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1.0
Introduction
This process documents the installation activities that take place during the close phase of installation.  
1.1
Purpose and Scope

The main purpose of this phase is to clean up the job site, update drawings and other documentation as necessary, to obtain the Customer's acceptance for the completed installation order, and handoff to the internal and/or external customer.

1.2
Responsibility

It is the responsibility of all installation personnel to adhere to these processes when performing activities during the closing phase of the order.

1.3
Document Review & Effectiveness

This document is to be reviewed by the Process Owner or delegate at intervals of no more than two (2) years from the date of issue.  Process monitoring and measuring is done using the metrics obtained by the Business Operations departments that support the various markets/organizations.

1.4
Records

 All applicable records should be placed in the job closing file.   Any document with a customer signature must be included in the job closing file. 
	Record Identification
	Storage & Protection
	Retrieval
	Retention 
	Disposal

	SCN  (or customer equivalent form) 
FOP1400 Form
	Stored in IDA database by Order Mgmt.  Database is monitored and managed by Information Systems (IS).
	Team Leader or delegate obtains record.  Identified by COEO.
	Determined by Order Mgmt.
	Determined by Order Mgmt.

	Quality Worksheet and Photo Essay (one or more frames )
FOP1400 Forms
	Part of FOP 1400 workbook.  Wireless must upload FOP1400 workbook into Plexus.  Databases managed by IS.   
Wireline/Optical/Access stored on designated livelink site
http://livelink.us.nortel.com/livelink/livelink.exe?func=ll&objId=13385326&objAction=browse&sort=name
	The OM structure collects the records and only Nortel personnel have access or can grant access.  Identified by COEO.
	Minimum of 2 years, unless stated otherwise in contract.
	Electronic records can be deleted and hardcopies can be disposed / shredded.

	System Update for Site Drawings – JIM600
	Wireline and optical  form in Plexus.  Databases managed by IS.
Wireless form part of FOP 1400 workbook.  Wireless must upload FOP1400 workbook into Plexus.
	Team Leader or delegate obtains information.  Identified by COEO.

	Minimum of 2 years, unless stated otherwise in contract.
	Electronic records can be deleted and hardcopies can be disposed / shredded..

	Vendor Evaluation     (Plexus orders only and when contractors are used -  FOP1410)
Plexus Form
	Stored in Plexus.  Database managed by IS.
	Team Leader or delegate obtains vendor info.   Identified by COEO.
	Minimum of 2 years, unless stated otherwise in contract.
	Deletion from applicable database system.

	Material Receipt Form    
FOP1400
	Wireless – soft copy of signed form must be included in zip file uploaded into Plexus.
Wireline/Optical – soft copy of signed form must be stored on designated livelink site
http://livelink.us.nortel.com/livelink/livelink.exe?func=ll&objId=13385326&objAction=browse&sort=name
	Team Leader or delegate obtains receipt from customer. ID’d by COEO
	Minimum of 2 years, unless stated otherwise in contract.
	Electronic records can be deleted and hardcopies can be disposed / shredded.

	Installation Completion Rpt (Plexus orders only)
Plexus Form
	Stored in Plexus.  Database managed by IS.
	Team Leader or delegate obtains record.  Identified by COEO.
	Minimum of 2 years, unless stated otherwise in contract.
	Deletion from database system.

	Test Records FOP103/FOP104
	Wireline/Optical/Access – soft copy of signed form must be stored on designated livelink site.
http://livelink.us.nortel.com/livelink/livelink.exe?func=ll&objId=13385326&objAction=browse&sort=name
Wireless – The project manager is responsible for maintaining test records per PM process PM Close 04.01
	Team Leader or delegate obtains record.  Identified by COEO.
	Minimum of 2 years, unless stated otherwise in contract.
	Electronic records can be deleted and hardcopies can be disposed / shredded.

	Customer “signed” Documentation (if not already listed above)
	Wireless – soft copy of signed form must be included in zip file uploaded into plexus.

Wireline/Optical – soft copy of signed form must be stored on designated livelink site
http://livelink.us.nortel.com/livelink/livelink.exe?func=ll&objId=13385326&objAction=browse&sort=name
	Team Leader or delegate obtains info. Identified by COEO.
	Minimum of 2 years, unless stated otherwise in contract.
	Electronic records can be deleted and hardcopies can be disposed / shredded.

