieeeeeeseeseeasessessessesssssesesesessessessesss s saesssssesssssesssssesssssssssssnessesnsssesasssesassssasen 10
2.3 Date and Date/Time FIields ...

2.4 Error handling....cceeeeevecseeneenees

2.5 Operation SUCCERARM....ummminininincreniaertasesseasesessessessessessssssssssssssssssessssseses

2.6 Service Navigation

2.7 Principal Service Navigation ...

2.8 BUMONS.

3 Trouble Ticket GUIPABE FIOW............ccccoriiiiiriiiiieiiccrettreetre ettt ettt ae sttt sa et sn s 17
4  WSG Trouble Ticket HOME@ PAe..........c.cooueuiirieiiiieeinieiceteietneet ettt ettt be sttt sttt b et et b b et eseaenaene 19
5 Access Trouble Ticket Navigation and FOrm INput ..............occooiiiiiiniiniiiccctcctreetere et 20

5.1 Access Trouble Ticket Selection
5.2 Place Access Trouble Ticket (Step 1/2)

52.1 Form FieldS e,

5.3  Place Access Trouble Ticket (Step 2/2)

5.3.1 Place Access Trouble Ticket (STEP 2/2) t0 LIVENET ...ttt esseistese s esseaetsse s ssse bbb saseens 23
5.4 ACCESS TroUDIE TICKET SUMMIATY .ottt nsnsessestssestssestase e s s s ssssssssssssessesssssesstasesssssessssssssesssssessesses 23
54.1 Place Access Trouble TiCKet (STEP 2/2) tO ITSIM .ottt esseisstsse s saseass s ssss sttt sse st sesassens 24
542 FOMMN FIEIAS ottt sttt st ss s st st st st st st st st b s et sttt sttt bbb e st beeas 26
54.3  ApPOINEMENT BOOKING .ttt bbb bbbt 27
5.5 A COMMENT ottt sttt sttt sttt st s et sttt st bbbt ast e b e st beeas 28
5.6 ACCESS TrOUDIE TICKET DETAIN cucuiuieeeeeeteeeeeeeeeeee sttt sttt s st st s s s as s e s et et s bt esasassesasasebesssstsssasassssssasasasaes 29
BuB. 1 TaD: IMMAIN ettt ettt sttt st se st st st s st sttt ettt ettt bt 30
B.6.2  TAD: XDSLINTO ettt ettt ettt esas et e b s b e e b s s b b s et bas et bassabebas bbb as s et s asbeb s assebesasbebssasbebasasbsasanbebasessesastates 31
5.6.3  Tab: Worklog (available ONly fOr FIDEI) ... ess b sssessss e ss bbb sssesssssians 31
5.6.4  TaD: RESPONSE ...ucereeeieneecerenectreaseetressee st ssessssessasssse s st sseas sttt s st ettt et bttt s e atsescas 32
5.6.5  TaD: CPE INTO ettt sttt ettt st sttt st st st sttt et bttt beeas 32
5.6.6  TabD: BilliNG oo bbb bbbt 32
5.7 CaNCEI APPOINTMENT .ottt ssessesssseseessessesssssesssase s s s s sse s esssssesssssessessessesesssessssssssesasssesasssessesses 33
5.8 BULLON "LINE ANAIYSIS HISTOIY ottt sttt s s s bbb 34
B.8. 1 FOIM FIBIAS ottt sttt sttt ss s st st st st b s et st sttt bbb e sstsasnas 34
5.9 BULLON “ASK SWISSCOM ........couetiereteieieteeceteeeietess et ess st sss s seses s s s sasbesas b sasassesassesesassebesassesesassesesastesssassesesassesesassesassssssssases 34
Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 4/89

CH-3050 Bern Version 34

Valid from 14.11.2016 (WSG-9.18/Nov16)



ISP BBCS Assurance User Manual

swisscom C1 - Public

5.9.1  Add QUESTION ... eesessessessessssssssssssassssaens

5.9.2 Inquiry Details ......ccccoeoeureururernennes

5.9.3 Email Sent Confirmation.........cocecrereneeccneenernccneeccerennne

5.9.4 Add asecond question is not possible

510 Modify Access Trouble Ticket.......inciiicine,

5101 FIeldS oeeeeeseeecireeeiecmeeneceensesseemeenens

511 Place Trouble Ticket DDl

5.11.1 Creatinga Trouble Ticket from STNR/DDI

5112 Creatinga Trouble Ticket from VN ...

512 Select Access Trouble Tickets Summary

5.13 Access Trouble Ticket CouNtu... e,

6 Connectivity Trouble Ticket Navigation and FOrm Input..............cccoeviiiinncnnncceereereeereeeeseeeesee e 47
6.1 Connectivity Trouble TICKET SEIECTION wuucuuvurieieececiei ettt ssesse st sstase s sssssesssasesssssesases 47
6.2 Place CONNECEIVILY TrOUDIE TICKE ..o vuvereeriererreeeireieieieeeieeseessessessessesssesesssssessesse s st saeesesssesesasessessessesssssssesssssssnsssesasssesassssasen 48
B.2.1  FOIM FIBIAS oottt s R bR bR R 49
6.3 CoNNECtiVity TroUDIE TICKET DELAIN c.vuveeerereieecieieieiceeieeensesseasesseistesesseesessessesse et saeesesssessasesssssessesssssessssessssnsssssasssesassssasen 50
6.4 Select CoONNECLIVITY TrOUDIE TICKEES vttt sse s sssssssseastasesstasessesssssesssssesssssesases 51
6.5  Connectivity TroubDIE TICKET SUMIMAIY .occcreicieiceeieeensessessesseissssesssssessessessessessesseesssssesesssessessessssssssssssssssessssssnsssesssssesases 51
7 xDSL Info Navigation and FOrm INPUL............c.ccccoiiiiiiiiiccc ettt ettt s
7.1 Query xDSL Info Request ...icrinrinninne.

7.1.1  Form Fields.....iieciannn.

7.1.2  Form Validation .....ecneeereunec.

7.2 Query xDSLInfo Resultu....ccnireercnncen.

7.2.1 Main Tab (for a copper line)

7.2.2 Alarms Tab......ie.

7.2.3  Measure History Tab.......ccccoeeveveuncnneen.

724 CpelInfoTab ...rrencnnes

7.2.5 Inactive Endpoint Tab.....cccceoeoseveucnnee

7.2.6 Day Charts Tab......cccevvcvcncnnce.

7.2.7 15 Minute Charts Tab.........ccccovviricanee.

7.2.8 Requery xDSL Info with Refresh
7.2.9 Main Tab (for a fiber line)
7.3 Start LQD 24 hours / Start LQD 2min
7.3.1 Form Fields ....ocooveveeeneerernenne.
7.4 Start Profile CP / CPSl ...,
7.5 StartResynch Line.........ncanes
7.6 Start Reconfigure Line........cceevevervcnncen.
7.7 Modify access profile........oneerevceneunces
7.8 Select XDSL INTO ...
7.8.1 Form Fields......cccceue....
7.9 xDSLInfo Summary
7.10  XDSLINTO DETAI coueuiriirineirineireiseasenseiseiseiseisetseiseisese s sssssssasssssssessessssens

8 UMSA / Planned Work Navigation and FOrm INPUL .............ceeueuiiiiiinnininnieiceccccn sttt sese st eenes 71

Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 5/89
CH-3050 Bern Version 34
Valid from 14.11.2016 (WSG-9.18/Nov16)



. ISP BBCS Assurance User Manual
SWIsSscom C1 - Public

8.1 GELISP PlANNed OULAEE c.c.cuvuieieieieiriiccicictcicsssssss sttt bbbt s bbb ans 71
8.2 GELISP PlaNNed OULAEE c.ccvueeeeeeereerereererseereseeeeseese e aseesessessessesssssesssssssesssssesssssessssssssesasssssssesssssesssssssssssssssessesasssesasssessessessees 72

9 Transaction Overview Navigation and Form Input ... 73

10 Trouble Ticket Admin TAsKS..........coriiiiiiiiii et et eanen
10.1 ISP ADMIN TASKSceieieirciirineininiisiiisiiesiaessssessessesssssessessesssssssssssssasenses
10.2 Trouble Ticket ISP Settings
10.2.1  ACCESS TT SEELINES ot ssanss
10.2.2 Connectivity TT Settings
10.2.3  Information Request SELLINGS ...
10.2.4  Network Customer NOtifiCation SETEINGS ...ttt e sssesessessessessesssssessessssessssesasssesasenes 77
10.2.5 Alarm Settings......cccoecveuncen.
10.2.6  Error Category Settings

T1  DOCUMENES ...ttt eeecetrre e e e e e e e tareeeeeeee e sasaaaeeeseessssaaaaeeseesssssasasasseeasssasaaaeesesaassssesaeeeesnnsnssseeeeesnnsnsnn 79
L2 REPOIES ...ttt b e e e b e a e SRR et b b bR Rt et b e sa e s e R sas et et s 80
L1201 OVEIAUE TICKELS ottt teve e tese s s esebebes e s s s s sesesess s st ebesesassasasesesesesessasasesetesesessasassesesesessasasesesesesensasane 81
122 TIOUDIE TICKET ACCESS ettt ettt bbb st bbb b e b e se bbbt e b e b s R s as bbb st e seae st st st beasssasasabsesesesensasans 81
12.3  EXISHING STANAATA REPOIT ettt nsnseseatssestsse st sss s s sssssssssssssssesssasesstasesstsssssesssssesasssesassaes 81
I T -1 {1 1 13RO RO

13.1 Select Alarm
13.1.1 Form Fields
132 ALGIIMN SUMIMIATY coiriiirernrenneneninenesestasestasesstsse s ssessessesssssesssssssssesstssesstssestsse st asessssasssssssssssssssssssssssssssesssssesstssssssssssessessessesses 84
13.2.1 Form Fields
13.3 Alarm Detail

14 Trouble Ticket Management, Validation and RUles ................cccourueminniiincinneceee et 85
14.1  Overview of Processing.........cccrenenne
14.2 Trouble Ticket States.....vririncance
14.3 State description.............
14.4 Entering Trouble Ticket
14.5 Connectivity Trouble Ticket
14.6  Access Trouble Ticket....iinincanee.
14.6.1 Relation to BBCS Order
14.6.2 ISP Authorisation Check
14.6.3 Processing of Access Trouble Tickets
14.6.4 Notification of Trouble Ticket State Change

Table of Figures
Figure 1 - Access Trouble Tickets
Figure 2 - Connectivity Trouble Tickets

Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 6/89
CH-3050 Bern Version 34
Valid from 14.11.2016 (WSG-9.18/Nov16)



. ISP BBCS Assurance User Manual
SWIsSscom C1 - Public

Figure 3 - Systematic View of the Trouble Ticket Data Flow

Figure 4 - Trouble Ticket States ....ccevereevererrennes

Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS)
CH-3050 Bern Version 34
Valid from 14.11.2016 (WSG-9.18/Nov16)

7/89



. ISP BBCS Assurance User Manual
SWIsSscom C1 - Public

1 Introduction

This manual describes the Graphical User Interface (GUI) of the WSG Application.

For user-friendly reasons, the manual is written as short as possible. This means every function is illustrated with a
screenshot example and a small text.

The common rules like validation, error messages and buttons are described in Chapter 2

The Application is WEB based and for full functionality the following Web-Browsers are supported
e  Microsoft Internet Explorer Version 8 and higher
e Mozilla Firefox Version 3.0 and higher

The application is build in the following main parts
e Access Trouble Tickets

e Connectivity Trouble Tickets
e xDSL Info

e UMSA /Planned Work

e Transaction Overview

e Admin Tasks

e Documents

e Reports

e Alarms

The application supports four languages (English, French, Italian, German), but is delivered in English only.

In short, Access Trouble Tickets may be entered either by the ISP “owning” the affected DN or by the Swisscom Superus-
er. After validation and processing by the Trouble Ticket part of the WSG application the Trouble Tickets are dispatched
to Swisscom internal assurance systems (liveNet and other systems). liveNet They will then respond with status mes-
sages that may cause state changes of the Trouble Ticket, e.g. INWORK, CANCELLED (rejected by-liveNet) or CLOSED.
Connectivity Trouble Tickets are much simpler in nature. They may be entered either by the ISP or by the Swisscom
Superuser. After validation and processing by the Trouble Ticket part of the WSG application the Trouble Tickets are dis-
patched via E-mail directly to the address defined under “TT connectivity e-mail” in the Trouble Ticket Service System
Parameters page of the Admin function.

Several further functions (as “xDSL Info”, “USMA / Planned Work”, “Reports”, “Alarms”) are provided for additional data
retrieval or information supporting the assurance aspects of broadband connectivity services.

Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 8/89
CH-3050 Bern Version 34
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2 Validation and Navigation

The following validation rules and navigation types are implemented in the application.

2.1 List of Values (LOV)
Some fields of the input screens are validated against a list-of-values. The user can press the little arrow beside the

fields and select one of the values, e.g.:

Plan Date |17 o |zo01 (dd mrm vyvy)
Emd of Creation INew 'I

| | reset

| back

Fromaotion

Some other fields are multiple choices and the user can select several values with the Ctrl-Button, e.g.:

Crrder My from |
BBCE_MODIFY -
Lircker Lope BBCS_DISCONNECT ZI
Cirder State ENTERED j
Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 9/89
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2.2 Visual support for required columns

As of WSG 8.6.0 a visual support for required columns has been introduced.
In the context of the actual screen:

e 2™ will be added to column label for all required columns.

Service Qualification

[ back | | sutmit | | reset

isP* [=]

Contract Element

Services E
Lo
Rei
Rem
Fulfilment SLA& Basic [=]
BB Type ADSL, VDSL [=]
Fulfilment Wish Date = Synchronis
Has ONP i
Business Type * Mew El
Appointment Id Appointrme:
e "green"labels indicates indexed columns
ISP -
Ticket ID
ISP ticket ref. from to
Ticket State I
ENTERED T
REJECTED ‘E ‘
CHECKED |
PROCESSING
INWORK -
BBCS DN/VN/NSN from to
BBCS DN/VN/NSN Req from to
BBCS STWR/DDI from to
Ticket issuing datef/time from MM to
Problem Date/Time from (T to
2.3 Date and Date/Time Fields
Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 10/89
CH-3050 Bern Version 34
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As of WSG6.0 a new, more flexible way of date and date/time selection has been introduced. In contrast to earlier ver-
sions of WSG the date and date/time fields have been merged to a single field accepting absolute and relative time def-
initions as well as null values.

A date or date/time field recognizes any “DD.MM.YYYY” formatted string as an absolute date definition. Additionally
the date/time field accepts any “DD.MM.YYYY HH:MI” formatted string as an absolute date/time definition.

A date or date/time field recognizes any string containing the keyword “TODAY” optionally followed by a “-/+ OFFSET”
as a relative date definition, where OFFSET is an integer number of days from today.

Example:
e “TODAY-1" - yesterday
e “TODAY+1” - tomorrow
e “Today-7" - aweek ago

The following screenshot shows a sample date and date/time range definition:

= | | |ascending V|

% to 29062005
% (U to 29.06.20050933

Plan Date from |today -2
Transaction Date/Time from |29.DE-.2EIDBDD:DD

L “I Hascending V‘

Please note that relative and absolute date or date/time definitions may be mixed.

