ed all_timestamp | contact tn customer_name caller_name address account | circult tn | alt_contact_tn | caller_sms] caller_email ticket_timestamp | sf_case_number | _rx_case_number cause meanine of cause disposition
/A 5/28/2022 11:06:02 o ticket null an agent bla
FTY 9/28/2022 17:14:16] 9028/2022 171417 44612867 Reoalr Flow -CSC tused (€50)tool Comaleted csc
blank:see Transfer to business repair for same customer one
g f ticket null blank Transfer for same cust
Agent either directed the customer of the proper entity,
company,or department where assstance could be sought, or
initated a direct transfr to that entity, company or
department. In this instance that department would be the
Lumen Sales & Care department who assist with ordering, in
department, wrong company, or ialed wrong number o was this instance the icketing disposition suggests an exiting
A 9/29/2022 105125 aagsi675 262847457 Misdirect ferfreer
Agent either directed the customer of the proper entity,
ompany, or department where assstance could be sought, or
initated a direct transfer t that entity, company or
department. In this instance the customer called the wrong
department, wrong company, or ialed wrong number o was
A 9/29/202211:5623, 44673450 out of Scope Misdirect Transfer/Refer. AT&T oh
Lumen one time, and this contact s subsequent to that
window given to the customer during which the repair was
this instance Centurytink missed indicates our technician did
not complete the job during the time window given to the
ustomerat the time the repair ticket was created. Problem
nja 9/29/2022 130355 aaeg5120 other
No assistance provided indicates the agent was not able to
help the customer, and n this instance it was because the
g 9/29/2022 14:41.03 ar03102
nja 9/30/2022 12301 aazge105 other
and n this instance there i the suggestion inthe notes that
No dialtone s heard when lfting the handset on any and the request to bury a line was resolved by 3rd party action
g f ticket null onsite
Wireless means the caler wanted asistance with the Wik in The agent could not complete the support steps because the
their interet modem. Setup/Credentials/Configuration
g 9/30/2022 121946 aarge1s dentials/Conti ettings. it
Call abandoned means the connection was "hung up" or
Non-customer call means the person requesting asistance terminated, i this instance abruptly ending while the repair
does not have an established account or senvice. No caler on agent was speaking during the fist four seconds of the
g 9/30/2022 171912 aasazss7 Non-Customer Call.No Caller On Line 11 Abandoned. interaction.
Non-customer call means the person requesting asistance
does not have an established account or servic. Other
anja 46, 9/30/2022 17:37:4; aags0027 allOther Internal other
/A 9/30/2022 17:38:32 aags0125 Renair Flow -CSC. Agent used le (€5C) tool, Completed csc
Lumen one time, and this contact s subsequent to that
previous contact. Status only indicates the customer was
provided with 3 status update on an open trouble report
g 10/1/2022 11:52:36) 10/1/2022 11 aagso181 icket Completed csc.
g 10/4/2022 1318 45100013 |NA who wishes o orde
entry for this interaction n the ticketing system. Tool ssue
meansthe cketing system (to0l wasnot working properly
(issue). I ths instance the agent was able to use some process
nja 10/4/202217:07:51 as1a4432 £SSION.Tool other
blank for unknown reasons, as ths was  request by the
Non-customer call means the person requesting asistance customer to be provided with the reference number or the
does not have an established account or servic. Other dispatch created on the previous call where the agent had
L issues with the dispateh ticketing system, and customer was
anja 1 10/4/2022 1723 as1a6711 allOther Internal orovided
Customer Education means the agent shared the technical
knowledge and steps to understand and troubleshoot the
issue reported. Issue resolved indicates the customer used
No dialtone s heard when lfting the handset on any and. that knowledge to resolve the fssue about which they had
g 10/5/202210:50:44 45195895 Customer I o |called
Research account means the agent was seeking information
g 10/5/2022 12:08:24] 45210156 Research account.