	Customer Specific Forms
	Wireless – soft copy of signed form must be included in zip file uploaded into plexus.

Wireline/Optical – soft copy of signed form must be stored on designated livelink site
http://livelink.us.nortel.com/livelink/livelink.exe?func=ll&objId=13385326&objAction=browse&sort=name
	Team Leader or delegate obtains info. Identified by COEO.
	Minimum of 2 years, unless stated otherwise in customer contract.
	Electronic records can be deleted and hardcopies can be disposed / shredded.

	Investigative Documents (if there was damage of customer-provided mat’l by Nortel – FOP102) 
	Stored in Plexus in the job note section.  Database managed by IS.
	Team Leader or delegate obtains info. Identified by COEO.
	Minimum of 2 years, unless stated otherwise in customer contract.
	Deletion from database system.

	Outage Report
FOP1400 Form


	Wireless – soft copy of signed form must be included in zip file uploaded into Plexus.

Wireline/Optical – soft copy of signed form must be stored on designated livelink site

http://livelink.us.nortel.com/livelink/livelink.exe?func=ll&objId=13385326&objAction=browse&sort=name
	Team Leader or delegate obtains info. Identified by COEO.
	Minimum of 2 years, unless stated otherwise in contract.
	Electronic records can be deleted and hardcopies can be disposed / shredded.

	Photo Authorization Request (required if customer denies request to take photos)
FOP1400 Form


	Wireless – soft copy of signed form must be included in zip file uploaded into Plexus.

Wireline/Optical – soft copy of signed form must be stored on designated livelink site

http://livelink.us.nortel.com/livelink/livelink.exe?func=ll&objId=13385326&objAction=browse&sort=name
	Team Leader or delegate obtains info. Identified by COEO.
	Minimum of 2 years, unless stated otherwise in contract.
	Electronic records can be deleted and hardcopies can be disposed / shredded.


1.5
Associated Documents / References

FOP080
T&E Tracking and Billing Process 

FOP100
U.S. Field Operations Employee Handbook

FOP101
U.S. Plan Installation Order Procedure

FOP102
U.S. Build Installation Order Procedure

FOP103
U.S. Test Installation Order Procedure

FOP104
U.S. Integrate Installation Order Procedure

FOP1400
U.S. Installation Order Administration Forms Workbook
FOP1410
U.S. Installation Order Administration Process & Work Instructions

OEP4100
Order Engineering Wireless JIM 600 Process

SOP030
Americas Field Operations Safety Manual

SOP060.A06
US Installation Accident/Incident Investigation Report Form

Also see Appendix A for additional references.

1.6
Acronyms / Definitions

See Appendix B.

2.0
Prepare for Customer Acceptance

This section describes the activities in preparation for closing the installation project and obtaining the Customer's acceptance.  Preparation activities include verifying that all other phases of the project are completed, addressing any open issues, ensuring that all Nortel owned material and equipment is removed from the Customer's site, and formally documenting Customer acknowledgement of any Nortel materials or equipment left on site.   For all activities involving components and products susceptible to electrostatic discharge (ESD), anti-static protection shall be employed and applicable procedures shall be followed.
2.1
Verify Readiness for Close

The site leader is responsible for reviewing the installation order activities to ensure all applicable phases (plan, build, test, & integrate) have been completed and the order is ready to close.  This includes: 

· Verification that all physical installation and on-going administrative activities are complete (including all JIM / JCO work completed and all drawings reflect the ‘as built’ status of the job);

· Verification that physical installation conforms to the applicable workmanship/quality standards (including correction of any in-process defects); 

· Verification that all applicable test and/or integrate activities are complete and if required, signed off by the appropriate individuals; 

· Verification that all open issues have been resolved or addressed appropriately.

In addition to the on-going job site activities identified within the Installation Order Administrative process (FOP1410), the following items are to be reviewed to ensure the order is ready to be closed.

· Using the Job Closing Checklist 

The Job Closing Checklist form is a required tool that is used to review the tasks and documentation needed to close an order once the installation activities are finished. (The form can be obtained from the Installation Order Administration Forms Workbook, FOP1400). 

