User Manual for South & East Zone

POST PAID IN SERVICES




PostPaid IN Services
Creations/Modifications in CRM

This document explains the features of IN Services creation/modification/faults repair
management/disconnections/migration of existing IN services.

MIGRATION of existing IN Services

An Offline Order can be created for the existing IN Services- for which the procedure is the
same as normal IN service creation for a new one, except the following conditions.

1) Select the offline order flag as "Y' and provide the postpaid IN Date .
2) Offline orders Postpaid IN Date is given by the CSR while creating order

3) For Offline Orders, Postpaid IN Date should be less than the order date and
greater than the Billing account activation date.



Orders

The Orders module provides information about the various orders associated with a customer.
Using this screen, you can create new orders, view the existing orders, and customize the orders
associated with a service.

An order is created whenever a service is requested by the customer. This module comprises
ten views:

Home

Order List
Centrex Group
CUG Group
Leased Line
ISDN Group
Escalations
Broadband
DSPT

IN

Creating a New IN Order

1.Click on orders Screen.
2.Go to IN Orders View

Screenshot showing IN Service View
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3. Click on New button.A new record is created.

Note: Order Number, Order Type and Order Sub Type ,Service,Service Sub Type and
Connection Type fields are auto populated.

4. Enter all the mandatory fields: Account Name, Billing Account, Service Sub Type , Usage
Code and documents to be collected.

5. Press Ctrl+S. The record is saved.

6. Click New in Line Item view .A new record is created and is highlighted in yellow color.

Screenshot showing IN Line Items View
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7.Select Product and Save it. A new Line Item is created for the Order
8.Click Customize. The Product Configurator View appears

9.Select plan and click on done. The child Line Items along with the Parent Line Items appears in
the Orders Line Items List Applet.

10.Go to Destination Numbers View

Screenshot showing Destination numbers view
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11.Click New,A new record is created in yellow color and with status field auto populated.
12.Enter mandatory fields : Zone and Destination number.press Ctrl+S
13.A maximum of five Destination numbers can be given for a single IN Service.

Note : 1.While creating destination numbers atleast one number from that particular zone should
be present;

14.1f we click on New after giving five destination numbers an error message will be displayed
saying more than five destination numbers can’t be provided for Single IN as shown in fig
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15.Click on Validate.A browser script message will be displayed showing the customer account
Id's of that zone.if you want to proceed click on OK else click Cancel.

16.After clicking on OK a popup message appears, Validations are successful.
17.Click on demand note, amount will be generated and is displayed in Total amount field.

18.Go to demand note view and make payment at PMS counter

Payment should be received only for an active demand note in Orders Demand Note List Applet

Note: To make the payment, click Make Payment button. The PMS application appears. Enter
the login credentials and perform the required steps to make the payment.

Screenshot showing Demand note view
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19.After making payment Receipt number will be populated

20.click Assign to ROIN, an activity will be created in activities view and assigned to ROIN as
shown below.

Screenshot showing IN Activity View
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21.After activity got created , an alert will be generated to ROIN belonging to that SSA
22.ROIN of that SSA receives an alert in the Home Page of the CRM application.
23.Login to the application and click Click Alert #. The IN Orders Activities View appears

24.Before approving the activity ,enter mandatory fields : IN Service Id ,Postpaid IN Date and IN
Service features at line item level(in line item view)

Note : IN Service format :

For Televoting : 1803-424-ABCD-XY OR1803-424-ABCD OR 1803-424-ABCD-X OR 1861-424-
ABCD-XY OR1861-424-ABCD OR 1861-424-ABCD-X OR 1862-424-ABCD-XY OR1862-424-
ABCD OR 1862-424-ABCD-X

For TollFree and UAN : 1800-XYZ-ABCD-XY OR 1800-XYZ-ABCD-X OR 1800-XYZ-ABCD

25.Click Approve,a message appears as request is Approved and the status of an Activity
changes to Approved
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26.Click submit ,the order gets submitte successfully and the activation date of the destination
numbers will be populated as shown