NDT is an acronym for No Dial Tone, and 005 isan acromym
g 10/5/20221612:23 45255283 for Out ofservice. Dispatched
g NA sf ticket null___|Na A A
FASTFECTicketv1
for voice lines, and stands for FastFront End Close Ticket
Version 1. It means the agent determined there was not.a
technical sue with the phone line or service and used the
nja Pt 161645 45256096 etV L EASTFECTicketv1 NA
No dialtone s heard when lfting the handset on any and
nja 10/5/202216:17:08 as256158 other
FASTFECTicketv1
for voice lines, and stands for FastFront End Close Ticket
Version 1. It means the agent determined there was not.a
technical sue with the phone line or service and used the
Completed means the icketing process was recorded a5
g 10/5/202216:19:42 as256621 265236487 KetVLEASTFECTicketV1 Completed completed.
Lumen one time, and this contact s subsequent to that
previous contact. Cancel indicates the open trouble report
rom that previous contact was closed (canceled), n this
g 10/5/2022 1628114 45258123 tone. | other
Phone Line indicates the caller was discussing telephone
service (as opposed to intenet, TV, or value added services
tike E-mail). No dial tone s heard when lfting the handset on
g 10/5/202216:47:26 as261455 teh.Cust
g NA sf ticket null___|Na A A
Phone Line indicates the caller was discussing telephone
service (as opposed to intemet, TV, or value added services
like E-mail). No dial tone s heard when lfing the handset on
g 10/5/2022 10:20:59] 1 45276708 265306461
Phone Line indicates the caller was discussing telephone
service (as opposed to internet, TV, or value added services
like E-mail). Phone Line indicates the caller was discussing
telephone service (as opposed to intemnet, TV, or value added
services like E-mail. Gets cut off means the use of the
telephone is unexpectediy inerrupted and the connection
g 10/6/2022 11:42:20] 10/6/2022 11:42:44 as310112 265483




Phone Line indicates the caller was discussing telephone
service (as opposed to intemet, TV, or value added services
like E-mail). No dialtone is heard when lfing the handset on
g 10/6/2022 12:35:44] 5328505 265515 other
Phone Line indicates the caler was discussing telephone
service (as opposed to intemet, TV, or value added services
like E-mail). Gets cut off means the use of the telephoneis
unexpectedly interrupted and the connection drops during
g s ticket_null off
Non-customer call means the person requesting assistance
does not have an established account or servce. No calleron This disposition indicates that the agent did not hear a caller
g s ticket_null tomer Call No Caller On Line. N Or|on the lne.
blank means the agent did not ticket the interaction in ths blank means the agent did not ticket the nteraction i this
g 10/7/2022 15:43:1 o tcket_null i instance.
g 10/8/2022 13:26:06 ass06442 Repair Flow - CSC Asent used Je (€50 tool Dispatched
Phone Line indicates the caller was discussing telephone
service (as opposed to intemet, TV, or value added services
like E-mail). No dialtone is heard when lfing the handset on
g 10/18/2022 12:4 10/18/2022 12:83:0 ag3aa171 2
Phone Line indicates the caler was discussing telephone
service (as opposed to internet, TV, or value added services
Tike E-mail). No dial tone is heard when lfing the handset on
g 10/25/2022 190310 47018496 other
Non-customer call means the person requesting assistance
does not have an established account or senvice, Tool issue resolved on the interaction. Other indicates that the agent
indicates the repair agent had difficulty with the ticketing.
g 10/26/2022 17:17:0 7129768 ustomer Call ool lssue tem
Phone Line indicates the caller was discussing telephone
service (as opposed to intemet, TV, or value added services
like E-mail. Transmission (Noisy Line) means that it s hard to
carry on a conversation due tostatic, crosstalk, or other
g 10/27/2022 18:38:23 47208900 Dispatched
Agent ether directed the customer of the proper entity,
company, or department where assistance could be sought, or
department, wrong company,or dialed wrong number or was Initiated a direct transfer to that entity, company or
g 10/31/2022 13:45:51 10/31/2022 11:8 47436570  Scope Misdi Transter/Refer. devartment.