Note:  This form can be modified to meet the business needs as long as the minimum closing documentation is identified on the checklist.
Customer Specific – Any customer specific form can be used in place of a Nortel form.
· Quality Activities/Photo Essay
The Quality forms located in FOP1400 F15 – F26 forms are used to verify the workmanship quality of the installed product in preparation for the Site Final Inspection Report.  A Final Quality Inspection must be performed using the Universal Inspection Sheet and Customer Standards to ensure the workmanship quality of the installed product meets the expectations of both Nortel and the customer.  (Refer to FOP1410 for more information)
Main Photo Essay 

A prescribed group of photos are taken, strategic in nature, which allow the viewer the opportunity to see general site conditions and what the customer would see (approx <10 photos).
The main photo essay is used for all jobs except where photography is not allowed by the customer. All photo essays should be included with your job closing documents and uploaded to the appropriate repository.  See the section 4.1 for information on where to store your job closing documents
· JIM 600/Marked Drawings/EDP Changes
Marked drawings are required when Nortel engineering or a contract engineering partner has the responsibility to update the office records.  The intent of a JIM600 is to capture and update office records for miscellaneous changes that occur during the interval of a specific project.  A JIM600 is not intended to update office records for engineering errors, customer changes or changes from previous activities in the office.
Examples of valid JIM600s are:

· Update of records to address cable build up or blocked routes.
· Miscellaneous circuit pack/port changes.
· PDC/SPDC power termination connections that would not drive the need for new thermal labels, typically when the labeling of the PDC is manual due to unsupported connections.
· Minor frame positioning on a floor plan.
· Minor cable rack/fiber duct changes that do not impact cable lengths.
Examples of invalid JIM600s are:

· Customer requested changes.

· Engineering errors, i.e. frame location changes, frame/module numbering.

The Field Technician drawing package consists of three copies of each drawing released with the COEO. These three copies are to be used as follows:

Working set for site installation activity.

Customer set indicating “As Installed” configuration.

JIM600 set for updating via J600 process
Marked-up drawings must be sent (via Livelink, email or hard copy) to the engineer no later than K-Date (Friday).  See Appendix C for distribution information.
Drawing Updates are Complete 
The site leader is responsible for ensuring the order's drawings reflect the “as built” condition of the site once the installation work is complete.  Physical drawing updates should have been performed throughout the interval of the job as changes occurred. At the close of installation (K-date), the field technician marks the job drawings to reflect the “As built” condition of the office (Drawings shall be marked in red for additions, yellow for deletions, green for notes, and blue for information.  Refer to FOP1410 for further instructions on how to mark a drawing).  

The Field Technician needs to get a Red Line Drawing Return Form from the FOP 1400-F12 and indicate on the form, with a “YES” on the form which drawings are being returned. The Red Line Drawing Return Form should be attached to the marked drawings.   It needs to be included with the drawings(s) submitted to Livelink and any hard copy drawings mailed to the engineering team.

JIM600 Information Entered into Plexus
Once the drawings have been updated, data input into Plexus is required to reflect that drawings have been modified and shipped for processing or that no changes were required.  Depending on the instance of Plexus being used (Plexus 250, Optical or Wireless), the information entered will vary.  
· DMS100/250 - Instructions for JIM600 Input into PLEXUS  250 

The team leader or delegate is responsible for updating Plexus and indicating what drawings (if any) were updated.  If there are no marked drawings, a JIM600 record must be still be completed showing “no changes”.  Enter the information into Plexus at http://plexus.us.nortel.com > login > 250 > Installation View > locate COEO > select JIM600 Marked Drawings (STL workbook column).  Work instructions for using this screen can be found in the Plexus User Guide - see Appendix A of this document.  

· DMS10 - Instructions for JIM600 Input into Plexus  

The team leader or delegate is responsible for updating Plexus and indicating what drawings (if any) were updated.  If there are no marked drawings, a JIM600 record must still be completed showing “no changes”.  Enter the information into Plexus at http://plexus.us.nortel.com > login > 250 > Installation View > locate COEO > select JIM600 Marked Drawings (STL workbook column).  

Since the JIM600 screen in Plexus does not list the DMS-10 drawing information at this time, the field tech is to enter JIM600 changes in the “notes” section at the bottom of the Plexus JIM600 screen.  