¢~ LDRL Testing nternet Luplorer provided by TATA CONSUL L5 =181 x|
ol w [] bero 0. 150215 Mfecommaunications_enulstart. se WL URd=LONBSWEPL= 1B5WE T 5m | 60557 LAEHT = EREN B P-
Fie Edt Www  Favorkes Took el
ks 2SI B Csstirod B SouthProd U Med Zmbes 6 Goode ©|UkmMt £ DDV B OOLTestEnv £ TrsngCWV @ SITWSC £ CustomizeUnks ©(FTC 9)|webtx @ siuthadnn £ souhiR £ Eastsdnn o
B-0-&- *
_EmL Bharat Sanchar Migam Lid. j
BEa |nhaE| =8 Saved Queries: - G
Deatination Muambers:
Home | Contacts | " Customer Accounts | "1 Billing Accounts l 7 urders | £ services l 4 Trouble Tickets | % service Requests Franchisee lwabunlen Estapled Accounts ¥
Huomee | Escalalions | Order List | Brosdbamd | WLL Prepasd | IPTV Prepsid | EPABX Brosdbarsd | DSPT | IN
1316073791 1ofte
Mem = New  Query
Cochor Blrroem:* 1316073791 Combact Surname: Chavel il Crider:* N - Bosud N Date: 19/T4/7013 12:46-2 Bl
Order I 1-586K3] Contact Mame: Krizhna _ = Order Creabed On: 19/04/2013 10:52-4 HI
Crdes Type:* Mew ~ Service Line:® Intelbotns Netwark [+ 3 F A — T Order Dete: 190D 105 B
Order Sub Type:*® Provision - Serviee:* N - - Qreler Closed Date: =
I Service I 1800-123-2103-25 Service Type:® Pustpaid IN - |II Provision Date: H
Account Mame:* kishna [ serace Sub Type:® Tol Fras Numbers(l [~ b St RO [=] Customer oAl 10ise B
Uiling Account: 000061500 ] Usage Code:* Resdentisl | Documents To Ue Colected: None - Total Amount: Fis. 10,000.00 -]
Immedate Bl - Amount Paid: B
Receipt Number: HYDI34S6
Lea dtems | mare toéo | togaccoune | Demsndote | miestonns | activtes | Destnation numbers
e = Guery 1-50f5
2one Destination hurmd Status Activation Date  Insctivation Dste
» Soth 040-23600191 Aative 19/0472013 1 2:48:2
W 40-ZEO0P2 Aetive 19]0H 2013 | 22482
Barth UEHAGEZLLL adtive 18I0RILE -
‘ » 303
fiarvmcript voick 0} T M [Riow =
isn| & (3 S | B seimiman | vy O | (2 Chesndnd | S st Touk - Snbei R | W sty aprove - ok | W zszen
B windows wges | T B o e = doc - 0p... || com Testing tnviron... TGl sy




BSNL IN Milestones View is used to track of the status of the order after it has been submitted in
CRM to the downstream systems like the Billing system. After the final step in the downstream

systems is completed, a Service is created for the account that the order belongs to. For more
information, see customer accounts, Account Summary View

Screenshopt for Milestones View
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Note : IN Service Order Won't hit Clarity system

IN Offline Order

Only CSR can raise Offline Orders
1.Click on 'New' Button to create new order.

2.To create offline order select the offline order flag as "Y" and provide the postpaid IN
Date .

3.For Offline orders Postpaid IN Date is given by the CSR while creating order

For Offline Orders,Postpaid IN Date should be less than the order date and greater than
the Billing account activation date

4.Further process is same as the normal IN Order




Creating IN Modify Order
Modify Order types

Change in Billing account
change of plan and

Changing destination numbers

Note :

While submitting IN modify order if there is no change in billing account and plan then that order
wont hit billing system ,it will be completed in CRM internally

Order flow:
1.Go to Customer Accounts screen.Query with customer account name

2.Drilldown on account name it will redirect to Account summary View ,query with IN service Id

Screenshot showing Account Summary View
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3.select order sub type as Change In Service(No other type is allowed for IN Modify Orders)

4.Click on Modify,it will redirect to IN Service view
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Change in Billing Account or Plan

5.In IN Modify order customer can change billing account or plan by clicking customized
6.Click on validate,a message showing validations successful appears.