The date and date/time fields offer a convenient way to define absolute dates or date/times: Clicking the date icon &
next to the filed opens the date picker widget:

? ®
@ | <. Today | %,
wk |Mon Tue Wed Thu Fri Sat Sun
22 1 2 3 4 5

23] 6 7 8 9 1 1 12
24 13 14 15 1 1F 18 18
23 W XN ¥ [ M o I
26| 27 28| 29 30

27

| sekctde |

Clicking the time icon "= next to the filed opens the date/time picker widget:

Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 11/89
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? ®
E Today O

wk |Mon Tue Wed Thu Fri Sat Sun
22 1 2 3 i 5

B3l 6 7 8 9 W 1 12
4| 13 14 15 16 17 18 19
/W 2w 2 B ¥4 B/ %
% 27 2w[ 20 B

27

Time: :

Select date |

2.4 Error handling

After submitting the input screen, the application validates the user’s input. If a business rule, format etc is violated
then either an error message screen or a browser alert will be displayed. The error text is self-explanatory and is suffi-
cient for the user to correct the problem.

Service Creation

Tnwalid Tnput

Meszage ISP_ID is missing
Field ISP

[ back

Microsoft Internet Explorer x|

@ There is dready at least one ticket registered with this DM! Click <0K= to continue amyway or <Cancel> to abort,

CK | Cancel
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2.5 Operation succeeded

After submitting the input screen in an admin task, the application processes the users input. If everything is correct the
‘Operation succeeded’ screen will be displayed.

Message Assignment

Operation succeeded

| back |

2.6 Service Navigation

For each action, whether the user be a Superuser, readonly or CUC, the current valid services are displayed in the Service
Navigation at the left site of the screen.

NOTE: As of WSG 5.0 the WSG interface is frames based. Above is a header frame that replaces the Powergate header,
below and to the left is the navigation frame and to its right the function frame. The frames implementation has some
advantages, such as the navigation options always being available, but also has some odd side effects such as when the
browsers refresh button is pressed when the user is returned to the Home Page!

In order to save space in this document all subsequent function screen shots in this document have been reproduced
without the pseudo Powergate frame!

The Powergate header offers the following functionality:

e Services Back to the selection of services in Powergate

e Contacts Contact information for questions concerning the WSG BBCS Trouble Ticket service
e Help FAQ (frequently asked question) for the WSG BBCS Trouble Ticket service

e logout Logout from Powergate

Services Contact Help Logout User ISP -
§ swisscom
WSG Trouble Ticket
Access TT WSG
Connectivity TT
XBSERinto Welcome to the Swisscom Entry Page for Trouble Ticket
UMSA/Planned Work
Transact. Overview
Admin
Documents
Reports
Alarms
BEiInLo! Trouble Ticket Information
Home Page
Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 13/89

CH-3050 Bern Version 34
Valid from 14.11.2016 (WSG-9.18/Nov16)



ISP BBCS Assurance User Manual

swisscom C1 - Public

2.7 Principal Service Navigation

After login via PowerGate the user will see the following menu items on the left side of the screen. Certain users will on-
ly see a subset of these links and are therefore not able to perform the associated tasks, e.g. ISP Administration.

As Read

As User:

Only User:

Services Contact Help Logout

Q swisscom
WSG Trouble Ticket

Access TT WSG
Connectivity TT

XDSL Info Welcome to the Swisscom Entry Page for Trouble Ticket
UMSA/Planned Work

Transaction Overview
Documents

Reporis

Alarms

Home Page

Services Contact Help Logaut

Q swisscom
WSG Trouble Ticket

Access TT WSG
Connectivity TT

XDSL Info Welcome to the Swisscom Entry Page for Trouble Ticket
UMSA/Planned Work

Transaction Overview
Admin

Documents

Reports

Alarms

Home Page

o AccessTT
Used for explicit entry of new (or to modify existing) Access Trouble Tickets for subsequent dispatching to
Swisscoms Assurance systems (liveNet and other systems)
e Connectivity TT
Used for explicit entry of new (or to modify existing) Connectivity Trouble Tickets for subsequent immediate
dispatch via Email to the Swisscom Customer Care Centre.
e xDSLInfo
Used for access to the XDSL-Information (XDSL-Line-status etc.).
e UMSA /Planned Work
Used to inform about pending or planned “Umschaltungen” or other planned work.
¢ Transact. Overview
Offers a service-spreading, chronologically ordered overview of WSG transactions.
e Admin Tasks

Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 14/89
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Used to administrate the ISP specific data. This menu item is only accessible to a restricted subset of users.
NOTE: Such administration is not part of the scope of this document!

e Documents
Links allowing the user to download certain User Manuals and related documentation.

e Reports
Used to create reports about the Trouble Ticket service.
e Alarms

Used to search and maintain alarms or Inconsistency Announcements.
e Home Page
Direct access to WSG Trouble Ticket home page

2.8 Buttons

For each user screen the available action buttons are displayed at the bottom of the screen.

The following buttons are used in the application:

| back Go back to the previous screen
| reset Reset all of the fields to their original values
| create Go forward to the appropriate create Trouble Ticket screen
| submit Submit input data for processing
| cancel Invoke the functionality to cancel a Trouble Ticket
| refresh Refresh a Detail screen to display the latest status
| modification Go forward to the appropriate modify Trouble Ticket screen
| state change Go forward to the appropriate screen to change the Trouble Tickets state
| dowmload Download the selected document
| Response Log Go forward to screen displaying list of liveNet responses
| continue Continue to the next screen in the sequence
modification data Link to Modification ISP screen
miodification contract Link to Contracted Services screen

| appoint. reservation |

Link to Appointment Reservation

Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 15/89
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| cancel appointment |

Link to Cancel Appointment

| add comment | Add a Comment to the Trouble Ticket

| reset Reset all of the fields to their original values

|C|:|rrecti|:|n Chanoge Log

Link to Correction Change Log Summary

There are two different button states: active and inactive.

| madification Active

| madification Inactive
Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 16/89
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3 Trouble Ticket GUI Page Flow

The WEB (HTML) page flow is shown in the following two figures (Access Trouble Tickets and Connectivity Trouble Tick-
ets.) It will always be possible to go back to the previous page using the ‘Back’ button on the browser. Experienced users
may prefer to use the navigation buttons on the left of the screen to start from scratch!

Logon to o o Access
Powergate Homepage Trouble Tickets

Place Access /\4 /\ Place Access /\
Place Access , Place Access
TT DDI TT DDI PABX Trouble Ticket . Select Access
Step 1/2 s Trouble Ticket Select Access y
tep - Step 1/2 ummary Step12 | Step 1/2 Trouble Tickets Trouble Tickets
Error Message Error Message P u ! Error
< A / < A 4
DSLAM Port DSLAM Port S
Status Status %
i N N 3
P a_f,? chcless Place Access Place Acgess Place Access
7T DDI Service Status Trouble Ticket Trouble Ticket Access Trouble

Step 2/2 Step 2/2 Tickets
Step 2/2
Error Message P Error Message Step 212 Summary

Access Trouble

Ticket Detail
P A - /A\ S
State Change | State Response Log Appointment Appointment Modify Access Modify Access
Error Message Change Add Comment Summary Reservation Cancellation Trouble Ticket ;—:?;br:;e-;::ge;
Figure 1 - Access Trouble Tickets
Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 17/89
CH-3050 Bern Version 34

Valid from 14.11.2016 (WSG-9.18/Nov16)



. ISP BBCS Assurance User Manual
SWIsSscom C1 - Public

Logon to
Powergate

Homepage

\ J

Connectivity
Trouble Tickets

Select )/\ Select

Connectivity Connectivity
Trouble Tickets Trouble Tickets

™ Error Message
/ >

Place /\

Connectivit Place - Connectivity
ity Connectivity Create Trouble Tickets
Trouble Ticket )
- Trouble Ticket Summary
Error Message
v Y
Connectivity
Trouble
Ticket Detail

Figure 2 - Connectivity Trouble Tickets
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4 WSG Trouble Ticket Home Page

After logging on via PowerGate the following screen will be displayed, the white block containing just informational
text:

Services Contact Help Logout User ISP .
{i swisscom
WSG Trouble Ticket
Access TT WSG
Connectivity TT
XDSL Info Welcome to the Swisscom Entry Page for Trouble Ticket
UMSA/Planned Work
Transaction Overview
Admin
Documents
Reports
Alarms
Home Page
Additional important information about the system state can be displayed in a popup window:
IS
Access Troule Tickets will not be
processed for the next 2 hours!
Close this window
Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 19/89
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5 Access Trouble Ticket Navigation and Form Input

5.1 Access Trouble Ticket Selection

On clicking “Access TT” the following screen will be displayed.

Access Trouble Tickets

Place Place trouble ticket
Trouble Ticket

Place Place troulble ticket DD
Trouble Ticket

Dof

Maintain Maintain trouble ticket

Trouble Ticket

Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 20/89
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5.2 Place Access Trouble Ticket (Step 1/2)

On clicking “Place Trouble Ticket” the following screen will be displayed

Place Access Trouble Ticket (step 1/2)

ISP

777710 Testaccount WSG

by

DM/ WM/ NSN * (0314445566)

by

OTO |d ™ (B.123.110.456.7)

OTO Plug Nr * (1.4)

by

OTO Partner Label *

OTO Plug Nr * (1.4)

Please make sure the following points apply before issuing a trouble ticket:

The supply time frame has passed.
The ISP is not aware of a Swisscom network problems, that could cause the problem for the end-user.
There is no network problem within the ISP network, which could affect the end-user.
The following points have been discussed and checked with the end-user befarehand:
= The splitter had been installed in accordance to the instructions and the installation has been checked.
= Configuration of the PC and possibly that of the modems / routers.
= Configuration of the PC and possibly modems / routers.
= The semnice used to work.
%DSL Info status has been checked

back

| | continue | | reset | [xDSLInfo

Based on the requested parameters "DN/VN/NSN", "OTO Id/OTO Plug Nr" or "OTO Partner Label/OTO Plug Nr the follow-
ing tasks will be executed:

On clicking "xDSL Info" an xDSL Info is displayed as with "Query xDSL Info" (see Error! Reference source not
found. Error! Reference source not found.).

On clicking "continue" the Form "Place Access Trouble Ticket (step 2/2)" is displayed. The Form is different for
LiveNet by and ITSM Tickets (see next chapters)

Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 21/89
CH-3050 Bern Version 34

Valid from 14.11.2016 (WSG-9.18/Nov16)



<

swisscom

5.2.1 Form Fields

Optional /
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Description

ISP n/a Fixed item —for display only

DN M/O BBCS Directory Number associated with the new Trouble Ticket
and/or xDSL Info check.

OTO _ID M/O OTO_ID associated with the new Trouble Ticket and/or xDSL
Info check.

OTO_PARTNER LABEL M/O OTO_PARTNER_LABEL associated with the new Trouble Ticket
and/or xDSL Info check.

OTO_PLUG_NR M/O OTO_PLUG_NR associated with the new Trouble Ticket and/or

xDSL Info check.

Remark : Either DN, OTO _ID/OTO_PLUG NR or OTO_PARTNER LABEL/OTO_PLUG NR must be entered

Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 22/89
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5.3 Place Access Trouble Ticket (Step 2/2)

5.3.1 Place Access Trouble Ticket (Step 2/2) to LiveNet

Place Access Trouble Ticket (step 2/2)

ISP *

ISP phone *

ISP ticket ref. *
ISP Application 1D

ISP Application Entity ID

Suppress checks

End User Login
End User Name
End User Company

End User Phone

Contact Person First Name
Contact Person Last Name
Contact Person Phone
Contact Notification Type
Contact Notification Address
BBECS DNAN/NSN *

DN Type *

BB Type *
SA SLA (Requested)

Problem description *

Contracted Elements

Contract Element *
@ Best Effort
Real Time
Checklist

Problem Date *

Last successful login

Comment

Measured ISP Values

hack

100008 Bluewin AG

Nl:me’T
0314445566
Multi Line
VDSL
Plus| > |
Service Profile BBCS equipment * Errer Category *
max 20000 down / 1000 up
ENABLING
! - (admm.yyyy/hh-mi)
Y : (dd.mm_yyyy/hhzmi)
submit reset [ appoint. reservation

5.4 Access Trouble Ticket Summary

Swisscom (Schweiz) AG
CH-3050 Bern
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Version 34
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After entering some selection criteria in the Select Access Trouble Tickets screen (with the “Count Only” checkbox un-
checked) and clicking submit the following screen with any matching results will be displayed:

Access Trouble Ticket Summary

Number of entries = &

[back | [download | [downioad (na history) | [ create
Contract Element TicketID TicketID Sys ISP ticket ref. BBCS DNVNINSN OTO Id Problem Date  Ticket issuing date Ticket State Response Comment Billing action

Detail Best Effort on Fiber 1555898 WS_TEST 2 A 987654320 01/0S/200909:30 15/04/2013 15:33  REJECTED  Sorry, we are not able to handle your TT to due of system problem, please retry to create your TT later. not biled

Detsil Best Effort 1555697 SW1231555897 WS_TEST_13 0312130314 U1/09/2009 09:30 1500412013 14:08  CLOSED  IP-Access Swisscom O.K ready for bilng
Detai Best Effort on Fiber 1555896 WS_TEST 2 A 987654320 01/0S/2009 09:30 15/04/201313:39  REJECTED  Sorry, we are not able to handle your TT to due of system problem, please retry to create your TT later. not biled
Detail BestEffort on Fiber 1555895 WS_TEST_2 A.987.654.320 01/09/2009 09:30 15/04/2013 13:36 REJECTED  Sorry, we are not able to handle your TT to due of system problem, please retry to create your TT later. not billed
Detai BestEffort on Fiber 1555694 135602565613100 WS_TEST_2 0103088989 A 887.654.320 01/08/2009 09:30 15(04/2013 13:34  CANCELLED blup not billed
Detai Best Effort on Fiber 1555591 WS_TEST 2 4987654320 01/08/200909:30 151042013 13:23  CANCELLED not billed

back | [downioad | [download (no history) | [create

Here we see five navigation possibilities; the “Back” button which will allow us to change our selection criteria, the
“Create” button which will take us to the Place Access Trouble Ticket (Step 1/2) screen, or one of the “Detail” links (un-
derlined in blue) that will take us to the associated Access Trouble Ticket Detail screen.

With the “Download” or “Download (no history)”-buttons it is possible to download the detail-data in csv-format.

5.4.1 Place Access Trouble Ticket (Step 2/2) to ITSM

Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 24/89
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Place Access Trouble Ticket (step 2/2)

ISP * TT7710 Testaccount WSG
ISP phone *

ISP ticket ref. *

ISP Application 1D

ISP Application Entity ID

End User Login
End User Name
End User Company
End User Phone
End User Street/Nr
Building

End User ZIP/City

Contact Person First Name
Contact Person Last Name
Contact Person Phone

Contact Motification Type MNane E|
Contact Motification Address

BBCS DNAN/MSN 0103099999

OTO Id A 987.654.320

QOTO Plug Nr 1

DM Type * Netservices number

BB Type * BX

SA SLA (Requested) Standard [« |

Problem description * -

Contracted Elements

Contract Element* Service Profile BBCS equipment Error Category *

@ BBCS_F (Fiber) 10000 down / 1000 up IT
Checklist
Problem Date * . . ! : (dd.mm_yyyy/hh:mi)
Last successful login . . { B (dd.mm.yyyy/hh:mi)
Comment .
Measured ISP Values -

back | [submit | [reset | [appaint. reservation
Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 25/89
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5.4.2 Form Fields

Optional / | Description

Mandatory
ISP n/a Fixed item —for display only
ISP phone M Field automatically filled in but may be overwritten
ISP ticket ref. M A unique Trouble Ticket reference Id.
ISP Application Id O An ISP application name useable for internal routing / follow up
ISP Application Entity 0 An ISP entity identification useable for internal routing / follow up
Id
End-user login O End user login
End-user name O/M End User’s contact name
End-user phone O/M End User’s contact phone number
Contact Person First o Contact Person First Name
Name
Contact Person Last O/M Contact Person Last Name
Name
Contact Person Phone O/M Contact Person Phone
Contact Notification M None, SMS or Email
Type
Contact Notification o Notification address
Address
End User M None, SMS or Email
Notification Type
End User 0 End User Notification Text
Notification
BBCS DN M Directory number
BBCS Connection type M BBCS Connection Type (LOV)
BB Type M BB Type (LOV)
SA SLA (Requested) 0 May be used to override the normal SLA
Problem description M Description of the problem
Contracted Elements M Select the Contract Element that is affected (select the appropriate
radio button)
Contract Element - actual Service(s) [from Get_Service-Status or xDSLInfo]
Service Profile - actual Service Speed Profile
BBCS equipment M Modem or Router type
Error Category M Select Error Category (available values varies with Contract
Element and BB Type)
Problem occurrence M Date and time since when the problem has existed — DD-MM-YYYY-
date HH-MM
Last successful login 0 Date and Time when the end user last logged in with the ISP — DD-
MM-YYYY-HH-MM
Comment o) Additional comment from ISP to problem description

In case of a base contract element “BBCS-Standalone” an additional box appears in the above shown mask where the
address of the standalone line must be specified.
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—Address (in case of Standalone)
Street/Mr | |
Building |
ZIP/City | |

Op- Description

tional /
Man-
datory
u 2| Street/Nr O | Street
% r‘éﬁ Building O Building
2 | ZIP/City 0 ZIP and City

5.4.3 Appointment Booking

If the ISP is allowed to book appointments and the Error-Category is defined to support appointments, the button “ap-
point. reservation” is selectable.