· Wireless – Instruction for JIM600 Input into Plexus Wireless
The team leader or delegate is responsible for updating Plexus and indicating what drawings (if any) were updated.  This is done by logging into Plexus at http://plexus.us.nortel.com > login > Wireless > Installation View > locate COEO > click on Red Lines.  Enter the date that the drawings were sent to the engineer.  If no changes were required, enter a fake date of 1/1/1900.  BTS orders do not require JIM600 input into Plexus.
· GSM Wireless e3 Equipment – Instructions for JIM600 Input

The team leader or delegate is responsible to update the e3 Shelf Configuration database which is an electronic redline.  To do this, go to Plexus at http://plexus.us.nortel.com > Wireless > login > Installation View > locate COEO > click on STL Forms and Process Documents (in OC/OM workbook column).  Click on GSM e3 Shelf Configuration Database
· Optical – Instructions for JIM600 Input into Plexus

The team leader or delegate is responsible for updating Plexus and indicating what drawings (if any) were updated.  This is done by logging into Plexus at http://plexus.us.nortel.com > login > Optical > Installation View > locate COEO > click on Red Lines.  Enter the date that the drawings were sent to the engineer.  If no changes were required, no entry in Plexus is required.
Distribute Marked Drawings to the Engineering Team

Immediately following the update in Plexus, the actual “marked-up” drawings need to be sent to the appropriate engineer for processing. Although the customer gets a copy of changed drawings, installation is not required to keep a copy as their drawings are forwarded to the engineer.  Note: If required by the customer, include any updated drawings turned over to the customer on the Material Receipt form which can be obtained from FOP1400.

Wireline/Wireless – The drawings can be grouped into two categories – D Drawings and Building Drawings.

· D drawings are to be submitted via Livelink at http://livelink-ott.ca.nortel.com/livelink/livelink?func=ll&objId=2596798  Livelink is the preferred method but if Livelink is not accessible to the employee, the drawings can be sent to the engineer via email or hard copy.  See Appendix C for distribution information.     For Sprint Wireless jobs the technician will place the D Drawings into the designated Sprint folder.
·  Building Drawings are to be sent to the engineering team via internal mail or standard ground service.  See Appendix C for distribution information  
Optical Instructions for EDP “As Builts” - The team leader or delegate is responsible for updating the EDP with changes that occurred during the job.   The EDP should be sent to the person identified in the note section of the EDP.
Access Instructions for changes to customer provided drawings - Access is required to mark up any changes to customer provided drawings and return to the customer.
Deliver/Ship Updated Drawing to Engineer by Required Due Date 
The shipping due date is very important since the engineering system will automatically generate new drawings for the customer at a specific interval after K-date.  If the updated drawings are not processed by the engineers within their timeframe, any new drawings generated for the customer and the next job (at the same site) will not reflect the ‘as built’ condition of the site.  The engineer(s) may be able to process updates and generate new documents manually, if notified early enough as stated above.  Marked-up drawings must be sent to the engineer no later than K-Date (Friday) so engineering can process the drawings in their system by K+1.  If the drawings cannot be transferred to engineering by K-DATE (Friday), engineering must be notified (phone or email) prior to K-Date. NOTE:  Installation managers may request that field installation staff send updated drawings to the Operations Coordinator or other office personnel who will send them on to the appropriate engineer; field technicians should contact their Operations Coordinator or Operations Manager to find out how the Manager wants this done. See Appendix C for engineer routing instructions.  
Since hard copies of the marked drawings are not retained, it is critical the forwarded drawings are tracked in some manner to ensure they are received at their destination.   If hard copies are sent to the engineer, enter the date the drawings were sent to engineering and the mail service/waybill number assigned into the general job notes section of Plexus.  Installation management is responsible for ensuring all marked drawings are submitted and processed appropriately. 
· Test Records Signed-Off

All applicable testing and/or integration activities (per the order’s scope of work) must be completed prior to closing the Installation order.  Review and submit any required test records to the customer, including a list of tests preformed using the CPM “Process and Test Summary Sheets”, Integration Test Plan, ATP or customer required test records.   Refer to the Test Installation Order (FOP103) and the Integrate Installation Order (FOP104) Process, which are located on the ROCS server (see Appendix A). 
Customer Specific – Any customer specific form can be used in place of a Nortel form.

