State of Alaska 

TSR FORM ENTRY INSTRUCTIONS & EXPLANATIONS

The following information is provided to assist with completing the entry of a Telecommunications Service Request (TSR) form. Contact the SOA Service Center at 1-888-565-8680 (statewide) or 868-7174 (Anchorage).

For SOA Service Center please send your email to: soa.service.center@state.ak.us
or fax: 1-866-561-1855, or 868-9856 in Anchorage.

For Pager service please send email to: help_center@admin.state.ak.us
ETS Help Center fax: 269-5017(Anchorage), 451-5122(Fairbanks), 465-2161(Juneau)

SECTION 1: BILLING AND APPROVALS

Required – This area must be completed before the Service Center can enter the change order. Failure to do so will result in a processing delay.

Authorized Agency Contact Person: Enter the name of the person authorizing the TSR. See 

http://www.state.ak.us/local/akpages/ADMIN/info/Guide/forms.shtml for list of authorized names
Billing Account No. (Optional): Enter the billing account number, if adding a service to an existing account. 

Funding Code (Optional): Enter Department’s internal funding code for this TSR.

Requisition No. (Optional): Enter the agency internal control number, if desired. This is not required by the Service Center for processing the TSR. Department requisition numbers usually contain department, division numbers, and a unique series number. This number should only be assigned and logged by the agency’s designated telephone contact person.

Billing Address: Enter the complete billing address, including the suite, room number or building name, if required.  (If the shipping address is different please note in Section 10.)
Billing Hierarchy – Enter the billing hierarchy. Billing hierarchy is required for every Change Order. The State of Alaska uses the billing hierarchy to track usage for departments and their divisions. If the service requested causes a change in the billing hierarchy a note must be made in Section 10 explaining why the change was made.
Billing Hierarchy: The hierarchy can consist of up to three levels, however, not every billing hierarchy utilizes all three. Level 1 is the RD code that relates to the routing number of the person in AKSAS (Alaska State Accounting System) to receive or pay the invoice. This is a five-digit number. The first two digits roll up to the department level. The RD code will be an integral field when the billing system interfaces with AKSAS. Level 2 and 3 are a 35-alpha/numeric-character description for use by the agencies to help cost out the services. 

SECTION 2: REQUESTOR - Required

Requested By: If the request involves a single telephone enter that person's name in the field. If it involves a whole section of an agency, provide a supervisory contact’s name. In general, enter a SoA contact name in the Requested By field. The named contact should be able to answer detailed questions the Service Center Technician (SCT) might have. An SCT will also contact this person when work is complete. This ‘work completion’ notification is the Requestor’s opportunity to report back to the SOA Service Center any concerns, open issues, or dissatisfaction with the work performed.
Contact Number: - Enter a Contact Number for the Service Center Technician should TSR details need clarification. 

Date of Request: Enter the date the TSR is submitted to the SOA Service Center. 

Requested Due Date: Enter the desired work completion date. Please do not enter “ASAP”.

SECTION 3: REQUESTED FOR – Required (Primary Customer)

Affected End User Name: Enter the name of the person receiving the service. Affected End User can be the same as the Requestor.

Contact Number: Enter the contact number for the Affected End User. This can also be the same as the Requestor’s number.

Dept/Div/Section: Enter the Department Name, Division, and Section for this TSR. (Section is optional.)

Physical Address: Enter the complete physical service address, including the floor and room number(s). Enter the building name, if available.

City, State, Zip: Enter the city, state, and zip code for the physical service address.

SECTION 4: REQUESTED SERVICE (Check appropriate boxes)

Number of phones this request: Enter the number of phones to be affected by this TSR. If multiple phones are addressed on this TSR, please list and add details in Section 10 – Special Instructions.

Check Appropriate Box(es): 

Install/Add: Check this box to initiate new service or add to an existing account.

Disconnect: Check this box to disconnect service. Charges are associated with disconnect and remove services. This charge may include service technician time.

Change: Check this box to modify programming on an existing set or service, or to add service or add optional equipment features to an existing set.

Move: Check this box to change the physical location of the sets and/or jacks. If features or a name display on a set to be moved require changing and these changes are clearly specified on the TSR, there are no additional charges. Make sure that the current (old) physical address is added in Section 3 and the (new) address in Section 10.

Suspend: Check this box to suspend service for satellite telephones only. This will suspend the service for a designated period of time. This does not apply to service disconnects. 