Book Appointment

lMon, 09/03/2009 Tue, 100/03/2009 Wed, 11/03/2003 Thu, 12/03/2009 Fri, 13/03/2008

15:00-17:00  08:00-10:00 10:00-12:00 [[HSi00CHG00) IS0 I7000 10:00-12:00 [SM00CHG00) HF00MZ00) 13:00-15:00  08:00-10:00
[BEENEE 13:00-17:00 13:00-17:00 13:0047:00

08:00-17:00 08:00-17:00

Azzurance L& Standard
Time Slot
Out of SLA

Out of SLA& Reazon

From [ net available time slats ]

[book appointment cancel reset

The explanations for this window is in the Appointment-Booking-User-Guide.
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If the Trouble Ticket has passed the State PROCESSING, the Add Comment is the only allowed modification.

Add Comment

ISP ID 777710 Testaccount WSG-Team
ISP Application ID 1212
ISP Application Entity 1D 1
End User Login Test Login
End User Name Test Name
End User Phone 0315010001
DN/ WN / NSN 0762290311
End User Notification Type None E|
End User Notification Address
DN Type Multi Line
BB Type VDSL
Contract Element Best Effort
Comment *
-
WMeasured ISP Values
P

rAppointment

Appointment Id

Time Slot

Out of SLA

COut of SLA Reason

hack | | submit | |reset | | appoint reservation

Swisscom (Schweiz) AG
CH-3050 Bern

Broadband Connectivity Service (BBCS)
Version 34
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5.6 Access Trouble Ticket Detail

After entering valid data and clicking “submit” on the Place Access Trouble Ticket (Step 2/2) form the following screen
will be displayed. Initially the “Modification” and “Cancel” buttons will be active (displayed as red) but upon screen re-
fresh will eventually become inactive as the state changes to CHECKED or PROCESSING. The user may click on the “Re-
fresh” button in order to obtain updates to the History. Under normal operation, and following successful checks, the
state of the Trouble Ticket will progress from ENTERED to CHECKED and then to PROCESSING. Upon reaching the state
CHECKED the Trouble Ticket will be automatically routed via the Polling Server to Swisscom subsystems liveNet. The
time taken for the processing and subsequent status changes of the Trouble Ticket is dependent on internally defined
intervals for the communication process between WSG and Swisscom subsystems liveNet but will typically be in the
order less than 1 minute.

Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 29/89
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5.6.1 Tab: Main
Access Trouble Ticket Detail
mlxDSL Info ||Response ||CPE Info || Billing |
— Ticket Header DN Info ~I5P
Ticket ID 2447677 DM/ WH fHSN 0108950440 ISP 777710 Testaccount WSG
Ticket ID Sys - DM/ VN f NSN (Requested) 0108950440 Team
Entered 6102016 0522 ISP phone 0311230440
Closed ) ~Current Endpoint ISP ticket ref. 10108950440
Last modified 26/10/2016 08:22 by ISP User RRCE - ISP Application ID s
T State ENTERED BE Device Location - ISP Application Entity -
Site - 1D
Suspended Mo
Site Category -
1Ty DSLAM Name - R
End User Login hamu
Contr Element Best Effort Dslam Type -
End User Hame Hans Muster
SASLA - Available Technology Type -
End User Phone 0311230441
SA SLA (Requested) Standard
- End User Company -
SA SLA (Calculated) - r Connection End User StrestNr  Mei 1
5 i SET SIree r 2156
SASLA Overuled Mo BECS connection type Metservices number o weq
BB Type VDSL Building -
End User ZIP/Ci 3063 Itigen
~Appointment BE ADSL Emulated - iCity ig
Appaointment 1d 20333 Speed Profile Nr max&0000 down f 3000
Time Slot 28/10/2016 08:00-10:00 up rGamifsinne —
T L - Senvice Profile max30000 down / 8000 Crrizel e A (s FETD
(Requested) up Contact Person Last Mame Muster
Out Of 5a Sla Reason -
Op Status - Contact Person Phone 0311230441
Technol Type - Contact Motification Type None
~Checklist 2L L
Problem DateTime  26/10/2016 03-00 Vectorized = Contact Notification EMail/SMS-Nr -
L ast suceessful N Reason of Potential -
login
TT Emor Category 271 - Line Quality r— Fiber Info
Problems OTO Id -
OTO Plug Mr -
OTO Partner Label -
— Problem description
Probelme descriplion
— Comment
—Measured ISP Values
History
Modified User TT State  Response Rezponse Progress TT Progress Progress Appointment Appointment Time Slot
name Comment Comment Comment Comment Date/Time Src Id
Code Code
26M0/2016 ISP ENTERED - - - - - WS3G 20333 28M1 02016
08:22 User 08:00-10:00
[ back | [ modficatian | [add comment | [canca | [appaint reservation | [cancel appointment

[ Ask Swisscom | [LineAnalysis History | [ refresh |

Swisscom (Schweiz) AG
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m|Raspnnse HCPE Info ||Bi\|ing|

r Parameter rICA Result ICA Problem
xDSL Line Status~ up Last Analysis  15/03/2016 Problem Description Description Confidence Impact Impact Impact Remaining
Last Status 01/01/1970 Data/Time: 14:48 Id Text Attain Attain Time {min)
Change Date/Time  01:00 Last Analysie  10/03/2016 Bitrate Bitrate Up
Noise Margin up 11.1 LTI 16D . . . pown
Noise Margindown 14 m:ﬂﬂh@is NotAvailable 4445876  BridgeTap BridgeTap 90 ;ﬁcﬁ;ﬂ:ﬁ:blarata us.ds.quantified 0 0 -
Actual Bt Rate up 16504 ICA Analysis LaD 4445877  Degraded Degraded 91 reduced.attainable.rate.us.ds.quantified 0 0 -
Actual Bit Rate 55040 Type Contact Contact 6968 1528 kbis
down
ICA Problem Mo problem
Attainable Bit Rate 23728 Detected detected
e Potential Attain -1
Attainable Bit Rate 83904 Bitrate Down
down
Potential Attain -1
Attenuation up 16.8 Bitrate Up
Attenuation down  14.8 Potential ENABLING
Capacity 64 Access Profile
Occupation up Access Speed -1
Capacity 81 Gain Down
Occupation down Access Speed -1
Calculated Line 862 Gain Up
Lol ICA Access no problem
Correction DB Line 872 Problem Type
Lol BER Socket N
Number of 1z Installed
IFEIETELE BBR Socket  01/0111970
HEETE Instalation Date 02:00
5.6.3 Tab: Worklog (available only for Fiber)
Access Trouble Ticket Detail
|Response ||C PE Info || Billing |
Group Summary Notes Sent to Created by Creation
Nr Backend Backend Date/Time
System

5 2. Summary from Simulater: 2 - This is a Mote frem the TIBCO Simulator —— (2. Summary from Simulator: status=closed friggered by - Yes 28102016

status=closed friggered by create create) — WorkLogText 6: $£a -J&I071[<= 123 ABC dai — WorkLogText 6: $£a -JJ&l0 1[l<= 123 ABC 14:11:24 493
- WorkLogText 6: 5£a -{}

5 1. Summary from Simulator: 1 - This is a Mote frem the TIBCO Simulator —— (1. Summary from Simulator: status=closed friggered by - Yes 281072016
status=closed friggered by create create) — WorkLogText 6: $£a -J&I071[<= 123 ABC dai — WorkLogText 6: $£3 -JJ&li 1[l<= 123 ABC 14:11:24.472

0al - WorkLogText 6: $£a -Jéli[l== 123 ABC 0al -

4 2. Summary from Simulater: 2 - This is a Mote frem the TIBCO Simulator —— (2. Summary from Simulator: status=cleared friggered by - Yes 28102016
status=cleared triggered by create create) — WorkLogText 5: $£3 . Ifl<= 123 ABC daii — WorkLogText 5: $£a -{J&li 1[J== 123 ABC 14:11:13.154

Bail - WorkLogText 5: $£a -[J&li[]== 123 ABC 0ai -

4 1. Summary from Simulator: 1 - This is a Mote frem the TIBCO Simulator —— (1. Summary from Simulator: status=cleared friggered by - Yes 281072016
status=cleared triggered by create create) — WorkLogText 5: $£3 -Jeli1[l<= 123 ABC 0l — WorkLogText 5: $£3 -[J&li |[J== 123 ABC 14:11:13.078

0al - WorkLogText 5: $£a -Jéli[l== 123 ABC 0ai -

3 WorkReport test resolution text 4 - Yes 28102016

14:11:07.354

2 2. Summary from Simulater: 2 - This is a Mete from the TIBCO Simulator —— (2. Summary from Simulator: status=deferred scheduled - Yes 281072016
status=deferred.scheduled triggered by triggered by create) — WorkLogText 3: $£3 -[Jeli1[l== 123 ABC bai - WorkLogText 3: $£3 .-fJeliI[J== 14:11:01.843
create 123 ABC 0ail - WorkLogText 3: $£a -(J&li"1[]== 123 ABC oail -

2 1. Summary frem Simulator: 1 - This is a Mete frem the TIBCO Simulator —— (1. Summary from Si - stat def: d.scheduled - Yes 28102016
status=deferred.scheduled triggered by triggered by create) -— WorkLogText 3: $£a -[J&li1[J<= 123 ABC dai — WorkLogTe)d 3 $£a el == 14:11:01.805
create 123 ABC 0ai - WorkLogText 3: $£a -{€li[J== 123 ABC 0ai -

1 3. Summary from Simulater: 3 - This is a Mote frem the TIBCO Simulator —— (3. Summary from Simulator: status=openActivate - Yes 281072016
status=openActivate friggered by create triggered by create) — WorkLogText 1: $£3 -Jeli1[l== 123 ABC 63l - WorkLogText 1: $£3 .-Jeli 1[J== 14:10:50.476

123 ABC 0ail - WorkLogText 1: $£a -{J&li"1[]== 123 ABC oail -

1 2. Summary from Simulater: 2 - This is a Mote frem the TIBCO Simulator —— (2. Summary from Si tat Activat - Yes 28102016

status=openActivate friggered by create triggered by create) -— WorkLogText 1: $£3 -[Jeli1[J== 123 ABC dad —WorkLogTe)d 1: §£3 el <= 14:10:50.453
123 ABC 0ai -- WorkLogText 1: $£a -{€li[J== 123 ABC 0ai -

1 1. Summary from Simulator: 1 - This is a Mote frem the TIBCO Simulator —— (1. Summary from Simulator: status=openActivate - Yes 281072016

status=openActivate friggered by create triggered by create) — WorkLogText 1: $£3 -Jeli1[l== 123 ABC 63l - WorkLogText 1: $£3 .-Jeli 1[J== 14:10:50.235
123 ABC 0ail - WorkLogText 1: $£a -{J&li"1[]== 123 ABC oail -
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5.6.4 Tab: Response

Access Trouble Ticket Detail

Main ||xDSL Info|m|CPE |nfo||ai||ing|

Response Comment Sent to TT system
Rezponze Comment Code -
Progress Comment -
TT Progress Comment Code -
Progress Date/Time 08/05/2016 0812

5.6.5 Tab: CPE Info
Access Trouble Ticket Detail

Main ||xDSL Info||Ftesponse | Billing

BBCS eguipment equiprment

CPE Comment CPE Info Comment

CPE Name Motorola HGWS 7347-44-205C W1AD "CPES WIAD (POTS)", FW 7.8.5r5, IKNS 171
Capability Technology Type Capability Overall Capability Hardware Capability Firmware
VDsL2 capable no VES
VDSL Vectoring forced friendly ves yves, but SFP needed
G.FAST disturber no ves, but SFP needed

5.6.6 Tab: Billing

Access Trouble Ticket Detail

Main ||:LDSL Info ||Respanse ||CPE Info |

Billing Action ready for billing
Material costs =

Mumber of flat rates 1

Ppld -

Expense (min) 142

5id Id =

Detailed Work Report  Arbeitsbeschrieb 2

Changes
Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS)
CH-3050 Bern Version 34
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Rel. | CR Short description

9.18 | FeFoFu 114 | Ask Swisscom Button
9.18 | WP 1096 The Billing Tab: Billing Information may be filled for Best Effort on Fiber too.
9.16 | 792 Main, xDSL Info, CPE Info and Billing Tab changed

5.7 Cancel Appointment

To cancel an appointment, the add comment window is showed, because no cancellation is possible without a com-
ment.

Add Comment

ISP ID 777710 Testaccount WeG-Team
ISP Application ID |isp zppl_id |

ISP Application Entity 1D |isp_appl_ent'rt:,-_iu:| |

End-u=er login hmuzter

End-u=zer name Hanzs Muster

End-u=ser phone 0311234567

DM /W NEN 0782200307

DM Type Multi Line

BB Type VDSL

Contract Element Internet

Comment Cancel appointment 45584

-Appointment
Appointment Id 45584 |455g4 |
Time Slot 12/03/200% 08:00-12:00 | |
Out of SLA& Mo | |
Out of SLA Reason | |

hack | | submit | | reset | |appoint. reservation
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5.8 Button "Line Analysis History"

From the Access Trouble Ticket Detail screen the authorized user has the opportunity to display the “Line Quality Diag-
nostic”-History by clicking on the “Line Analysis History” button.