Phone Line indicates the caller was discussing telephone
service (as opposed to intemet, TV, or value added services
like E-mail. Transmission (Noisy Line) means that it s hard to
carry on a conversation due to static, crosstalk, or other
g 11722022 1055333 47669636 teh.Cust
blank because on this first of three attempts,callerdid not blank because on this firstof three attempts, calle did not
g 117212022 181817 a77aa113 ticket
blank because on this second of three attempts,callerdid not blank because on this second of three attempts, calle did not
g 11722022 1818206 a77a0452 ticket
tatus Update indicates that the customer has already
that previous contact and the customer desires additional
Getais. In ths instance, the calle had been granted
resolved on the interaction. In this instance the caller
Authorization or RMA) and desired additional information
g 11722022 182021 a77a0587 Tracking Info
Agent ether directed the customer of the proper entity,
company, or department where assistance could be sought, or
department, wrong company,or dialed wrong number or was initiated a direct transfer to that entity, company or
g 11/3/2022 11:49:28) 11/3/2022 115004 a770a231  Scope Misdi Transter/Refer. devartment.
Lumen one time, and this contact s subsequent to that
previous contact. Status only indicates the customer was
provided with astatus update on an open trouble report
g 11/7/2022 12:0015 5083787 ticket other
Phone Line indicates the caller was discussing telephone
service (as opposed to intemet, TV, or value added services add thislevelof detail, and in this nstance used a legacy.
Tike E-mail). No dialtone is heard when lfing the handset on ticketing system to dispatch a field technician to repair the
g 11/7/2022 1411428 o tcket_null 276201 caller's nelahbor' fine.
Phone Line ndicates the caller was discussing telephone
service (as opposed to internet, TV, or value added services
like E-mail. Gets cut off means the use of the telephoneis add thislevel of detail, and in this instance used a legacy
unexpectedly nterrupted and the connection drops during ticketing system to dispatch afield technician to repair the
g s ticket_null /690451 off callers ine.
entry for this interaction in the tcketing system. No ticketing
options means the agent could not create a ticket using this
ticketing system, but wanted to create ths placeholder to
g 11/16/2022 1129:38 45950185 |ABANDONED SESSION.No other
FIY 11/16/2022 11:5%:40) 8950386
Fast Front £nd Close means the agent determined there was
nota technicalissue with the phone line or service and used
the ticketing system. Customer Loop Assignment System
(CLAS) s an on line system that automatically assigns central
office and outside plant facilties in support of customer
(SOE) system to provide automatic low through processing.
Customer Education indicates that the agent shared
g 11/16/2022 16:11:23 45001098 79861301 lose.CLAS . other
Phone Line indicates the caler was discussing telephone
service (as opposed to internet, TV, or value added services
like E-mail). Transmission (Noisy Line] means that t s hard to
carry on a conversation due tostatc, crosstalk,or other
g 11/17/2022 16:11:4 11/17/2022 16114 49112066 280284551 | Phone L
tatus Update indicates that the customer has already
that previous contact and the customer desires additional
Getais. In this instance, the service had been interrupted by a
g 11/17/2022 180023 9125208 Customer Notifed. The cust
Non-customer call means the person requesting assistance
does not have an established account or service. Other
L unknown why this is blank, but review of the interaction
g 11/18/2022 1138 11/18/2022 113431 9174655 c all Other Internal
No assistance provided indicates the agent was not able to
help the customer, and in this nstance there was not a 2-way. The call ended without the expected "good bye” being
g 11/19/2022 10:33:21 1 946974 call Disconnected
tatus Update indicates that the customer has already
their contactinformation into our database, and gave the
that previous contact and the customer desires additional customer the Estimated Time of Restoral (ETR), meaning the
Getais. In this instance, the service had been interrupted by a time at which t was estimated the service would be again
g 11/23/2022 13658 9543923 custom:
NDT i an acronym for No Dial Tone, and 00 s an acronym
g 12/1/2002 155324 S0157945 284337537 | DT 005 for Outof service
Iy 12/12/2022 13:32:09 12/12/2022 1332:21 50972789 osc Asent used Je (650 tool Comleted csc|
/A 12/13/2022 11:53:33 12/
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