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Easy Access *98 Flow Addition

RCE will now contain a new flow for the AIN service “Easy Access *98” – a voice messaging enhancement that allows customers to access their voice mailbox by dialing *98 from their number, rather than a local 7 or 10 digit number.  Figure 1 depicts the RCE Trouble Type selection page with a new link under AIN for Easy Access *98.
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Figure 1: Trouble Type Selection Page with Easy Access *98 Link
If the user selects the Easy Access *98 link RCE automatically checks the customer record for the *98 and Voice Messaging USOCs, then checks the Class of Service to determine if it is compatible with *98 and presents the results back to the user (see Figure 2).
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Figure 2: *98 Confirmation Page
If the users selects the “… check for a service order” option in Figure 2, they flow to RCE’s standard service order analysis component.

If the user selects “… refer to business office” option in Figure 2, they go to a referral page as depicted in Figure 3.
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Figure 3: Business Office Referral Page
If the user selects “… continue troubleshooting” option on Figure 2, RCE will begin it’s *98 Easy Access diagnostics, beginning with some standard usage checks in Figure 4 and Figure 5. A negative answer to either question results in the presentation of *98 usage instructions to the user.
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Figure 4: *98 Usage Check 1
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Figure 5: *98 Usage Check 2
Once the usage checks are complete, RCE checks for a fast busy condition on either all calls or only *98 calls (as depicted in Figure 6).
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Figure 6: *98 Fast Busy Check
If the user answers “… fast busy only on *98 calls” a ticket will be issued to the AIN center.
If the user answers “… fast busy on all calls” a ticket will be issued for a Can’t Call Out trouble.

If the user answers “… they are not getting a fast busy” RCE will continue to the next diagnostic step – identification of Voice Mail provider – as depicted in Figure 7.
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Figure 7: Voice Messaging Provider Check
If the user selects the “Qwest Voice Messaging” link on the page depicted in Figure 7 they are presented with the Qwest Voice Messaging symptom page as depicted in Figure 8.
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Figure 8: Qwest Voice Messaging Symptom Page
Depending upon which symptom the user selects, RCE will proceed to the appropriate resolution:
· “Customer prompted to enter 7-digit TN when dialing …” results in a referral to the Enhanced Services Center to have the mailbox corrected.

· “Customer receives recording on line (other than fast busy or generic greeting)” results in either an AIN or a Can’t Call Out ticket depending upon whether the customer is able to complete other calls.

· “Customer receives generic greeting when dialing *98” results in either an AIN ticket or a referral to the Enhanced Services Center depending upon the results of a test call by the RCE user.

· “Customer gets dead air after dialing *98” results in either an AIN or a Can’t Call Out ticket, or instructions to the customer concerning temporary network interruptions depending upon whether this is happening on all calls or just *98 calls.

If the user answers “Non-Qwest Voice Messaging” on the page depicted in Figure 7, the user is first presented with a question to identify how their forwarding is set up – either to a mailbox or another number other than a mailbox – as depicted in Figure 9.
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Figure 9: Non-Qwest Voice Messaging Call Forwarding Setup
If the user answers “… to another number other than a mailbox” and their call forwarding number is correct, RCE will issue an AIN ticket. However, if their call forwarding number is incorrect, RCE will refer them to the business office to issue an order to correct the forwarding number.
If the user answers “… to a mailbox, RCE will present a Non-Qwest Voice Messaging symptom page as depicted in Figure 10.
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Figure 10: Non-Qwest Voice Messaging Trouble Symptoms
· “Customer receiving recorded message or greeting on line” or “Customer receives wrong location when dialing *98” results in :

· An AIN ticket if their call forwarding number is correct.

· Referral to the business office if their call forwarding number is incorrect.
· Referral to their voice messaging vendor if the customer does not know their call forwarding number.
· “Customer gets dead air after dialing *98” results in either an AIN or a Can’t Call Out ticket, or instructions to the customer concerning temporary network interruptions depending upon whether this is happening on all calls or just *98 calls.

Dial 88 Enhancement to Voice Mail Flow

A voice messaging enhancement called Call Sender which allows a customer to call the sender by dialing 88.  If it is the customer that is calling we have added a link to the symptom selection page for “Call sender 88 not working” as depicted in Figure 11 below.
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Figure 11: VMS Customer Symptom Page

If the user clicks on the “Call sender 88 not working” link, it takes them to a result for a referral to the Qwest Enhanced Services Center (ESC) as depicted in Figure 12 below:
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Figure 12: VMS Call Sender Result Page
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