Line Analysis History

Ticket ID 1043218

Number of entries 63

Line Error Ticket issuing Start Date RequestDate NextRequest  AnswerDate Line  NrofLineUp  Total Correlation Comment LaD State  Transaction
Category date Date up OK Request DatefTime

0 541-NoSignal 20/01/20110821  20/0172011 2010172011 08:22 N 0 0 Line quality diagnostic has been enabled ENTERED  20/01/2011 09:21
09:22

1 541-NoSignal 20/01/20110821  20/0172011 20/01/2011 2000172011 08:22 N ] 1 33681252 Line quality diagnostic request has been relsased PROCESSING 2010172011 08:22
09:22 0922

2 541-NoSignal 20/01/20110821  20/01/2011 200172011 08:24 2010112011 N 0 1 33681252 Line qualty diagnostic response line is down PROCESSING 2010172011 08:22
09:22 09:22

3 541-NoSignal 20/01/20110921 200172011 20/01/2011 200172011 09:24 N 0 2 33691255  Line quality diagnostic request has been released PROCESSING 2010172011 09:25
09:22 09:25

4 541-NoSignal 20/01/20110921 200172011 200172011 09:27 2010112011 N 0 2 33691255  Line quality diagnostic response line is down PROCESSING 20/01/2011 08:25
09:22 09:25

5 541-NoSignal 20/01/20110921 200172011 200172011 200172011 09:27 N 0 3 33691257 Line quality diagnostic request has been released PROCESSING 20/01/72011 09:28
09:22 09:28

&  541-NoSignal 20/01/201108:21  20/01/2011 200172011 03:30 2010112011 N 0 3 33691257  Line quality diagnostic response line is down PROCESSING 2010172011 09:28
09:22 09:23

7 541-NoSignal 20/01/20110821  20/01/2011 20/01/2011 2010172011 08:30 N ] 4 33681258 Line quality diagnostic request has been relsased PROCESSING  20/01/2011 08:31
09:22 09:31

8  541-NoSignal 20/01/20110921  20/0172011 200172011 08:33 2010112011 Y 1 4 33691258 Line qualty diagnostic response line is up PROCESSING  20/01/2011 08:31
09:22 09:31

§  541-NoSignal 20/01/20110821  20/01/2011 20/01/2011 200012011 08:33 Y 1 5 33681259 Line quality diagnostic request has been relsased PROCESSING  20/01/2011 08:34
09:22 09:34

10 541-NoSignal 20/01/20110921 200172011 200172011 03:36 2000112011 N 0 5 33691259 Line qualty diagnostic response fine is down PROCESSING 2010172011 09:34
09:22 09:34

11 541-NoSignal 20/01/20110921 200172011 200172011 200172011 09:36 N 0 6 33691260 Line quality diagnostic request has been released PROCESSING 2010172011 09:37
09:22 09:37

12 541-NoSignal 20/01/20110921 200172011 200172011 03:38 2010112011 Y 1 [ 33691260 Line qualiy diagnostic response line is up PROCESSING  20/01/2011 09:37
09:22 09:37

13 541-NoSignal 20/01/20110921 200172011 200172011 2010172011 09:39 Y 1 7 33691261  Line qualiy diagnostic request has been released PROCESSING 2010172011 09:40
0922 09:40

14 541-NoSignal 20/01/20110821  20/0172011 200172011 09:43  20/01/2011 N 0 7 33681261 Line qualty diagnostic response line is down PROCESSING  20/01/2011 08:41
09:22 03:41

15 541-NoSignal 20/01/20110921  20/0172011 20/01/2011 2010172011 08:43 N ] 8 33681262 Line quality diagnostic request has been relsased PROCESSING  20/01/2011 08:44
09:22 09:44

16  541-NoSignal 20/01/20110821  20/0172011 200172011 09:46  20/01/2011 N 0 8 33681262 Line qualty diagnostic response line is down PROCESSING  20/01/2011 08:44
09:22 09:44

Please take note that each processed "Line State Analysis" request will be presented as two lines: the first line repre-
sents the request, the second line represents the (asynchronous) answer.

5.8.1 Form Fields

Name ‘ Description

Line Line Numberring

Error Category

Error category of the access trouble ticket

Ticket issuing date

Timestamp of the access trouble ticket creation

Start Date

Timestamp of the "Line State Analysis" process initiation

Request Date

Timestamp of the single "Line State Analysis" request

Next Request Date

Timestamp of the next planned single "Line State Analysis" request

Answer Date

Timestamp of the (asynchronous) answer of the single "Line State Analysis"

Line Up

Result of the single "Line State Analysis" response (Yes or No)

Nr of Line Up OK

Number of consecutive "Line State Analysis" Line-UP=Yes responses

Total Request

Number of submitted "Line State Analysis" requests

Correlation

Internal correlation | dof the single "Line State Analysis" request

Comment

self explanatory

LQD state

ENTERED or PROCESSING or COMPLETED

Transaction Date/Time

self explanatory

5.9 Button “Ask Swisscom”

Swisscom (Schweiz) AG
CH-3050 Bern

Version

Valid from

Broadband Connectivity Service (BBCS)
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5.9.1 Add Question

Ask Swisscom

Add Question

ISP 777710 Testaccount WSG Team
BBCS-Access Ticket TT 2447677
E-Mail Address * hans.muster@beispiel i
Question * <Here comes your queslion=|
hack submit reset
5.9.1.1 Fields

The user has to fill out following attributes to disconnect an active BBCS service:

Name Optional / | Description

Mandatory
E-Mail Address M The email address of the inquirer.
Question M The Question

5.9.2 Inquiry Details

You can control the content that will be sent to Swisscom First-Level-Support.

Ask Swisscom

Inquiry Details

ISP Tri710 Testaccount WSG Team
BECS-Order TF771020161012000007 000000
Contr Element BEBCS_on_TDM

Order Type BBCS_DISCONMECT

Order State ACCEPTED

Inguirer I15P User

Inquiry Crate/Time 19102016 16:45
E-Mail Address muster hansi@beispiel li

Question <Hier zeht ihre Frage=

When pressing "submit” vour inquiry will automatially be sent to Swisscom First-Level-Support

hack subirmit
Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 35/89
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5.9.3 Email Sent Confirmation

If the inquiry is sent to Swisscom First-Level-Support.
Ask Swisscom

Email Sent

ISP TI7710 Testaccount WSGE Team
BECS-Order T77771020161019000007000000

hack

5.9.4 Add asecond question is not possible

The following message informs you that you cannot add second question for the same ticket.

Ask Swisscom

Operation failed

Message An inguiry to Swisscom was already sent. This feature can only be used once per an orderficket efc.
hack
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5.10 Modify Access Trouble Ticket

When the Trouble Ticket is in state ENTERED or REJECTED then the user may click the “modification” button on the Ac-
cess Trouble Ticket Detail screen. The result is the display of the following screen where any of Trouble Ticket infor-
mation that is displayed in fields, as opposed to fixed text, may be modified.

Modify Access Trouble Ticket

ISP *

ISP phone *

ISP ticket ref =

ISP Application ID

ISP Application Entity ID

Suppress checks

End User Login
End User Name
End User Company
End User Phane
End User Street/Nr
Building

End User ZIP/City

Contact Person First Name
Contact Person Last Name
Contact Person Phone
Contact Notification Type
Contact Notification Address
BBCS DN/VN/NSN

OTO Id

OTO Plug Nr

Access ld

DN Type *

BB Type *

SA SLA

Problem description *

TTT710 Testaccount WSG
0312283010
031228301056546

Hp Firstname
Hp Lastname
0319999999

None El

0103099999
A987.654.320

1

AC1.987.654.231
Netsenvices number
BX

Standard

Problem

Contracted Elements

Contract Element ™ Service Profile
@ DBBCS_F (Fiber) 10000 down / 1000 up

BBCS equipment Error Category *

901 - No Connection E

Checklist
Problem Date * 12 .09 2012 f00 00 (dd.mm.yyyy'hh:mi)
Last successful login . . ! (dd_mm_yyyy/hh:mi)
Comment Ticket successfully sent to ITSM (createTT): =
id=1555809 Ticketldlitsm=134848985979900 -
Measured ISP Values Measure =
back | | submit | | reset ‘ ‘ appoint. reservation

5.10.1 Fields

See Chapter 5.4.2

Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 37/89
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5.11 Place Trouble Ticket DDI

Use the dialog “Place Trouble Ticket DDI” from the “Access TT” menu. Placing trouble tickets for business lines requires
the definition of a VN (“Verrechnungsnummer”). If unknown a set of VNs can be looked-up given either a STNR or a DDI

number.

Place Business Line Trouble Ticket (step 1/2)

ISP * 77710 Testaccount W5G-Team
BBCS STNR/DDI * (0314445566) Get Business Line |dentity
BBCS VN * (0311444556)

Please make sure the following points apply before issuing a trouble ticket:

= The supply time frame has passed.
= The ISP is not aware of a Swisscom network problems, that could cause the problem for the end-user.
= There is no network problem within the ISP network, which could affect the end-user.
= The following points have been discussed and checked with the end-user beforehand:
= The splitter had been installed in accordance to the instructions and the installation has been checked.
= Configuration of the PC and possibly that of the modems / routers.
= Configuration of the PC and possibly modems / routers.
= The service used to work.
» xDSL Info status has been checked

hack cartinue reset #DEL Infa

As you can see the screen depicted above is very similar to the “ordinary” Place Trouble Ticket screen described in chap-
ter 5.2. This screen however provides two ways to create a business line trouble ticket:

e Creating a trouble ticket from STNR/DDI

e Creating a trouble ticket from VN

5.11.1 Creating a Trouble Ticket from STNR/DDI

This section covers the case where the VN is unknown. In this case the form depicted above has to be defined as fol-
lows:

Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 38/89
CH-3050 Bern Version 34
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Name Optional /  Description
Mandatory
ISP n/a Fixed item — for display only
BBCS STNR/DDI M The STNR or DDI number for which the VNs shall be looked up
BBCS VN n/a Empty

n/a—not applicable

After following the "Get Busines Line Identity” link the following screen shows up containing a list of all associated VNs.

PABX Summary

5P 777710 Testaccount WSG-Team

BBCS STNR/DDI 0313802525 / 0311380250

Mumber of entries = 5

VH UP Board Hr UP Switching Place Nr UP Type of Contact UP Contact Nr BB Info

@) 0311390251 4 1 UPK 1
0311380252 4 17 UPK 2 BBCS Service already exists!
0311390253 4 17 UPK 3 BBCS Service already exists!
0311390254 4 17 UPK 3
0311390255 ] 1 UPK 3

[ Trouble Ticket Creatinn: | Service Status #¥DEL Info
hack refresh

The user may now select one of the VNs by clicking a radio button on the left and proceed by clicking one of the buttons
in the footer:

e Trouble Ticket Creation
e Service Status

e xDSLInfo (see 7.2

Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 39/89
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Query xDSL Info Result)

5.11.1.1 Trouble Ticket Creation

On clicking the “Trouble Ticket Creation” button the following screen will be displayed:

Place Business Line Trouble Ticket (step 2/2)
ISP * 777710 Testaccount WSG-Team

ISP phone *

ISP ticket ref. *

ISP Application ID

ISP Application Entity 1D

End User Login *
End User Name *

End User Phone *

End User Notification Type None [¥]
End User Notification

Address

BBCS STNR/DDI IR
BBCS VN * 0752250312
UP Board Nr

UP Switching Place Nr
UP Type of Contact
UP Contact Nr

DN Type * Mutti Line

BB Type * wDSsL

SA SLA (Requested) Standad  []

Problem description * )L

Contracted Elements

Contract Element * Service Profile BBCS equipment * Error Category *
@ BestEffort max 5000 down / 500 up 500 - Unknown El
Checklist
Problem occurrence date * . . { : (dd.mm_yyyy/hh:mi)
Last successful login . . { : (dd.mm_yyyy/hh:mi)
Comment 0
Measured ISP Values .
back | [submit | [reset | [2ppaint. reservation
Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 40/89
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ter 0 except for the additional UP fields which are read-only.

From now on the trouble ticket management works in the usual manner. Please consult sections above within chapter

5.

5.11.1.1.1 Form Fields

Name Optional /  Description
Mandatory

ISP n/a Fixed item —for display only

ISP phone M Field automatically filled in but may be overwritten
ISP ticket ref. M A unique Trouble Ticket reference Id.

End-user login O End user login

End-user name M End User’s contact name

End-user phone M End User’s contact phone number

End User M None, SMS or Email

Notification Type

End User 0 End User Notification Text

Notification

BBCS STNR/DDI n/a Fixed item — for display only

BBCS VN n/a Fixed item — for display only

UP Board Nr n/a Fixed item — for display only

UP Switching Place n/a Fixed item —for display only

Nr

UP Type of Contact n/a Fixed item —for display only

UP Contact Nr n/a Fixed item —for display only

BBCS Connection n/a Fixed item —for display only
type

BB Type M Fixed item —for display only

Problem description M Description of the problem

M Select the Contract Element that is affected
Contract - From Get Service or DSLM Status
Element

Sy Speed - Speed Profile (LOV)

c 38 .

=3 Profile

S é BBCS M Modem or router type

w0 ® equipmen

=5 [t

gn. E Error 0 Select Error Category (available values varies with Contract Element and
& Category BB Type)

Problem occurrence M Date and time since when the problem has existed — DD-MM-YYYY-HH-
date MM

Last successful login 0 Date and Time when the end user last logged in with the ISP — DD-MM-

YYYY-HH-MM
Comment o) Additional comment from ISP to problem description

Swisscom (Schweiz) AG
CH-3050 Bern

Broadband Connectivity Service (BBCS)

Version
Valid from
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n/a—not applicable

5.11.2 Creating a Trouble Ticket from VN
This section covers the case where the VN is known. In this case the place touble ticket step 1 form (see first section in

this chapter) has to be defined as follows:

Name Optional /  Description
Mandatory

ISP n/a Fixed item — for display only
BBCS STNR/DDI n/a Empty

The VN associated with the new Trouble Ticket and/or xDSL In-
fo check.

BBCS VN M

n/a—not applicable

Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 42/89
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5.11.2.1 Place Business Line Trouble Ticket (Step 2/2)

After entering a valid VN and clicking “submit” on the Place Business Line Trouble Ticket (Step 1/2) form or clicking “cre-
ate ticket” on xDSL Info Result the following screen will be displayed:

Place Business Line Trouble Ticket (step 2/2)
ISP * 777710 Testaccount WSG-Team

ISP phone *

ISP ticket ref. *

ISP Application ID

ISP Application Entity ID

End User Login *
End User Name *
End User Phone *
End User Notification Type None [=]

End User Motification
Address

BBCS STMR/DOI

BBCS VN * 0762280312
UP Board Nr

UP Switching Place Nr

UP Type of Contact

UP Contact Nr

DN Type * Multi Ling
BB Type * VDSL

SA SLA (Requested) Standard [

Problem description * P

Contracted Elements

Contract Element * Service Profile BBCS equipment * Error Category *
(@ BestEffort max 5000 down / 500 up 500 - Unknown E|

Checklist

Problem occurrence date * . . { : (dd-mm.yyyy/hh:mi)

Last successful login . . f : (dd-mm.yyyy/hh:mi)

Comment a

Measured ISP Values <

| back | | submit || reset | appoint. reservation
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5.11.2.2 Form Fields

Description

ISP n/a Fixed item —for display only
ISP phone M Field automatically filled in but may be overwritten
ISP ticket ref. M A unique Trouble Ticket reference Id.
End-user login M End user login
End-user name M End User’s contact name
End-user phone M End User’s contact phone number
End User M None, SMS or Email
Notification Type
End User o End User Notification Text
Notification
Customer class n/a Fixed item —for display only
BBCS STNR/DDI n/a Empty
BBCS VN n/a Fixed item —for display only
UP Board Nr n/a Empty
UP Switching Place n/a Empty
Nr
UP Type of Contact n/a Empty
UP Contact Nr n/a Empty
BBCS Connection n/a Fixed item —for display only
type
BB Type M Read only
Problem description M Description of the problem
M Select the Contract Element that is affected
oy Contract - From Get Service or xDSL Info
% E Element
S é Spegd - Speed Profile (LOV)
oo Profile
= BBCS M Modem or router type
& £ | equipment
< W Error 0 Select Error Category (available values varies with Contract
Category Element and BB Type)
Problem occurrence M Date and time since when the problem has existed — DD-MM-
date YYYY-HH-MM
Last successful login 0 Date and Time when the end user last logged in with the ISP —
DD-MM-YYYY-HH-MM
Comment o) Additional comment from ISP to problem description
Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 44/89
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5.12 Select Access Trouble Tickets Summary

