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WFA/C Trouble Codes (Service Assurance) – All States Network
Document Facts

	Document creation date
	June 13, 2002

	Current revision date
	November 10, 2011


Reason For Reissue

	June 13, 2002
	This is the initial release of this document.

	November 10, 2011
	Added and example for Trouble Code INF to address Customer Requests Line Conditioning under their xDSL Services Amendment scenario.

	May 8, 2015
	Added Spectrum Interference code information to existing Trouble Code per Minnesota Docket 1066.


WFA-C Trouble Codes

	TRBL_CD
	EXPLANATION
	EXAMPLES

	CC

(Came Clear)
	Used for all troubles seen on initial tests that cleared prior to any repair effort.  This code may or may not have an accompanying hand-off to a maintenance organization.


	

	TRBL_CD
	EXPLANATION
	EXAMPLES

	CO

(Central Office)
	Used for all troubles found in the Central Office, up to and including troubles found on the MDF (Main Distribution Frame).  This code MUST have an accompanying hand-off.
	Office Wiring and Equipment- All office wiring (including DCS cross connects), including the heat coils, MFT’s, bridges, and equalizers.

Carrier- Includes the channel units and common cards in the D4 bank, the DSX frame, the DSLAM, and the wiring up to & including the repeater in the central office( known as the office repeater).

Translations-Translations (Complex Switch, and !nterprise DSLAM), and all individual switch (line) problems. (see NPC for switch failure problems).

Customer Requested Order Activity- Reports of trouble that are determined to be caused by customer authorized service order activity.  This does NOT include troubles caused by order activity that is incorrectly performed.


	TRBL_CD
	EXPLANATION
	EXAMPLES

	CPE

(Customer Provided Equipment)
	Used for troubles PROVEN to equipment, wiring, or services provided by other than CenturyLink.  This code may or may not have an accompanying hand-off.

Also for troubles that are customer initiated activity.

Billing charges may apply when using the CPE Trouble code.
	Equipment Changed at the Customer’s Request- When equipment is changed at the direct request of the customer, and no other trouble is found, the ticket should be coded to CPE, or NTF (analysis code 16) as appropriate.

Repairing Inside Wiring and Jacks beyond the MPOP/DEMARC: A trouble is isolated to the customer’s side of the MPOP/DEMARC. Regulated billing charges are already applicable. The customer authorizes the CenturyLink technician to perform further isolation, testing, or other work, on the deregulated portion of the service, deregulated billing charges would be applicable.

Commercial Power Failure- Reports from customers involving power outage in a building.  MUST be non-telco generated cause to use CPE.  If telco cause use CO, Fac, or NPC.

Customer Requested Order Activity- Reports of trouble that are determined to be caused by customer authorized service order activity.  This does NOT include troubles caused by order activity that is incorrectly performed.



	TRBL CD
	EXPLANATION
	EXAMPLES

	FAC

(Facilities)
	Used for all troubles found in interoffice facilities (trunk cables, repeatered span lines) and for all troubles found in local facilities (exchange cable, SLC, etc.).  This code MUST have an accompanying hand-off.
	Interoffice Facilities-Trunk cables and repeatered span lines up to and including the last repeater which is out side the central office.

Local Facilities and SLC-Exchange cable from the back plane wiring of the MDF (see CO for heat coils on the MDF) in the CO, to the Protector/Inside Terminal on the customer’s premises.  This includes channel units in digital Loop Carrier remote locations, repeaters placed in the local loop ( which are not located in the central office), Inside Terminals, Service Wire (drop)(aerial or buried) between a terminal and the customers SNI on their premises.

CO Equipment on Customer Premises-Includes carrier channel units and common cards normally located in the Central Office but are physically on a customer’s premises.

Customer Requested Order Activity- Reports of trouble that are determined to be caused by customer authorized circuit order activity.  This does NOT include troubles caused by order activity that is incorrectly performed.




	TRBL CD
	EXPLANATION
	EXAMPLES

	IEC  (Inter

exchange Carrier)
	Used on access circuits when trouble has been proven to the IEC side of the POT, or when trouble is isolated into the ICO (Independent Company) area of responsibility (includes troubles isolated into Internet Service Providers [ISPs]) and trouble isolated into Competitive Local Exchange Carrier (CLEC) for Unbundled.
	Internet Service Provider (ISP)-A customer report “cant connect to Internet”.  Trouble is isolated into ISP translations by a field technician.  Trouble code is IEC Billing charges apply for the dispatch of a technician at the customer’s request, and/or to identify the circuit that is in trouble.

Competitive Local Exchange Carrier (CLEC)

- Trouble is isolated to CLEC side of ICDF (SPOTs bay) in Central Office.

Customer Requested Order Activity- Reports of trouble that are determined to be caused by customer authorized circuit order activity.  This does NOT include troubles caused by order activity that is incorrectly performed.



	TRBL_CD
	EXPLANATION
	EXAMPLES

	INF

(Information)
	Used for reports requesting specific information, assistance, or for non-telco caused problems.  This code may or may not have an accompanying hand-off.
	Customer Called to Cancel-The customer can cancel, or change the circuit being reported, at any time prior to testing the circuit.  The ticket should then be closed to INF.  If changed after testing, close to CPE, TOK, IEC, as appropriate.  Do NOT cancel.