Reinstate: Check this box to reinstate a suspended satellite telephone. This does not apply to service disconnects.

Wiring: Check this box, if the request is for cabling. For additional information or assistance contact the Service Center.  

SECTIONS 5 – 9: COMPLETE THE AREAS FOR THE SERVICE REQUESTED. 

SECTION 5: TELEPHONE SERVICES (Analog, Digital, Voice Mail, ACD, Auto Attendant, etc) 

For GCI Service Center please send your email to: soa.service.center@state.ak.us
GCI Office fax: 1-866-561-1855, or 868-9856 in Anchorage.

Provide the requested information in this area if the TSR is for telephone services.

Directory Number (ext): Enter the existing number affected by this order. 
Optional Features: See Appendix 1 for selection of telephone equipment types (i.e. headset, voicemail, auto attendant, etc.)

This is a drop-down list. Click on the field to display the arrow. Click on the arrow to display the list of features and services. There are two ways to select the entry. 1) Using the mouse, highlight and click on the appropriate selection. 2) Once the list is displayed, use the arrow keys on the keyboard to scroll through it. Highlight to select the entry and press Enter on the keyboard. This will close the list and populate the field with the selection. If the feature or service needed is not listed, enter it in the Special Instructions  field at the bottom of the TSR.  

Calling Party Name Display: Please write or accurately type the desired “calling party name” to be displayed to callers. The limit is 21 characters. Please establish “calling party name” even if service not available on current equipment. Future upgrades may enable this feature.  

Network Class of Service: Select one of three options - Internal, Local or Long Distance.

This is a drop-down list. Click on the field to display the arrow. Click on the arrow to display the list of features and services. There are two ways to select the entry. 1) Using the mouse, highlight and click on the appropriate selection. 2) Once the list is displayed, use the arrow keys on the keyboard to scroll through it. Highlight to select the entry and press Enter on the keyboard. This will close the list and populate the field with the selection.

Internal: Select Internal if the service will only be used to call internal state numbers within the local area.

Local: Select Local if the service will be used to call internal state numbers and numbers in the local area, but not Long Distance calls. This service is usually applied to service for general public use/access.

Long Distance: Select Long Distance if the service will be used to access any dialed number, including long distance overseas. If the service is to be restricted from receiving long distance collect calls submit a TSR and enter the restriction in the Special Instructions field. Most state numbers can not receive billing from another number. The Service Center recommends issuing telephone credit cards to traveling employees requiring Long Distance Service when out of the local calling area. 
Equipment Type: Select from the list of telephone equipment types provided as Appendix 1. 

This is a drop-down list. Click on the field to display the arrow. Click on the arrow to display the list of features and services. There are two ways to select the entry. 1) Using the mouse, highlight and click on the appropriate selection. 2) Once the list is displayed, use the arrow keys on the keyboard to scroll through it. Highlight to select the entry and press Enter on the keyboard. This will close the list and populate the field with the selection. If the feature or service needed is not listed, enter it in the Special Instructions field at the bottom of the TSR.  

No Answer Destination: 

From – Enter the number to which callers are currently forwarded if the number is not answered after four rings. This number is usually the section's main answering positions or a supervisor. If the information is unknown or the current FDN doesn't apply to this change leave the field blank.

To – Enter the number to which callers are to be forwarded after this change if the number is not answered after four rings. This number is usually the section's main answering positions or a supervisor. Enter NC if No Change is desired.

Busy Destination (Hunt/Rotary): 

From - Enter the number to which callers are currently forwarded if the called number is in use. Leave the field blank if no service is desired.

To - Enter the number to which callers are to be forwarded after this change if the called number is in use. Enter NC if No Change is desired.

Pickup Group, See Ext:

From - Enter the ID of the pickup group that currently answers incoming calls for the number when it is ringing and not likely to be answered before four rings. This information is usually available on the number’s feature key for call pickup (if programming allows). If the pickup group number is not known, enter the number/extension of another set in the pickup group that is allowed to pickup calls for this directory number Enter NC if No Change is requested.

To - Enter the ID of the pickup group that will answer incoming calls on the number when it is ringing and not likely to be answered before four rings. (This information is available on the number’s feature key for call pickup (if programming allows). If the pickup group number is not known, enter the extension/number of another set in this pickup group. Enter NC if No Change is requested.