Use the dialog “Maintain Trouble Ticket” from the “Access TT” menu; this dialog starts with the “Select Access Trouble
Tickets” screen that allows the user to select one or a set of Trouble Tickets according to certain criteria:

Wildcard search is supported for the following attributes
. ISP ticket ref.
. BBCS DN/VN/NSN
. BBCS STNR/DDI
] Ticket ID Sys
. BBCS

Select Access Trouble Tickets

ISP 777710 Testaccount WSG
Ticket ID
ISP ticket ref from to ascending ¥
Ticket State A ascending ¥

ENTERED

REJECTED (&

CHECKED

PROCESSING

INWORK -
BBCS DN/VN/NSN from to ascending ¥
BBCS DN/VN/NSN Req  from to ascending ~
BBCS STNR/DD! from to ascending
Ticket issuing date/time from M to R 1 descending ¥
Problem Date/Time from O to F ascending ¥
Last modified date/time from m (M to G ascending ~
Billing action A ascending

not billed =

ready for billing

1

billing cancelled

Response Comment Code ascending ¥

m o

200 - Customer-Fault-FF, Problem sclved
201 - Customer-Fault-FF. CE-Problem. Problem not solved
202 - Customer-Fault-Remote, Problem solved h

Progress Comment Code ascending ¥

T

51-1stlevel
52-2nd level
53-on site

<)

BB Type o ascending ¥
ADSL
VDSL il

Contract Element ascending ¥
BBCS_on_TDM

BBCS_Standalone
DBC - DSL_Base_Connectivity ™

m

Senice Profile 2 ascending ¥
max 3500 down [300up (=
max 15000 down / 1000 up
600 down / 100 up 72
Appointment Id ascending v
Count Only ]
back | [ submit | [resst
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The second Tab “Page 2” offers some additional criterias:

Select Access Trouble Tickets

Page 1 Im

SA SLA ~ ascending W
Standard
Intermediate .,
SA SLA (Reguested) A ascending w
Standard
Intermediate .,
SA SLA Overruled ascending  w
Yes
Mo
BBCS equipment (Comma sep. list) ascending  w
ISP Application ID ascending w
ISP Application Entity IO ascending  w
oTO d ascending W
OTO Partner Label ascending  w
Vectorized ascending  w
Yes
Mo
DSLAK Name ascending v
Count Onty [ ]
| hack | | submit | | reset

5.13 Access Trouble Ticket Count

If you just want to know the count of the records matching your selection criteria’s, you may check the “Count Only”
checkbox in the Select Access Trouble Tickets screen. After clicking the “submit” button the following screen will be dis-
played:

Access Trouble Ticket Count

Mumber of entries = 454

hack | [summary
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6 Connectivity Trouble Ticket Navigation and Form Input

6.1 Connectivity Trouble Ticket Selection

On clicking “Connectivity TT” the following screen will be displayed.

Connectivity Trouble Tickets

Place trouble ticket

Place
Trouble Ticket

Maintain Maintain trouble ticket

Trouble Ticket

Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 47/89
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6.2 Place Connectivity Trouble Ticket

On clicking “Place Trouble Ticket” the following screen will be displayed:

Place Connectivity Trouble Ticket

ISP 777710 Testaccount WSG-Team

ISP phone 0311234567 {business hours)
0311234567 {outside business hours)

E-Mail

ISP ticket ref |

Problem description Test

Checklist

Router name Foutername |

|P-address 121212255

Problem occurrence date from . . ! : (dd-mmyyyyhhmi)
to . . ! : (dd_mm_yyyyhhemi)

Affected regions
Mb. of fault reports
Farthy no senice
Mo senvice at all
Affected DN range
Domains

Comment

)
v

swisscoml.com

hack

| | submit | | reset
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6.2.1 Form Fields

Name Optional /  Description
Mandatory

ISP n/a Fixed item —for display only

ISP phone (busi- M Field automatically filled in but may be overwritten

ness hours)

ISP phone M Field automatically filled in but may be overwritten

(outside business

hours)

E-mail (of ISP) M Field automatically filled in but may be overwritten

ISP Ticket M A unique ISP Trouble Ticket Reference

Reference

Problem M Description of the problem

description

Router name O The name of the affected router

IP-Address O The IP-Address of the affected router

Problem o) Date and time since when the problem has existed — DD_MM-

occurrence date - YYYY / MM-HH

from

Problem o) Date and time when the problem lifted (leave blank if still

occurrence date - current)-DD_MM-YYYY / MM-HH

to

Affected regions O Regions affected by the problem

Number of fault O Number of fault reports relating to this Trouble Ticket

reports

Partly no service O From pull-down menu: Yes or No

No service at all 0] From pull-down menu: Yes or No

Affected DN O Range of affected DNs

range

Domains o) Multiple select: Affected domains

Comment o) Additional comment from ISP for the problem description
Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 49/89
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6.3 Connectivity Trouble Ticket Detail

After entering valid data and clicking “submit” on the Place Connectivity Trouble Ticket form the following screen will be
displayed. No further processing of the Trouble Tickets is possible! Upon successful validation the state of the Trouble
Ticket goes straight from ENTERED to CLOSED and an E-mail to the Swisscom Customer Care Centre will be dispatched.
See section Trouble Ticket States below.

Connectivity Trouble Ticket Detail

r Ticket Header r ISP
Ticket ID 6035 ISP 777710 Testaccount WSG-Team
Last modified 17/11/2009 14:00 by ISP User ISP phone 0311234557 (business hours)
Ticket =tate  INWORK 0311234557 (outzide businezs hours)
E-Mail -
ISP ticket ref. -
r Checklist
Routsr nams Routername — Comment
IP-addreszs 12.12.12 255 -

Problem occurrence dats from  17/11/2009 00:00

Problem occurrence date to 171172005 00:00

Affected regions - r Response Comment

NEb. of fault reportz -

Partly no zervice -
No =ervice at all -
Affected DN range -

Domainz -

r Problem description
Test
History
Modified User name Ticket state Response Comment
1712009 14:00 ISP User INVVORK -

17M11/2005 14:00 ISP Uzer ENTERED -

hack | |refresh
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6.4 Select Connectivity Trouble Tickets

Use the dialog “Maintain Trouble Ticket” from the “Connectivity TT” menu to start with the Select Connectivity Trouble
Tickets screen that allows the user to select one or a set of Trouble Tickets according to certain criteria:

Select Connectivity Trouble Tickets

ISP 777710 Testaccount WSG-Team
Tickst ID
ISP ticket ref. from to ascending  |[w
Tickst =tate s zscending (W
ENTERED
REJECTED b
Problem occurrence dateftime from L to  (C ascending M
Tranzaction DateiTime from D to EH [ descending |w
hack | | submit | | reset

6.5 Connectivity Trouble Ticket Summary

After entering some selection criteria in the Select Connectivity Trouble Tickets screen and clicking submit the following
screen with any matching result(s) will be displayed:

Connectivity Trouble Ticket Summary

MNumber of entries = 4

[ back | [create
ISP ticket ref. Problem description Problem occurrence date Transaction date Ticket state
Detail Test 17/11/2009 00:00 - 17/11/2009 00:00 17/11/2009 14:00 INWORK
Detail 123456 Test Conn-TT 01/01/2009 10:00 - 13/01/2008 20:00 23/01/2009 10:52 CLOSED
Detail Te=t mit Felix Meierhofer 15/0%/2006 00:00 - 15/08/2006 00:00 15/0%/2006 08:56 CLOSED
Detail x Test 12/08/2003 00:00 - 12/08/2003 00:00 12/082003 13:31 CLOSED
hack | [create

Here we see three navigation possibilities; the “Back” button which will allow us to change our selection criteria, the
“Create” button which will take us to the Place Connectivity Trouble Ticket screen, or one of the “Detail” links (under-
lined in blue) that will take us to the associated Connectivity Trouble Ticket Detail screen. This concludes our tour of the
Trouble Ticket GUI.
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7 xDSL Info Navigation and Form Input

On clicking “xDSL Info” in the menu the following screen will be displayed.

¥DSL Info

Query Query xD5L Info

xDSI Info

Maintain xD5SL Info

Maintain
xDSI Info

The user can choose either to perform a new xDSL Info query or to maintain results of xDSL Info queries which were per-
formed in the past.

The field “Query xDSL Info” is a link to the Query xDSL Info form used to start xDSL Info queries. The field “Maintain
xDSL Info” is a link to the Select xDSL Info form used to select and display queries performed in the past.

7.1 Query xDSL Info Request

On clicking “Query xDSL Info” field in the form the following screen will be displayed:

xDSL Info

by
DN / VN / NSN * (0314445566)

by
oTOId * (B.123.110.456.7)

OTO Plug Nr * (1.4)

by
OTO Partner Label *

OTO Plug Nr * (1.4)

| submit

7.1.1 Form Fields
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Name Optional / Man- | Description
datory

DN/VN/NSN O BBCS Directory Number for which a query should be performed.

OTO_ID o OTO_ID associated with the new Trouble Ticket and/or xDSL In-
fo check.

OTO_PARTNER_LABEL o OTO_PARTNER_LABEL associated with the new Trouble Ticket
and/or xDSL Info check.

OTO_PLUG_NR o OTO_PLUG_NR associated with the new Trouble Ticket and/or
xDSL Info check.

Remark : Either DN, OTO_ID/OTO_PLUG_NR or OTO_PARTNER_LABEL/OTO_PLUG_NR must be entered

7.1.2 Form Validation

Form validation failures may occur for numerous reasons. If this happens a browser alert pops up warning the user.
Here are two examples of the browser alerts that pop up if validation fails:

Microsoft Internet Explorer E] Microsoft Internet Explorer E]
! E DM is missing ! "_v. Invalid DM number
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7.2 Query xDSL Info Result

After entering a valid DN and clicking “submit” on the Query xDSL Info — Number Selection form the following screen
should be displayed:

7.2.1 Main Tab (for a copper line)
xDSL Info

ISP 777710 Testaccount WSG Team
DM/ VN /NSHN 0103222010

[ back | [refresh | [Transaction Oveniew | [ create ticket | | modify access profile_|

| start LQD 24hrs | | startLaD 2min | | start Profile CP | [ startProfile cPsI | | statResyncLline | | start Reconfig Line

|Alarms ||Measure History ||CPE Info ||Dal_.r Charts ||15 Min. Charts|

Reguest Date/Time 08/03/2016 08:28:36
Response Date/Time 08/05/2016 08:28:41
User name ISP User
TIBCO/MC-CLA oK
LY oK
Line State id 23534236
BB Type SDSL

BB ADSL Emulated

Contr Element

BBCS_Standalone

Dn Type Metservices number
BB Port Line Type ana

Interleave Mode Fastpath

Seszsion Type DHCP

Access Speed 50000 down / 10000 up
DN Office G4B0L

BB Device Location BOL

Site BoOL

Site Category RUS

Available Technology Type

WDSL2, WDSL Vectoring

DSLAM Name IPC-SURT10-5-DM-04
Technology Type VDSL Vectoring
Vectorized -
Op Status Open Pipe LQS Max
Reaszon of Potential 1000 - Pending upgrooming
Network Type -
BE Psd Class Spec_VDSLZ_17a

Best Effort
Service Type -

Service Profie

1800 down / 1800 up

Real Time
Service Type -
Service Profie ENABLING
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Traffic_Light

=DSL Line Status up

Problem description BridgeTap

Proposed Repair Action If the =tability and perfermance iz ok, then do nothing. Elze check and correct the inhouse cabling (install broad band ready).
Problem description Degraded Contact

Proposed Repair Action If the stability and performance is ok, then do nething. Elze check and correct the inhouse cabling (install broad band ready).

Stability Info  Owverall Stability good stability/quality
Coding Violation Down good stability/guality
Coding Violation Up good stability/guality
Severely Error Seconds Down good stability/quality
Severely Error Seconds Up good stability/guality
Spontaneous Resyncs bad stability/quality
Afttainable Actual Bitrate Ratio High Margin
Last Status Change Date/Time 01011970 01:00:00

Parameter  Noise Margin up 1.1 db
Noize Margin down 14 db
Actual Bit Rate up 168504 kbis
Actual Bit Rate down 535040 kb's
Attainable Bit Rate up 23728 kbis
Attainable Bit Rate down 83904 kbis
Aftenuation up 16.8 db
Attenuation down 148 db
Capacity Occupation up 54 %
Capacity Occupation down 81 %

ICA Result  Last Analysis Data/Time 15/03/2016 14:46:15
Last Analysis 24h Date/Time 10/03/2016 14:46:15
ICA Analysis State MNotAwvailable
ICA Analysis Type Lao
ICA Problem Detected Mo problem detected
Potential Attain Bitrate Down -1
Potential Attain Bitrate Up -1
Potential Access Profie ENABLING
Access Speed Gain Down -1
Access Speed Gain Up -1
ICA Access Problem Type no problem
BER Socket Installed N
BBR Socket Installation Date 01/01/1970 02:00:00

ICA Problem Problem id 4445142
Description BridgeTap
Description Text BridgeTap
Confidence 80
Impact reduced.attainable.rate. us.ds.quantified 6968 1528 kb's
Impact Attain Bitrate Down o
Impact Attain Bitrate Up o
Remaining Time {min} -
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Problem Id 4445143
Description Degraded Contact
Description Text Degraded Contact
Confidence 91
Impact reduced.attainable.rate.us.ds.guantified 6958 1528 kb's
Impact Attain Bitrate Down 0
Impact Attain Bitrate Up 0

Remaining Time {min} -

Calculated Line Length 362
Correction DB Line Length ar2
Number of Spentaneous Resyncs 12

BEO: Backend Resource Reports Error: -1020 - Error occurs in backend system during measurement

Changes

Rel. Description

9.18 | Copper Errors may get more detail information from the underlaying system:

NA BEO: Backend Resource Reports Error: -1020 - Error occurs in backend system
during measurement

9.16 new layout

9.15 New Group Stability Info

e Coding Violation Up/Down, Severely Errors Up/Down, Spontaneous Resyncs
Stability Info with available values good, medium or bad stability/quality.

e Attainable Actual Bitrate Ratio with values Low or High Margin
At the Endpoint Site

e Available Technology Type replaces DSLAM Vectoring Capability by extend the
availability of technology VDSL Vectoring at the DSLAM with G.FAST.