Customer Request Order Activity – Reports of trouble that are determined to be cause by customers authorized circuit order activity. This does NOT include trouble caused by order activity that is incorrectly performed.

Extending, or Placing additional Jacks or Wiring- The customer’s request is to have jacks or wiring moved or installed.  The ticket should immediately be closed to INF and the customer referred to the Business Office to have a Service Order written.

Customer Requests Tracking Ticket-Tickets with a report type of IN, or RT, were created because a customer requested a ticket be open for tracking purposes only.  If the customer is requesting that a ticket be held open after the service has been restored, the CR ticket should be closed and a new ticket created using the report type of IN, or RT. Customer Requests Remove All Conditioning per its xDSL Services Amendment:  See xDSL Amendment for details
Below are examples of tickets that can NOT be coded as INF: 

Customer Requests Dispatch-The circuit tests OK, but the customer insists on a dispatch and no trouble is found on the regulated portion of the circuit. (see NTF or CPE)

Trouble Identified to be on a Different Circuit, or Leg, than the one reported on this Ticket. The customer reports the lead number or master leg, and that leg or circuit is tested and no trouble is detected, BUT a different leg or circuit is determined to be the cause of the trouble. (see TOK)

CenturyLink Maintained Carrier in Independent Territory- When CenturyLink has an agreement with another company to maintain their equipment or facilities.  (see CPE)

MN ONLY: For Spectrum Management tracking issues, the ticket should be coded to INF.  CenturyLink will perform trouble analysis based on the six symptoms identified below and will assign the analysis code of CD if Spectrum Management issues are found.  any of the trouble symptoms below:
· Circuit has been trouble free for 6 months or longer and a DSLAM was installed within the last 30 days.

· Circuit is experiencing intermittent troubles  and a DSLAM was installed within the last 30 days.

· Customer has seen lower than normal download speeds  and a DSLAM was installed within the last 30 days.

· Latest Noise reading shows more than 2.5 dB additional noise over the initial AML recorded.

· Latest AML reading shows more than 2.5 dB additional loss over the initial AML recorded.

· Modem is experiencing training problems but the modem tests good.




	TRBL_CD
	EXPLANATION
	EXAMPLES

	NPC (Network Produced Causes)
	Used to identify trouble located in CenturyLink common CO equipment such as timing supplies, switch failures, bad equipment racks, and power.  This code is used when multiple circuits are involved.
	DCS or EDSX Memories, Common Software, or DSLAM- Problems that affect the entire DCS, EDSC, or DSLAM Machine (see CO for common card and cross connect problems.

Switch Problems- One problem affects multiple circuits, i.e., routing, major trunk, or switch failures (see CO for translations and LEN problems.



	NTF 

(No Trouble Found)
	Used when no trouble is found by a CO technician, or a Field technician who was dispatched to the premises. The use of this code usually generates a Billing Charge
	CO Trouble Isolation- This code is used when there is no remote test access, and a hand-off is necessary to complete the center testing function and the circuit tests OK.

CPE- If trouble is NOT proven to be on the customer’s side of the Network Interface/MPOP, or in services provided by others that CenturyLink NCS, tickets should be coded as NTF.

Equipment Changed at the Customer’s Request- When equipment is changed at the direct request of the customer, and no other trouble is found, the ticket should be coded to CPE, or NTF (analysis code 16) as appropriate.

	TRBL_CD
	EXPLANATION
	EXAMPLES

	STN (Station)
	Used for those troubles isolated to Regulated Network equipment on the customer’s Premises.  This code MUST have an accompanying hand-off.
	NCTE Loopback Devices-NCTE equipment placed on the customer’s premises including UDC’s, NIU, & SNI. 

Station Wiring-Regulated wiring past the terminal.  Regulated/Station Wiring is only that piece of jumper wire that connects the inside terminal and a NCTE device located in the same room as the terminal.  If the NCTE is located in some other room, the wiring that connects the terminal and the NCTE is CPIW, placed and maintained on T&M. (See CPE for Deregulated wiring problems)

Customer Requested Order Activity- Reports of trouble that are determined to be caused by customer authorized circuit order activity.  This does NOT include troubles caused by order activity that is incorrectly performed.


	SVB  (Serving Bureau)
	Used for all troubles that can be cleared by the testing center without the assistance of another department.
	Types of Troubles Cleared- Dropping loop backs, Releasing Circuits, Adjusting Levels on a smart card, Establishing /Reestablishing Electronic Cross Connects, Busying /Releasing trunks, etc.

NOT a valid trouble code for services that ARE handed off.

Used if cleared by another department but NO accompanying hand-off was done.

Customer Requested Order Activity- Reports of trouble that are determined to be caused by customer authorized circuit order activity.  This does NOT include troubles caused by order activity that is incorrectly performed.

	TRBL CD
	EXPLANATION
	EXAMPLES

	TOK    (Test OK)
	Used for troubles when testing indicates that the circuit is functioning properly.  This Code MUST NOT have an accompanying hand-off (see NTF for coding a TOK that was handed off).
	Master Leg and Lead Number Reports- If the customer calls in a trouble on the Master leg of a multi-point, or the lead number of a sequential group, and the reported circuit is tested and no trouble is found, the ticket should be coded as TOK.  If a trouble is isolated to another leg, or circuit, a ticket should be opened on the circuit, or leg, in trouble. (See INF for reports that are changed prior to testing.)
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