Jack Number: 
From - Enter the number on the telephone line jack to which the set is currently connected. The number can be found by tracing the line cord back to its jack and reading the numbers on the jack. Leave blank if not applicable to this request

To – Enter the number on the telephone line jack to which the set will be connected. Leave blank if not applicable to this request. 

Voice Mail Op Assistance No. (Dial "0"): 

From – Enter the phone number for the personal assistant CURRENTLY designated on this voice mail when the caller selects “O”. Leave blank if not applicable to this request.

To – Enter the phone number for the personal assistant to be designated on this voice mail when the caller selects “O”. Leave blank if not applicable to this request.

Please note: It is important that customers reach someone when “0” is selected. Please select numbers that are adequately staffed to answer these personal assistance calls.   

SECTION 6: WIRELESS SERVICES (Cellular, Pager, Satellite Phone)

Complete the applicable fields in this area if this TSR is for cellular, pager, or satellite phone services.  mail to: soa.service.center@state.ak.us
Directory Number: Enter the existing number affected by this order, if this TSR is to change an option on an existing cellular phone or pager or is to reactivate a satellite phone SIM card suspended for the season.

Rate Plan: See Appendix 2 for a list of applicable rate plans. 

Select the desired service type, for example, cellular calling plans, from the drop-down list of Rate Plans. 

Click on the arrow to display the list of features and services. There are two ways to select the entry. 1) Using the mouse, highlight and click on the appropriate selection or 2) Use the arrow keys on the keyboard to scroll through the displayed list. Highlight to select the entry and press Enter on the keyboard. This will close the list and populate the field with the selection.

Equipment Type: Select the appropriate equipment type based on the Rate Plan selected.

**Enter cellular phone model selections in the Special Instructions field at the bottom of the TSR.

Click on the arrow to display the list of features and services. There are two ways to select the entry. 1) Using the mouse, highlight and click on the appropriate selection. 2) Once the list is displayed, use the arrow keys on the keyboard to scroll through it. Highlight to select the entry and press Enter on the keyboard. This will close the list and populate the field with the selection.

Service Type: Select one of three options  – Cellular, Pager, Satellite Phone.

This is a drop-down list. Click on the field to display the arrow. Click on the arrow to display the list of features and services. There are two ways to select the entry. 1) Using the mouse, highlight and click on the appropriate selection. 2) Once the list is displayed, use the arrow keys on the keyboard to scroll through it. Highlight to select the entry and press Enter on the keyboard. This will close the list and populate the field with the selection.

Accessories: Type in the accessories requested (i.e. spare battery, cellular phone battery charger). Refer to the applicable service brochure (cellular, pager, satellite phone) for all available accessories.

SECTION 7: LONG DISTANCE SERVICES email: soa.service.center@state.ak.us
800 Numbers – Complete the applicable fields in this area if this TSR is for ordering a new 800 number, changing the destination number, or changing the coverage. 
For A New 800 Number check New and enter the Coverage requested. The options are: Alaska, Lower 49, Canada, or Local block.

Billing Name:
Enter in Affected End User Name Section 3

Billing Address:
Enter in Section 10, Special Instructions, if different from physical address.

Destination (new) #:
Enter new destination number

Coverage (new):
Enter Alaska, Lower 49, Canada, or Local Block

Physical Address:
Enter in Physical Address Section 3

Contact Name:
Enter in Requested By Section 2

Contact Number:
Enter in Contact Number Section 2
To Change an 800 Number check Change and enter the old and new destination numbers and old and new coverage plans.

Billing Account Number:
Enter in Section 1

800 Number:


Enter in Section 7

Destination (old) #:

Enter current destination number

Destination (new)#:

Enter new destination number

Coverage (old):

Enter Alaska, Lower 49, Canada, or Local Block

Coverage (new):

Enter Alaska, Lower 49, Canada, or Local Block

Contact Name:

Enter in Requested By Section 2

Contact Number:

Enter in Contact Number Section 2

Calling Cards - Qty of cards requested: Enter how many calling cards are required for this calling card number. 

Line 1: Enter the information desired for the first line of the calling card. This space is limited to 30 characters.

Line 2: Enter the information desired for the second line of the calling card. This space is limited to 30 characters.