9.13 New button
Modify access profile

It presents a successful result of the new xDSL Info query for the given Directory Number (DN). Just the single result of
the recent query is displayed, unless there is a result of the previous query for the same DN in the database. Otherwise
two results are displayed: the recent one and the previous one.
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7.2.2 Alarms Tab

XxDSL Info

ISP 777710 Testaccount WSG Team
DN /WM JNSN 0103222010
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[ back

| [refresh

| [Transaction Overiiew | | create ticket

| | maodify access profile |

[ start LoD 24hrs

| [ start LoD 2min

| [ startProfile CP

| [ startProfile CPSI |

| start Resync Line

| | start Reconfig Line

Request Date/Time

xDSL Info m|hﬂeasure History||CPE |nfo|||:-ay Charts ||15 Min. Charts|

06/05/2016 08:28:36

Response DatelTime 06/05/2016 08:28:41
TIBCO/NC-Cla oK

MN& oK

Access Network NOK

Begin of Fault: 06/05/2016 07:18:38
Expected repair tims: 48h

Access Network

History

Begin/End of Fault: 03/05/2016 07:18:38 (05/05/2016 07:18:38
Begin/End of Fault: 25/04/2016 07:18:38 (01/05/2016 07:18:38

[ back

| [refresh

| [Transaction Overview | [ create ticket

| [ modify access profile |

| start LQD 24hrs

| [ startLQD 2min

| [ start Profile CP

| [ start Profile CPSI

| [ start ResyncLine

| | start Reconfig Line

7.2.3 Measure History Tab

xDSL Info

ISP 100008 Swisscom (Schweiz) AG, RES

DM J VM NSN 0314445566

[back | [refresn | [Transaction Cverview | | create ticket | [ modify access profile |
[ start LQD 24nrs | [start LQD 2min | [ start Profile CP | [ start Profile cPSI | [start Resync Line | [ start Reconfig Line
xDSL Info Measure History |CPE |nfu|||nac1we EndpuianDay Charls||15 Min. Charts |
Response 2810172018 15:25
Date/Time
Historical Measurement Values
Measured Date Measured DSLAM Name Logical Spontaneous Coding Hoise Actual Bit | Attainable Bit |Attenuation Serial Number Access Speed Interleave BB Psd Class
Time Port Resyncs Violations Margin Rate Rate Mode
up/down up/down upfdown up/down up/down
dB kbis kb/s dB
210172016 86406 IPD-GWBUT10- | 1/0/0/12 7 978 36/26 2306 1 14206 / 22108 13712 3380210151634 S000-20000 down / | Interleave  [Spec_WDSL2 17a
S-CH-01 22016 V226N1W 61400 500-2000 up Low
2210172016 86405 IPD-GWBUT10- | 1/0/0/12 6 87 35425 23051 14205/ 22105 12/11 3360210181634 S000-20000 down / | Interleave  |Spec_VDSL2_17a
5-CH-01 22015 V226N1VV 61400 500-2000 up Low
230172016 86404 IPD-GWBUT10- | 1/0/0/12 g 7186 34724 2304 1 14204 /22104 11710 3380210151634 S000-20000 down / | Interleave  [Spec_WDSL2 17a
S-CH-01 22014 V226N1W 61400 500-2000 up Low
2410172016 86403 IPD-GWBUT10- | 1/0/0/12 4 675 33123 23037 14203 /22103 10/9 3360210151634 5000-20000 down / | Interleave  |Spec_WDSL2_17a
5-CH-01 22013 V226N1VV 61400 500-2000 up Low
2510172016 86402 IPD-GWBUT10- | 1/0/0/12 3 574 32/22 230271 14202/ 22102 9/8 3360210151634 S000-20000 down / | Interleave  [Spec_VDSL2_17a
S-CH-01 22012 V226N1W 61400 500-2000 up Low
26/01/2016 86401 IPD-GWBUT10- | 1/0/0/12 2 473 i 23017 14201 /22101 87 3360210151634 5000-20000 down / | Interleave  |[Spec_WVDSL2_17a
5-CH-01 22011 V226N1VV 61400 500-2000 up Low
270172016 86400 IPD-GWBUT10- | 1/0/0/12 1 3rz 30/20 23007 14200/ 22100 718 3360210151634 S000-20000 down / | Interleave  [Spec_VDSL2 17a
5-CH-01 22010 V228N 1V 61400 500-2000 up Low
[ ack | [refresn | [Transaction Cverdiew | | create ticket | [ modify access profile |
[ start LQD 24nrs | [start LaD 2min | [ start Profile CP | [ start Profile CPSI | [ start Resync Line | [start Reconfig Line |
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Changes

Rel. Description

9.15 New Attributes

e Access Speed, Interleave, Interleave Mode, BB Psd Class (the three last rows)
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7.2.4 CpelnfoTab
xDSL Info

I5P 100008 Swisscom (Schweiz) AG. RES
DH/VN T NSH 0314445565

back refresh Transaction Ovarview create ticket madify access profile

[ start LQD 24hrs | [ start LQD 2min | start Profile CF | [ start Profie CRSI | [ start Resyne Line | [ start Reconfig Line

®DSL Info ||Alarme | Messure Hi:lnryl (SN Inactive Endpoint ||Da'p Chart® ||15 Min. Charts

CPE Info  CPE Name Motorola HGWS 7347-44-205C WIAD “CPES WIAD (POTS)", FW T.8.6r5, IKNS  Molorola HGWS 7347-44-205C WIAD “CPES WIAD (POTS)", FW T.8.6r5, IKNS
m 7
DSLAM Type Technology Dslam Type Technology Dslam Type
Allowed ADSL2+ ASAM, I1SAM, CAN ADSL2+ ASAM, I1SAM, CAN
Technology Capability Capability Capability Technology Capability Capability Capabdlity
c - Type Crwverall Hardware Firmware Type Crverall Hardh Fi
VDS5L2 capable L] yes VDSL2 capabie no yes
VDSL Vecloing  forced friendly  yes yes, but SFP VOSL Vecloring  forced friendly  yes yes, but SFP
needed needed
GFAST dirsturber ] yes, but SFP GFAST diisturber ] yes, but SFP
nesded nesded
CPE Comment CPE Info Comment CPE Info Comment
GPE Type Centro Grande T647-47 rel. Unknown Centro Grande TE4T-47 rel. Unknown
CPE Emu Ready yes yes
[ back refiesh | Transaction Overview | | create icket | [ moaity access profile
| start LQID 24hrs | | start LQD 2min | start Profile CP | | start Profile CPSI | | start Resync Line start Reconfig Line
Changes
Rel. Description

9.15.0 | At the CPE Info

e Separate Capability structures for VDSL Vectoring and G.FAST extend the vector-
ing only Vectoring Capability, Vectoring Capable Hardware, Vectoring Capable
Firmware attributes.
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This tab is only available if inactive endpoint exists.

XDSL Info

ISP 100008 Swisscom (Schweiz) AG, RES

DM/ VM M NSN 0314445566

[ back | [refresh

| [Transaction Overview | | create ticket

| | modify access profile

[ start LQD 24hrs

| [start LQD 2min

| [ start Profile CP |

[ start Profile CPSI

| [start Resync Line

| [ start Reconfig Line

xD5L Info ||Alarma ||Meaaure History ||CPE Info ||Day Charts ||15 Min. Charts |

Inactive Endpoint 1 Tax Region ™ rl
BB Device Location SRDLI SROLI
Site Category RUS RUS
DSLAM Name IPC-5URT10-5-DM-05 IPC-SURT10-5-DM-05
BE Splitter Port 04-546 04-546
BB Logical Port HHHHKA-3-6-18 HHHHA1-3-6-18
BB Port Type BEDNG BEDIG
BB Port Technology adsl adsl
BB Port Line Type ana ana
BB Port Aclive State  active active
BB Port Block State free free
Dslam Type ASAM ASAM
Metwork Type EAP EAP

Inactive Endpoint 2 Tax Region il E|
BB Device Location SRDLW SROLW
Site Category AVE AVE
DSLAM Name IPC-SURT10-5-DM-08 IPC-SURT10-5-DM-03
BB Splitter Port 04-5458 04-543
BB Logical Port HHHKA1-3-8-28 HoHAHA1-3-6-28
BB Port Type BEDIG BBDIG
BB Port Technology adsl adsl
BB Port Line Type ana ana
BB Port Aclive State active: active
BB Port Block State  free free
Dslam Type ASAM ASAM
Network Type EAP EAP

[ back | [refresh | [Transaction Overdew | [ create ticket | [ modify access profile |

[ start LQD 24hrs

| [start LQD 2min

| [start Profile CP |

[ start Profile CPSI

| [start Resync Line

| [start Reconfig Line

Swisscom (Schweiz) AG
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7.2.6 Day Charts Tab
Here are seven quality/stability figures a day of the 7 days past in four charts.

xDSL Info

ISP 100005 Swisscom (Schweiz) AG, RES
DN /VN/NSN 03144455656

[ back | [retresh | [Transaction overview | [ create ticket | [ modify access profile |

| start L@D 24nrs | [start LQD 2min | [ start Profile CP | [start Profile CPSI | [ start Resync Line | [ start Reconfig Line

xDSL Info ||Alarms HMeasure History HCPE Info \ 15 Min. Charts

Caunt

T T T T T T ™
20/01/2018 21/01/2016 22/01/2018 2301/2016 24/01/2018 25/01/2016 26/01/2016
Date.

M Coding Violation Down B Coding Violation Up

Count's

T T T T T T ™
20/01/2018 21/01/2016 22/01/2018 2301/2016 24/01/2018 25/01/2016 26/01/2016
Date.

M Severely Error Down W Severely Error Up

B — -
34 T -
22 e ——
I .
30+ o e
3 224
e
T
24~ ———
—
—
21 Ex—__k—_k—.ﬁ
20+ T
20 1'!2(118 21}01‘#2018 zz.rm‘azma 23}01‘#2018 24}01‘!2018 25}01'{2018 26}01‘#2'018
Date
M Noise Margin Down W Noise Margin Up
74
5]
5
'
3 o
o
3]
2]
1
20/01/2018 21/01/2016 22/01/2018 23/01/2016 24/01/2018 26/01/2016 26/01/2016
Date
M Sponianeous Resyncs
[ back | [refresh | [Transaction Overview | | create ficket | [ modify access profile |
[ start LQD 24hrs | [start LD 2min | [start Profile CP | [start Profile CPSI | [start Resync Line | [ start Reconfig Line
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Chart Name

Abscissa
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Ordinate

Description

Graphs

(x)

(y)

Coding Violation | Up (blue), Down | Counts a Date Number of CRC errors.
(orange) day
Severely Error Up (blue), Down | Counts a Date Number of seconds with excessive errors.
Seconds (orange) day
Noise Margin Up (blue), Down | dB Date Signal/noise ratio, between transmitting signal and
(orange) disturbing signal in the upstream or downstream.
Spontaneous Re- Counts a Date Spontaneous resyncs (Connection interruptions)
syncs day

Swisscom (Schweiz) AG
CH-3050 Bern

Broadband Connectivity Service (BBCS)

Version
Valid from
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7.2.7 15 Minute Charts Tab

Here are four quality/stability figures at intervals of 15 minutes of the 7 days past in four charts.

XDSL Info

ISP 100008 Swisscom (Schweiz) AG, RES
DN /VN/HNSN 0314445586

[ back | [refresn | [Transaction cveriew | | create ticket | [ modity access proiile |
| start LaD 24hrs | [ start LQD 2min | [ start Profile CP | [ start Profile CPSI | [ start Resync Line | [ start Reconfig Line
xDSL Info [[Alarms |[Measure History |[CPE Info |[Day charts | FETTINET It
10
100
&0
80
70
- &0
3 0
8 40
30
20
10
0
S0 T T T T
0:00 230

LNLIBL e e
5:00 7:30 10:00 12:30 15:00 73 :
Time

M Coding Violation Up 20/01/2016 W Coding Violation Up 21/01/2016 M Coding Violation Up 22/01/2016 M Coding Violation Up 23/01/2016 M Coding Violation Up 24/01/2016
M Coding Violation Up 25/01/2016 1 Coding Violation Up 26/01/2016

Count

HEs588

8 e 8

TTTTT T T T T T T T T TTTTTT
230 5:00

LN, e e e |
7:30 10:00 12:30 15:00 17:30 20:00
Time

M Coding Violation Down 20/01/2016 W Coding Violation Down 21/01/2016 M Coding Violation Down 22/01/2016 M Coding Violation Down 23/01/2016
M Coding Viclation Down 24/01/2016 M Coding Violation Down 25/01/2016 [ Coding Violation Down 26/01/2016

Countis

T LI L B B e R R N RN EE RN
230 5:00 7:30 10:00 12:30 15:00 17:30 20:00 22:30

Time
W Severely Error Up 20/01/2016 W Severely Error Up 21/01/2016 W Severely Error Up 22/01/2016 WM Severely Error Up 23/01/2016 W Severely Error Up 24/01/2016
W Severely Error Up 25/01/2016 1 Severely Error Up 26/01/2016

Count's

5 e 8

L e R N AR RN
B 0:00 12:30 15:00 17:30 20:00 2

8
o2
H
.-
H

Time
W Severely Error Down 20/01/2016 W Severely Error Down 21/01/2016 M Severely Error Down 22/01/2016 [l Severely Error Down 23/01/2016 W Severely Error Down 24/01/2016)|
W Severely Error Down 25/01/2016 W Severely Error Down 26/01/2016

[ back | [reiresh | [Transaction Cverview | | create ticket | [ modify access profile |

| start LaD 24hrs | [ start LQD Zmin | [ start Profile CP | [ start Profile CPSI | [start Resync Line | [ start Reconfig Line
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Chart Name \ Graphs Abscissa (x) Ordinate (y) Description

Coding Violation | 7 daysindiffer- | Countsin15 | Timefrom 0:00 to 23:30 Number of CRC errors in the up-
Up ent colours minute in 15 minute intervals stream.

Coding Violation | 7 daysindiffer- | Countsin15 | Timefrom 0:00 to 23:30 Number of CRC errors in the up-
Up ent colours minute in 15 minute intervals stream.

Severely Error 7 days indiffer- | Countsin15 | Time from 0:00 to 23:30 Number of seconds with excessive
Seconds Up ent colours minute in 15 minute intervals errors in the upstream.

Severely Error 7 days indiffer- | Countsin15 | Time from 0:00 to 23:30 Number of seconds with excessive
Seconds Down ent colours minute in 15 minute intervals errors in the downstream.

7.2.8 Requery xDSL Info with Refresh

A new query for the same DN can be performed by clicking the “refresh” button. A result of the new query will be dis-

played together with the previous result (see Main Tab).

Alist of open Access Trouble Tickets for the selected DN can be easily opened by clicking the “Transaction Overview”
button. The button redirects the user to the Transaction-Overview screen.

A new Access Trouble Ticket can be easily created if necessary. A user should click the “create ticket” button to proceed
to the Place Access Trouble Ticket (Step 2/2) form. The form will be partially filled (with data available in the result of

the xDSL Info query).

Swisscom (Schweiz) AG
CH-3050 Bern

Broadband Connectivity Service (BBCS)

Version
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7.2.9 Main Tab (for a fiber line)

| start Reconfig Line

*DSL Info
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Contr Element
Dn Type:
Seszion Type
Access Speed
DN Office

BB Device Location

BBCS_F (Fiber)
MNetservices number

DHCP

100000 down / 100000 up
64B0OL

BOL

Request Date/Time 0052016 14:42:06 OOS/2016 14:41:52
Response DatelTime 002016 14:.42:12 09/05/2016 14:41:56
Uzer name ISP User ISP User

Line State Id 23634712 23634711

BB Type BX BX

BBCS_F (Fiber)
MNetservices number

DHCP

100000 down / 100000 up
64B0OL

BOL

DSLAM Name ipd-wip780-z-fa-14 ipd-wip780-z-fa-14
Best Effort on Fiber Best Effort on Fiber

Service Type Flat Flat

Service Profile 10000 down /1000 up 10000 down /£ 1000 up

Fan Port Light

*D5SL Line Status

up

up

| back

| |refresh

| | Transaction Overview | | create ticket

Changes

Rel. Description

9.15 | Added attributes
e Fan Port Light, xDSL Line State, optional Problem Description and Repair Action.
Undisplayed attributes for fiber.

e BB ADLS Emulated, DSLAM Vectoring Capable, Vectorized, DSLAM Vectoring
Planned Date, Reason of Potential, Site, Site Category, Technology Type, Op Sta-
tus, NetworkType, Bb Psd Class, Interleave Mode

Alarms are removed
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7.3 Start LQD 24 hours / Start LQD 2min

With the “start LQD 24 hours” (or “start LQD 2min”) -button the following screen is produced:

Prepare Start Command

ISP 100008 Swisscom (Schweiz) AG, RES
DM /WM FMSN 0314445566
Low Start start Line Quality Diagnosis 24hrs
Command
Mobile Mumber I:I The mobile number to get a nofification when the profile change or line guality
diagnosis has termineted. Example +41791234567
E-Mail Address |
Picture D Return a picture of the xDSL info result.
Required
hack subimit reset

7.3.1 Form Fields

Name Optional / Description
Mandatory

Mobile 0 The mobile number notified to, when the diagnosis has terminated.
Number
E-Mail Ad- O Add the email address to get the xDSL info result. This option is available for
dress LQD 2min/and LQD 24hrs.
Picture Re- O Check to receive the xDSL Info result including a picture of the charts (similar
quired to the day and 15 minute charts). This option is available for LQD 2min/and

LQD 24hrs.