7.Click on Assign to ROIN, an activity will be generated for ROIN of that SSA
8.Approve the request and submit the order

9.0n submitting the order ,it will hit Billing and gets completed in CRM

Change in Destination Number without Changing Billing Account or plan

In this case customer can change the destination numbers by inactivating the previous one's and
adding the new numbers ,the remaining process is same

On Submitting the order ,the order wont hit billing system and gets completed in CRM internally
and inactivation date will be populated for the deleted Destination numbers




Creating IN Disconnect Order :

1.Go to Customer accounts Screen,query Account name
2.Drilldown on Account nhame
3.Account Summary View appears.

4.Query IN Service Id in acoount summary view

5.Select order sub type as disconnect
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6.Click Disconnect ,IN Service View appears.

7.IN Retention Activity will be created and is assigned to ROIN belonging to that SSA
8.An IN Retention activity will be created in Home page for that ROIN.

9.Click Activity #,IN Activity View appears.

10.Enter Postpaid IN date, Immediate bill Flag and Disconnection reason fields

11.Click Approve ,a message will be displayed with the activation date of IN service ,press OK to
continue or cancel to stop

12.0n clicking OK the request gets approved




13.click submit ,inactivation date will be populated for the active destination numbers
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Complaints for IN Services:
3 types of Complaints
1.Technical Complaints
2.Billing Complaints

3.0ther Complaints

To Create Complaints go to Trouble tickets Screen
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Technical Complaints:
1.Click on New Button , a new record will be created

2.Provide the IN Service Id in the Service Id field .After giving the service Id ,Customer
Id,Account Name,Billing Account ,Service Type,Service Subtype and contact name are auto-
populated

3.Provide the contact number and select the complaint type as technical and then select
complaint subtype and save the record(ctrl+s)

4.After saving the record click on '‘Docket#' field and it will be redirected to another view to submit
the complaint.

5.In order to close the docket, Close Docket by providing details in the 'Reason’ field and
add solution in the solution view

6.To submit the docket click on submit button, the docket will be assigned to ROIN based on the
SSA

7.An Alert 'IN Alert' will be sent for ROIN to close the docket

8.From the Alert the ROIN Can go to the Complaints view and close the docket by providing
reason



Billing Complaints:
1.Click on New Button , a new record will be created

2.Provide the IN Service Id in the Service Id field.After giving the service Id ,Customer Id,Account
Name,Billing Account ,Service Type, Service Subtype and contact name are auto-populated

3.Provide the contact number and select the complaint type as Billing and then select complaint
subtype and save the record(ctrl+s)

4.After saving the record ,click on 'Docket#' field and it will be redirected to another view to submit
the complaint.

5.In order to close the docket, Close Docket by providing details in the 'Reason’ field and add
solution in the solution view

6.To submit the docket click on submit button,the docket will be assigned to Primary AOTR of
that SSA

7.Alert will be sent to AOTR to Approve the request and the complaint will be resolved

Other Complaints:
It is same as Billing Complaints, in the complaint type Other Complaints is to be selected



Adjustments for IN Services:
Only Billing Adjustments can be raised for IN Services
Billing Adjustments can be raised from 'Adjustments' in Billing Accounts Screen
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2 types of Billing Adjustments for IN Services
(I).IN Rental Charges
(ii)IN Usage Charges

1.In the Billing Adjustments in 'Adjustments' create a new record and provide the Invoice Id,
Service Id as IN Service Id, request amount and type and submit the request

2.Request will be assigned to Primary AOTR of the SSA and alert will be sent for AOTR to
approve the adjustment request

3.After approving the request, the request status will be approved.