If more than one calling card is requested, please note the quantity in Special Instructions and submit an attachment to the original order for each additional calling card number requested. Include the following information: 

· Name of the person requesting the calling card if different from original TSR

· Contact phone number

· Quantity of cards requested for same calling card number

· Information to be printed for each line of the calling card

· Division Name

· Billing Address

· Name of person(s) to be authorized on account

· Any special instructions

SECTION 8: DIAL-UP SERVICES (SOA Mainframe, GCI Internet) 

mail to: soa.service.center@acsalaska.com
Select Dial Up Access Type: Select the appropriate access type from the drop-down list. Click on the field to display the arrow. Click on the arrow to display the list of features and services. There are two ways to select the entry. 1) Using the mouse, highlight and click on the appropriate selection. 2) Once the list is displayed, use the arrow keys on the keyboard to scroll through it. Highlight to select the entry and press Enter on the keyboard. This will close the list and populate the field with the selection.

Number Dialing From: Enter the number to be used to dial into the SOA Mainframe.
External Company Name: Name of company (i.e. emissions company) that will be using the dialup connection to access one of the applications above.

Address: Physical Address for the external company. 

City, State, Zip: City, state, and zip code for the physical address above.

SECTION 9: TELECONFERENCES (Audio or Video) email: soa.service.center@state.ak.us
This section is used to schedule a video or audio teleconference. Audio teleconferences are scheduled through MICB. Videoconferences are scheduled through Magicsoft.

Meeting Name: Enter a title for the meeting to be used when the conference is scheduled.

Start Time: Enter the conference begin/start time.

Duration: Enter the conference length plus lead time to be scheduled.

Audio Only – Number of Ports: For audio conferences scheduled via MICB, enter the number of ports (participants or connections) requested.

Audio Only – Billing Telephone No: Enter the telephone number to receive charges for the audio conference minutes.

Audio Only – 800 #: Yes or No: Check yes if an 800 number is required for the audio conference.

Video Only – Svc Ctr Support: Yes or No: Check yes if on site support by a SOA Service Center technician is required. 

Video Only – Sites Involved: List the sites to be scheduled and reserved for the videoconference.
SECTION 10: SPECIAL INSTRUCTIONS/COMMENTS (or send attachments)

This area is used to include any additional information that could not be entered in a specific field on the TSR or for additional instructions. Overflow information will continue to the next page and stays with the original TSR.

Details, details, details, the more the better!!

Please attach a memo, floor plan, or other documentation that will assist with this request. 

APPENDIX 1 - TYPES OF EQUIPMENT AND FEATURES

Currently only the Anchorage and Fairbanks locations have the capability for built in data ports.

	M2006
	-
	This model has six feature keys on the right side. Currently offered in Anchorage and Fairbanks.

	M2008
	-
	The most common set has eight feature keys. It can have a display (M2008D) or a display and a data port. Display requires an AC power transformer.

	M2616
	-
	This set has 16 programmable feature keys.

· M2616D – display attached

· M2616DP - display and data port

· M2616M  - additional 16 feature programmable module

with two of the modules it model changes (M2616M2), a display and one module (M2616DM), or a display and two modules (M2616DM2). 

	M2216AP
	-
	Is used for Automatic Call Distribution centers.

	M2216A
	-
	Is the basic ACD agent set (without a data port).

	500
	-
	Known as an analog set. This is the most basic set available. This phone can also be used with a fax or modem line installation. A digital phone will not work properly if plugged into an analog line jack. It is not a requirement that the actual phone set for an analog connection be purchased through the SoA Service Center. 

	Headset
	-
	This item is for hands free use of a Meridian set. Headsets are AA battery operated (not included). Batteries can be purchased via TSR.

	Voice Mail
	-
	This selection is to add Meridian Mail service to a number(s). 

	Auto Attendant
	-
	This service provides a recorded message with options for the caller. Options may include Operator assistance or leave a voice mail.

	Equip.Not Listed
	-
	Use the special instructions area to indicate phone set type (i.e. 7960) for VOIP.


APPENDIX 2 - TYPES OF PLANS FOR CELLULAR & SATELLITE PHONES

	Cellular - LPM
	-
	Statewide local per minute plan billed at $0.13 per minute

	Cellular - Statewide
	-
	Statewide plan and applicable minutes per month included - 300, 500, 800, or Unlimited minutes

	Cellular –   Statewide         Shared Minutes
	-
	Statewide Shared Minute plan and applicable minutes per month included – 500, 1,500, 4,000, or 10,000 minutes.

	Cellular - Nationwide
	-
	Nationwide plan and applicable minutes per month included – 300, 500, 800, or 2,000 minutes.
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