7.4 Start Profile CP / CPSI
With the “start Profile CP” ( or “start Profile CPSI”) -button the following screen is produced:

Prepare Start Command

ISP 100008 Bluewin AG
DM /WM NSN 0314445586
Start Command start Profile Change Standard

Mobile Mumber l:l The mobile number to get a notification when the profile change or line quality diagnosis has termineted. Example +41791234567

hack subimit reset

7.5 Start Resynch Line

With the “start Resynch line” -button the following screen is produced:
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CH-3050 Bern Version 34
Valid from 14.11.2016 (WSG-9.18/Nov16)



ISP BBCS Assurance User Manual

swisscom C1 - Public

Confirm Resynchronize Line Command

ISP TF7710 Testaccount WSG Team
DM WM NSN 0712220345

Do you really want to resynchronize the line?

[ back | [submit

If you confirm using the button submit, the resynchronisation of the customer port is started.

Resynchronize Line Command Submitted

ISP T
DM/ WM/ MSN 0

7710 Testaccount WSG Team
12220345

—
f
—
f

Resynchronize Line Command was successfully started!

[ back

7.6 Start Reconfigure Line

With the “start Reconfigure line” -button the following screen is produced:

Confirm Reconfig Line Command

ISP 777710 Testaccount WSG Team
DM P WM NSN 0712220345

Do you really want to reconfigure the line (Disconnect'Create 2nd Way)?
[ back | [submit
If you confirm using submit:

Reconfig Line Command Submitted

ISP 777710 Testaccount WSG Team
DM WM/ NSN 0712220345

Reconfig Line Command was successfully started!

[ back

After this the Port will be reconfigured and reregistered in the inventory again.

Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS)
CH-3050 Bern Version 34
Valid from 14.11.2016 (WSG-9.18/Nov16)
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7.7 Modify access profile

With this button, it is possible to modify the access profile. In case of VDSL the technology type is selectable. The data is

ISP BBCS Assurance User Manual

C1 - Public

taken from an actual GetSrvStatus and the provided access profiles have passed the clean order check.

The OrderID provided in the last step is the created Modify-Order that can be seen by pressing the Detail button.

Modify Access Profile

Select Access Profile

ISP *

DN /N NS *

BB Type

D=zlam Type

D=lam Vectoring Capable
Network Type

Current Technology Type
Current Access Speed
Current Interleave Mode
Current BB P=d Class

100008 Bluewin AG
0312223256

VDSL

ISAM
No
EAP

vDsL2
28 - 8000 down /1000 up

Interleave Medium
Spec_VDSLZ_17a

MNew
Access Speed Technology
Type

() 33 -2000-2800 down / 100-300 up (Not-Profie) VDSL2
() 34 -5000 down / 400-500 up (Not-Profile) vDsL2
() 34-5000 down / 400-500 up (Mot-Profile) VDSL2
() 34 -5000 down / 400-500 up (Not-Profile) vDsL2
() 34 -5000 down / 400-500 up (Not-Profile) vDsL2
() 34 -5000 down / 400-500 up (Not-Profile) vDsL2
() 158 - 8000 down / 400 up (Not-Profile) vDsL2
(") 158 - 8000 down / 400 up (Not-Profile) vDsL2
() 158 - 8000 down / 400 up (Not-Profile) vDsL2
(") 158 - 8000 down / 400 up (Not-Profile) vDsL2
() 158 - 8000 down / 400 up (Not-Profile) vDsL2
(") 168 - 5000-8000 down / 500-500 up vDSL2
() 168 - 5000-8000 down / 500-500 up vDSL2

[ hack | | submit | | reset |

Swisscom (Schweiz) AG
CH-3050 Bern

Broadband Connectivity Service (BBCS)

Version 34
14.11.2016 (WSG-9.18/Nov16)

Valid from

Interleave
Mode

Interleave Medium
Interleave Low
Interleave Medium
Interleave High-1
Interleave High-2
Interleave High-3
Interleave Low
Interleave Medium
Interleave High-1
Interleave High-2
Interleave High-3
Interleave Low

Interleave Medium

BB P=d Class

Spec VDSLZ 17a
Spec_ VDSLZ 17a
Spec VDSLZ 17a
Spec_ VDSLZ 17a
Spec VDSLZ 17a
Spec_ VDSLZ 17a
Spec VDSLZ 17a
Spec_ VDSLZ 17a
Spec VDSLZ 17a
Spec_ VDSLZ 17a
Spec VDSLZ 17a
Spec_ VDSLZ 17a
Spec VDSLZ 17a
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Modify Access Profile

Create Order
Cperation succeeded

Order MNr 10000820130722000014000000 Detail

hack

7.8 Select xDSL Info

On clicking “Maintain xDSL Info” field in the form the following screen will be displayed:

Maintain xDSL Info

ISP Requester 777710 Testaccount WSG Team

DN/ VN HSN

OTOId

Request Date/Time from (L to e (L
back subimit recet

In this form the user can constrain parameters of xDSL Info queries whose results should be displayed.

7.8.1 Form Fields

Optional / | Description

Mandato-
ry
ISP n/a Fixed item — for display only.
Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 69/89
CH-3050 Bern Version 34
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Optional / | Description

Mandato-
ry
DN/VN/NSN O BBCS Directory Number which has been queried.
Oto ID ©) OTO Id which has been queried.
Request date/time O The beginning day/time.
from
Request date/time to O The ending day/time

7.9 xDSL Info Summary
After submitting the Select xDSL Info form the following screen will be displayed:

XDSL Info Summary

hack
Request DateiTime User name |5P DH/VN/HSN OTOId BB Type xDSL Line Status Last Status Change Date/Time
Detail 09/05/2016 14:42 ISP User Fr7710 Testaccount WSG Team 0103099995 BX green up
Detail 09/05/2016 14:41 ISP User 777710 Testaccount WSG Team 0103099939 BX green up
Detail 09/05/2016 13:06 ISP User 777710 Testaccount WSG Team 0103093935 BX green up
Detail 08/05/2016 10:01 ISP User f77710 Testaccount WSG Team 0103099999 BX green up
hack

It presents a list of xDSL Info query results which satisfy the conditions specified by the user. Each result is presented in
a single row of the table. The list is sorted descending by the request date/time. Results of the most recent queries are
displayed at the top and results of the least recent queries are displayed at the bottom.

A detailed view of each result can be displayed by clicking the “detail” link in the result row.

7.10 xDSL Info Detail

A detailed view of each result can be displayed by clicking the “detail” link in the result row. The link redirects to screen
xDSL-Info-Detail (see chapter 7.2).

The view is similar to the view. It is possible to request a list of Transaction Overview and to create a new ticket (by click-
ing “Transaction Overview” and “create ticket” buttons respectively), but it is not possible to perform a new query.

Asingle query result is always displayed in this view.

Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 70/89
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8 UMSA / Planned Work Navigation and Form Input

The following screen offers two dialogs to request the “Planned Outage Report” for all lines provisioned with broadband
services of the ISP or to get the “planned Outages” for a specific line (DN/NSN).

UMSA/Planned Work

Get ISP Planned Qutage
Get ISP Order Planned Qutags Report per ISP (aynchronous)

Planned
Quiage

Get DN/NSN Get DH/NEN Planned Outage

Query Pl ed Qutage per DM or NS
Plannead Hery Fann Hiage per LR o

Qutage

8.1 Get ISP Planned Outage

Using the following form the ISP can request an asynchronously created report about “UMSAs” (Umschaltungen) and
“PW” (other Planned Work). At least one DN Type must be select (per kind of “UMSA” or “PW” report”) and also the
“from” field for the requested Period must be given.

Get ISP Planned Outage

ISP 777710 Testaccount WSG-Team
DN Type UMSA

1 - Economy Line

& - Multi Line

11 - Business Line
13 - Netservices number

DN Type PW
1 - Economy Line
& - Multi Line
11 - Business Line
13 - Netservices number
Pariod from * L to Mt
hack | | submit | | reset
Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 71/89
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After clicking the “submit” button you get an answer in the following form:

ISP Planned Outage

Operation succesded
Info Request Id 12
Response File Name  100008_007_20081103_12.xml

| back |

You have to use later the option “Existing Standard Report” in the “Reports” dialog to download the file mentioned in
this message.

8.2 Get ISP Planned Outage

Using the following form the ISP can request synchronously eventually pending / planned “UMSAs” (Umschaltungen) or
other planned work for a given line, you have just to enter the DN/VN/NSN and click the “submit” button.

Get DN/NSN Planned Outage

ISP 777710 Testaccount WSG-Team
DM /WM / NSN *

[ back | | sutmit | | reset

In case of pending planned work you get an answer like this:

DN Planned Outage Summary

Number of entries = 2

DN/ NSHN 0123456700

UMSAPYW Id  Interruption Start Date/Time  Interruption End Date/Time Duration (min) Interruption Reason Source Services

128 2111072008 00:00 301 0/2008 00:00 15 Kabelnstz-Erweiterung PWY internet, streaming

125 21M10/2008 00:00 I M0/2008 00:00 10 Auzbau der techn. Anlagen PW internet, streaming
| back |

In case of no planned work you get the following screen:

DN Planned Outage Summary
Number of entries = 0

DN/ NSN 0123456701

UMSAPVI Id  Interruption Start DateTime Interruption End Date/Time Duration (min) Interruption Reason Source Services

hack
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9 Transaction Overview Navigation and Form Input

The transaction overview lists all transactions related to a given DN/VN in chronologically ordered form. It can be ac-
cessed by clicking to the “Transact. Overview” menu item in the navigation bar.

Transaction Overview

Search Form
DN/VN/NSN® 072080310 |

subirmit

hack

The search result will be rendered upon providing a DN/VN and clicking the submit button.

Transaction Overview

Search Form

DN/WN/NSN* 0762290310

subimit

back

Search Result
Number of entries: 2
Last modified Transaction Type State ISP (Donor) DN/VN (Req/Old) External Reference Response

Detail 13/1042011 09:13:39.000 by Pol ACCESS_TICKET INWORK 777710 Testaccount WSG-Team 0762290310 TestHP_HHA Processing by TT system
Detail 13/1042011 08:14:18.678 by Pol WORK_ORDER (BBCS_GETSTATUS) COMPLETED 777710 Testaccount WSG-Team 0762230310

hack

Field ' Description

Last Modi- | The timestamp of the last modification followed be the name of the author.

fied

Transaction | The transaction type followed by the subtype in parenthesis if available. The follow-
Type ing combinations of transaction type and subtype are possible:

e WORK_ORDER
o BBCS_CREATE
BBCS_MODIFY
BBCS_DISCONNECT
BBCS_GETSTATUS
VOICE_GETSTATUS
ISP_CHANGE
GET_BUSINESS_LINES

O O O O O O

Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 73/89
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Field \ Description

o ISP_CHANGE DONOR
o GET_DSLAM_PORT_STATUS
e  WORK_TICKET
o INSTALLATION
e VOICE_MESSAGE
o Some numeric value
e  ACCESS TICKET
State The current transaction state (value range depends on transaction type).
ISP (Donor) | The ISP involved with the transaction.
Special case: In case of an ISP_CHANGE transaction the donor ISP will appear in pa-
renthesis.
DN/VN The DN/VN involved with the transaction.
(Req/Old) Special case 1: If the requested DN/VN differs from the actual DN/VN it will be dis-
played in parenthesis.
Special case 2: The old DN/VN appears in parenthesis in case of a VOICE_ MESSAGE
transaction if the old DN/VN differs from the new DN/VN.
Response The current transaction response.

Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 74/89
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10 Trouble Ticket Admin Tasks

10.1 ISP Admin Tasks

On clicking “Admin Tasks” on the navigation bar the following screen will be displayed

Admin

isp ISP Service Settings
Modify mail notification

Service

Settings

10.2 Trouble Ticket ISP Settings

On clicking “ISP Service Settings” the following screen will be displayed:

10.2.1 Access TT Settings
Inthe “Access TT settings” tab the email address and the states are configured to notify an access trouble tickets.

Trouble Ticket ISP Settings

Access TT settings |Cunnsctwily settings Hlnfurmaliun Request Settings Hl‘ietwurk Customer Notification Settings HAIarm settings HErrur Category

ISP 777710 Testaccount Peter Rosenberger

State change e-mail

Notify on entering state
Object Type Initiator Activator Object State Step Event Comment By Email By Notification
- - - - netificationAppointmentState  Classical Motification Access Ticket Appointment

Changed
- - - ENTERED - Classical Notification Entered
- - - REJECTED - Classical Notification Rejected
- - - CHECKED - Classical Notification Checked
- - - PROCESSING - Classical Notification Processing
- - - INWORK - Classical Notification Inwork
- - - CLOSED - Classical Motification Closed
- - - CANCELLED - Classical Notification Canceled
back submit reset

10.2.1.1 Form Fields

Optional /| Description

Mandatory
Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 75/89
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Optional / Description
Mandatory
ISP n/a Fixed item — for display only
State Change E-mail M E-mail address of person designated to receive state
change notification Emails
Notify On Entering M Two sets (columns) of checkboxes, the first column is
State used for notifications by Email, the second column is
used for notifications by a webservice-call. In the two
columns for each possible ticket state there is a
checkbox to select the notification.

10.2.2 Connectivity TT Settings

In the “Connectivity settings” tab the email address and the states are configured to notify an connectivity trouble tick-
ets.

Trouble Ticket ISP Settings

Access TT settings | (NS SUIS AT ST |Inlurmahun Request Se((mgs”!‘lstwurk Customer Notification Sel(ings”A\arm ssttingsHErrUr Category
ISP 777710 Testaccount Peter Rosenberger
State change e-mail
Notify on entering state
Object Type Initiator Activator Object State Step Event Comment By Email By Notification
- - - INWORK - Classical Notification Inwork v
- - - CLOSED - Classical Notification Closed v
= - - ENTERED - Classical Notification Entered
- - - REJECTED = Classical Notification Rejected
= - - CHECKED - Classical Notification Checked
8 - - PROCESSING - Classical Notification Processing
- - - CANCELLED = Classical Notification Canceled
back submit reset
Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 76/89
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10.2.3 Information Request Settings

In the “Information Request Settings” tab the email address and the states are configured to notify clarification tickets.

Trouble Ticket ISP Settings

Event

Order Motification

Comment

By Email

getiSPPiannedOutage Status
ENTERED

Order g Outage Status
COMPLETED

Order '] Outage Status
ABORTED

Order Motification getProkuinfo Status.
COMPLETED

Order Motification

Order Motification

Order Motification

Order Motification

Deximport exported, STATE
PROCESSING

Deximport rejected, STATE
EXCEPTION

Deximport transferred,
STATE PROCESSING
Deximport, STATE
COMPLETED

O o0 O80 oSO O

Access TT settings |[Connectivity settings “ Hetwork Customer Hotification Settings |[Alarm settings |[Error Category

5P 777710 Testaccount Peter Rosenberger

Information Request notification email

Notify on entering state
Object Type Initiastor  Activator  Object State  Step
ISPPlannedOutage ENTERED
ISPPlannedOutage: COMPLETED
ISPPlannedOutage ABORTED
ProKu COMPLETED
Deximport PROCESSING exported
Deximport EXCEPTION rejected
Deximport PROCESSING  transferred
Deximport COMPLETED

back | [ submit | [reset

By Notification

[
!

=]

O OO CORC

10.2.4 Network Customer Notification Settings

In the “Network Customer Notification Settings” tab the email address and the states are configured to notify Network

tickets.

Trouble Ticket ISP Settings

Access TT settings |[Connectivity settings |[Information Request Settings

Network Customer Notification ISP E-Mail

Notify on entering state
Object Type:

Network Customer
Notification Alarm

ISP 10 Testaccount Peter Rosenberger

Initiator Activator  Object State Step

COMPLETED -

[ back | [ submit | [reset

Swisscom (Schweiz) AG
CH-3050 Bern

Broadband Connectivity Service (BBCS)
Version
Valid from

34
14.11.2016 (WSG-9.18/Nov16)

Network Customer Notification Settings

Alarm settings |[Error Category

Event

Classical Netification

Comment

o

By Email

By Notification

O
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10.2.5 Alarm Settings

In the “Alarm settings” tab the email addresses are configured to notify in case of DSLAM Alarm or in case of Incon-
sistency Announcement (IA).

Trouble Ticket ISP Settings

Access TT settings |[Connectivity settings |[Information Request Settings || Network Customer Notification Settings | EYETS AL EN (Error Category
a

ISP 777710 Testaccount Peter Rosenberger

Alarm notification e-mail - DSLAM Alarm g am@swisscom com

Alarm notification e-mail - 1A wsg.am@swisscom.com

hack submit reset

Optional / | Description

Mandatory

Alarm notification 0 Alarm notification email in case that a DSLAM Alarm
email — DSLAM occurred

Alarm

Alarm notification o) Alarm notification email in case that a Inconsistency
email — 1A Announcement (IA).

10.2.6 Error Category Settings
In the “Error Category” tab the usable error categories can be selected.

Trouble Ticket ISP Settings
Access TT settings |[Connectivity settings |[Information Request Settings |[Hetwork Customer Notification Settings |[Alarm settings E”ur Category

ISP 777710 Testaccount Peter Rosenberger

Error Category TTKind Allowed Appointment Booking First Contact Appointment Booking Follow-Up
500 - Unknown El El
502 - Real Time Private SA

v
504 - Unknown Error 7
508 - Set-Top-Box affected F
510 - Timas 510 BBS-Express

52!
53
53!
53
541
54
54;
54;

544 - Performance Problems

]

- Proactive Troubleshooting
- VDSL Self Instal failed
- Router-Change

oo
<
<
<

@

- Unknown Error
- 2nd Level Analysis
- No Signal

(S

- No Connection

&

- Interruptions

545 - Unknown
546 No Signal
54;
543 - Interruptions
54
551

Lo

- No Connection

@©

- Performance Problems

=

- Home Installation Quality

- No Signal
552 No Connection

- Interruptions

554 - Performance Problems

- Freeze 1a/3 Streaming down

g9 8

557 - Freeze 2 Streaminglimited

< K &= EEEEEEEEEEEEEEE

@

- No Set-Top-Box connectivity
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11 Documents

On clicking the “Documents” button in the navigation bar the following screen will be displayed:

Document WSG

Downloads

ISP |ISP_TT_User_Manual pof =] |download

| back |

After selecting a document and clicking on “download” it will be downloaded/displayed:

N vV
WSG Trouble Ticket

(=N = W $|1 /34 v Y & @@ [151% - | &l cCollaborate- A sign- | = (] [Fina -
Access TT

cCommecumy 1 )
xDSL Info "
UMSA/Planned Work [
Transect. cuersiow L]
Admin Tasks

Documents ry
Reports
Alarms
BB Info Q
B2B BBCS Assurance Interface Specification

Home Page swisscom (3 - Confidential

Broadband Connectivity Service (BBCS)
Assurance Interface Specification

Version 24

Issue date 25.01.2010

Replaces version 23 or pre\/ioug

valid from 21.03.2010

' Search
Name Description Modified Size Compressed size
Alarming.wsdl.rename_t.. Save as .zip before open 14.12.2010 16:11:01 3KB 1KB
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12 Reports
On clicking the “Reports” button in the navigation bar the following screen will be displayed:

Trouble Ticket Reports

L) Overdue Tickets - Monthly Month From: |5 Month To: |5
Year From: 2015 Year To: 2015
) T Access Date From: |24.06.2015 a Date To: |24.06.2015 a
Contr Element ol
Best Effort
Real Time
Streaming ¥ | Multiple Choice or Blank=Master Report
BB Type ADSL ~
VDSL
SDSL W Multiple Choice or Blank=Master Report
Existing Standard Reports Mo Standard Reports available
Support Hours  Standard Mo-Fr 0800-1700 excluding national holidays
Intermediate Mo-Fr 0700-2000, Sa 0800-1700
Plus Ma-Su 0700-2200 including national holidays (New Year, Ascension, 1st August, Christmas)

Event based Mo-Su 0000-2400

[ back | [download | [reset

It provides selection options of two different reports, which can be selected by clicking the radio-buttons to the left.
Each of the reports requires the definition of a valid period.

On clicking the “download” button a spreadsheet application readable report file is generated and the following page
and download pop-up window will be displayed prompting the user to receive the report.

Trouble Ticket Download

File Download x|
You have chosen to download a file from this location.

_.Ime_aszurance_stats200242 cav from wegdew_t_su e

What waould you like to do with this file?

" Dpen this file fram itz curent location
% Save this file to digk

V¥ Always ask before opening this type of file

oK I Cancel tare Info
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12.1 Overdue Tickets

This monthly report lists all the tickets with an overdue repair time (all tickets which were not closed in the defined pro-
cessing/repair time limit).

12.2 Trouble Ticket Access

This report lists each trouble ticket with several detail information.

12.3 Existing Standard Report

With this option the ISP can download those ready reports which were requested specifically by a former request in the
dialog “UMSA / Planned Work” (see chapter 8 “UMSA / Planned Work Navigation and Form Input”); all reports ready to
download are represented as a selectable entry in the “File Name “-field.

With WSG 9.18 Nov/2016 the available Standard Reports

B | ype
6 - UMSA (Standalone), 7 - UMSA/Planned Work, 13 - Proku
Copper, 14 - Proku Fiber

Existing Standard Reports [:l\glo Standard Reports available

Swisscom (Schweiz) AG Broadband Connectivity Service (BBCS) 81/89
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13 Alarms

Here the alarms of the kind “Inconsistency Announcement (IA)” can be maintained: find open alarms and acknowledge
it.

13.1 Select Alarm

Find a certain alarm by directory number, by period, etc. can be selected.

Select Alarm

ISP 777710 Testaccount WSG
Alarm Source ascending
Alarm Type ~ ascending ¥
IA-IPPOOL
|A-DSLAM M
Alarm Code ascending ~
Alarm Status ascending ¥
Open
Acknowledged
Creation Date/Time from (D to e q descending
Alarm Message ascending ¥
BBCS DNAVN/NSN ascending -
Correlation Id ascending
Alarm Detail
back | [submit | |reset
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13.1.1 Form Fields
Name Optional /  Description
Mandatory
ISP n/a Fixed item —for display only
Alarm Source o) Where does Alarm come from
Alarm Type o) Categorise the alarm by type
Alarm Code o) Code of the alarm message
Alarm Status O Alarm Status (Open, Acknowledged)
Creation o) Creation date of the alarm
Date/Time
BBCS o) Directory Number in relation with the alarm
DN/VN/NSN
Correlation Id o) An id to identify an certain message
Alarm Detail o) Other information in full text from

Swisscom (Schweiz) AG
CH-3050 Bern

Broadband Connectivity Service (BBCS)

Version
Valid from

34

14.11.2016 (WSG-9.18/Nov16)
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13.2 Alarm Summary

The selection is presented in a summary. The summary can be downloaded to file. A subset can be acknowledged by
checking the "Ack" checkbox and issuing acknowledge. Following the link "Detail" will show up further information.

Alarm Summary

back 'acknowledge download reset
Ack Alarm Source Alarm Type Alarm Code Alarm Message BBCS DH/VH/HSH Correlation ld Creation Date/Time Alarm Status

Detsil [~ SPT 1A-SUBSCRIBER 100104 Currert scope utilization exceeds 78 percent 0325432454 1325432454 2EME2007 17:07 Open
Detail [~ SPT |A-IPPOOL 100104 Currert scope utilization exceeds 75 percent 2BM062007 17:07 Open
Detail [~ SPT |A-SUBSCRIBER 100104 Currert scope utilization exceeds 75 percent 03254324354 1325432454 25062007 16:02 Open
Detail [~ SPT |A-IPPOOL 100104 Currert scope utilization exceeds 75 percent 25062007 16:02 Open
Detail T SPT |A-SUBSCRIBER 100104 Currert scope utilization exceeds 75 percent 0325432454 1325432454 25062007 16:02 Open
Detail T SPT 1A-IPPOCL 100104 Currert scope utilization exceeds 75 percent 25062007 16:02 Open
back [acknowledge | [download reset

13.2.1 Form Fields

Optional /  Description
Mandatory

Ack M if checked do include in the set of alarms to acknowledge

13.3 Alarm Detail

In the detail form the free text alarm detail is shown to. If the alarm is still open, the alarm can be acknowledge from
here.

Alarm Detail

59 100008 Bhaerwin
Alarm Source T

Alarm Type A.S1LBSCRBER
Alarm Cocle 100104

Alarm Stabus Open

Crestion

Date/Tene 2600672007 17:.07
Transaction - -
OateiTioe 2610672007 17:42
BOCS DNVNINSN 0325432454
Correfation i 1325432454

Alarm Message  Qurrent scope utiization exceeds 78 percent
Subscriver«{p-address«123 23129 23 jsp-name=TEST Jep-code«777710 vine-idw1 325432454 Technology={access-

Aorm Detel protocol=ADSL dslamend session-typePRP formination-typeiSP scope-typesnut)
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Trouble Ticket Management, Validation and Rules

14.1 Overview of Processing
The following figure shows the main processes used in asynchronous processing of the Trouble Ticket.

ISP -

WEB Trouble
Ticket Entry

WSG Trouble Ticket
DB

Collect Trouble
Ticket System
Input

WSG

Delegate

Access Trouble

Ticket

Dispatch
Connectivity
Trouble Ticket

N

FT Directory
Polling Server

Swisscom
Connectivity

— ™| Trouble Ticket

Recipient

liveNet

Polling Server

Figure 3 - Systematic View of the Trouble Ticket Data Flow
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14.2 Trouble Ticket States

The following figure shows the states a Trouble Ticket can pass through and the processes that cause the

state changes.
Trouble- and Onsite Installation-Ticket
State Diagramm since WSG 6.1-x

Web TT Entry

Modify WSG TT

Modify WSG TT

Owner Check
[check failed]

Owner Check
[check ok]

Cancel WSG TT

Cancel WSG TT

Delegate liveNet TT

Cancel WSG TT

Update WSG TT

Archive & Delete
by liveNet

Modify WSG TT

rejected by liveNet system
TT accept

Update WSG TT
by liveNet

rejected by liveNet system
liveNet closed

. Cancel WSG TT
~,

! osys.
/ REJECTED ;
manual close ..

-

Archive & Delete
Archive & Delete

Notation:
event [guarding condition] / action

{internal
iostate

Figure 4 - Trouble Ticket States
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14.3 State description

Nr. |State Description
1 |ENTERED ISP has entered or modified a Trouble Ticket. All mandatory attributes are en-
tered.
The ticket is ready for ISP authorisation check (if required).
2 | REJECTED The Trouble Ticket rejected because:

— ISPis not owner of DN

— Attributes are invalid
It's in the responsibility of the ISP to correct the Trouble Ticket. This state is in
the scope of the Trouble Ticket archive functionality. This means that the
ticket will be archived and deleted from the system.
3 | CHECKED The Trouble Ticket has passed the ISP authorisation check and is now ready to
be transferred to Swisscom subsystems liveNet.
4 | PROCESSING The Trouble Ticket data has been transferred to Swisscom subsystems
liveNet..

5 | INWORK Swisscom subsystems liveNet has reported that the Trouble Ticket is being
worked upon

or

additional information from one of Swisscoms assurance systems has given a
relevant answer / information.

6 |CLOSED The Trouble Ticket is closed. This is an end state.
7 | CANCELLED The Trouble Ticket was cancelled. This is an end state.
8 | SYS_REJECTED This is a hidden state. The Trouble Ticket was rejected by Swisscom subsys-

tems liveNet because of a technical error, e.g. the DN is unknown in Swisscom
subsystems liveNet/TEDIS. This state requires a manual intervention by
Swisscom operating.

From view of the ISP the Trouble Ticket is still in work.

14.4 Entering Trouble Ticket

Two types of Trouble Tickets can be entered: Access and Connectivity. The attributes and processing rules be-
tween these two types differs. A unique WSG Trouble Ticket ID identifies each Trouble Ticket. Additionally the
ISP can enter his own identification number. The ISP can use this number for selection purpose but WSG does
not use this number for its processing. WSG guarantees that all required attributes exist before the Trouble
Ticket is stored in the database.

14.5 Connectivity Trouble Ticket

A Connectivity Trouble Ticket is stored in the WSG DB and immediately a state change from ENTERED to
CLOSED is performed. An email to the Swisscom Customer Care Centre will be sent (mail address configura-
ble by system parameter).
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14.6 Access Trouble Ticket

14.6.1 Re

Once an access Trouble Ticket is stored in the WSG DB the ISP authorisation check is started.

lation to BBCS Order

WSG checks that the ISP does not have an order open with the DN to which the Trouble Ticket belongs. If this
happens, the status and some other helpful information are displayed to the user via a browser alert. The us-
er is informed that it makes no sense to enter a Trouble Ticket until the order is activated. The User may be
asked to continue or not. This behaviour, i.e. whether continuing is allowed or not (Trouble Ticket accepted or
not, default: not accepted), is be configurable by system parameter. Upon request the BBCS order manage-
ment service will return the last order information for a specific DN. The following BBCS order state decision
rules for accepting a Trouble Ticket are valid:

e BB service creation order must be in state ACTIVATED.

e BB service modification order must be in state EXECUTED.

e If noorder exist, or orders of other type than creation or modification.

Remark: the ISP has only access to information about his orders (ISP-ID must be checked).

14.6.2 ISP Authorisation Check

This check is only relevant for trouble tickets of type access and is performed synchronously when the trouble
ticket is entered using the GUl and is performed asynchronously when the trouble ticket has been entered via
the B2B interface (file transfer or web service) and the trouble ticket data is stored in the WSG DB.

14.6.3 Processing of Access Trouble Tickets

As soon as a trouble ticket has passed the WSG internal validation (which means the trouble ticked has
reached the state “CHECKED”), the trouble ticket will be forwarded to Swisscom‘s Assurance systems (liveNet
and other applications).

Relevant answers or information to a trouble ticket are given to WSG and will presented by a further (state
change) entry in the history of the trouble ticket.

14.6.4 Notification of Trouble Ticket State Change

If configured to do so, every time a Trouble Ticket state changes the WSG system will send an e-mail notifica-
tion to a designated recipient.

ISP users can configure which Trouble Ticket state changes will trigger an e-mail or web-service notification.
The e-mail address that receives all these notifications is maintained at the same level.

Data contained in a Trouble Ticket state change notification, e.g.:
e ISP

e WSG Trouble Ticket number

e ISP Trouble Ticket number

e DN

e Ticket creation date/time
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e New (current) order state

e Transition date/time

e Reason (e.g. when the Trouble Ticket was rejected)
e Trouble Ticket Comment
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