· Open Call Reports (Engineering) Reviewed

Contact GTAC Engineering Support to review any open call reports (engineering issues).   Ensure all open call reports are closed or addressed with commitments for future resolution so the information can be reviewed with the Customer and documented as an exception on the Customer Acceptance (SCN) form that is discussed later in this document.  If needed, obtain proposed resolution dates.  

· Open Call Reports (Technical) Reviewed

Contact GTAC to review any open call reports (technical issues).  A “Problem Report” is not considered an open issue.  Call Reports must have been assigned a Customer Service Report (CSR) number.  CSR numbers are obtained by calling GTAC.  Ensure all open call reports are closed or addressed with commitments for future resolution so the information can be reviewed with the Customer and documented as an exception on the Customer Acceptance (SCN) form that is discussed later in this document.  Obtain proposed resolution dates from Customer Support, Engineering, Field Service, TAS, or other appropriate groups.  

· Material Issues Resolved

Ensure open material orders (IRs and RMRs) have been verified with the Installation Service (ISC) at 1-800-4Nortel or 1-800-466-7835 and promise dates have been given for delivery.

· Obtain Final AMP Readings (Wireline and Wireless Switching Only)

The team leader or delegate is responsible to ensure a final AMP reading for the FBE and/or LRE are obtained and recorded on the Final Site Inspection Report.  Refer to the Quality Plan Work Instructions document (FOP1410) for more information.

2.2
Perform Issue Resolution

If there are any issues that have not yet been resolved, the site leader should try to resolve the problem at the local level prior to obtaining the Customer's acceptance. Unresolved issues should be escalated to the manager, the Project Manager, or delegate for further resolution.  The method of resolution will depend on the problem and the Customer's requirements.  

If additional materials need to be ordered to resolve material issues, refer to the Installation Administrative Process (FOP1410) located on the ROCS server.

The Installation Service Center (ISC) can assist in resolving outstanding problems associated with materials and equipment.  To contact the ISC, call 1-800-4Nortel or 1-800-466-7835.  Review the existing order documentation (job log, jeopardy memorandums, progress reports, Plexus, etc) to obtain the details (history) of any items that still remain open at this time.  Once an item is closed, there should be documented evidence that shows the issue has been resolved/closed.

2.3
Clean Up Site

All Nortel owned material and/or equipment (above and beyond the contracted solution) should be removed from the site.  Any remaining material or equipment left with the Customer should be reported to trigger a change order and/or additional billing, if applicable.   The site leader or delegate can contact the Installation Service Center (ISC) for assistance in determining where and how materials should be returned / disposed.

· Housekeeping Tasks/ Close Admin Area 

The site leader is responsible to ensure the installation area is clear of all records, materials, and debris, and the site is left neat and clean.

Below are examples of some of the administrative and housekeeping tasks to be completed, when applicable: 

· End phone service to the site

· Close out Post Office box

· Outstanding business accounts settled (ex. Disposal)

· Arrange for dumpster removal

· Remove office equipment and supplies

· Remove administrative files from site

· Make final inspection of site with the customer

· Return keys and badges to customer (as required)

· Returning Material Removed from Service

The site leader is responsible for ensuring that any “in-service” equipment removed from service per the job order’s requirements is identified and delivered/shipped to the designated location/individuals.  

The 1004 spec contains a listing of all the equipment being removed from service as part of the Upgrade/Extension and provides details about what is to be done with this equipment i.e. left with customer, shipped back to Nortel, shipped to some other location.  

If a 1004 spec is not available, the information may be contained within “Engineering Notes” on another spec.  If no information can be found regarding the intended destination of equipment, the site leader or delegate is to contact the SAE to have a 1004 spec generated and sent to site.

If equipment is being returned to Nortel, a copy of the 1004 spec or “Engineering Notes” that show the returned equipment “checked off” is to be included with the shipment.

· Material Cleanup

Refer to the Installation Administration Process (FOP1410) for work instructions regarding material returns and classifications.

MOL (Material On Loan) - Ensure all MOL material has been returned.  Check with the ISC for any outstanding MOL material still pending a return status.  Refer to the Installation Administrative Process FOP1410 for more information on “clearing MOL Items”.

Disposal - It may be more cost effective to dispose of some material rather than send it back for re-use.  In order to determine if any material can be disposed of, contact the ISC at 1-800-4Nortel or 1-800-466-7835.  

Waybill Information – The waybill information must be entered onto the Plexus General Job Notes page for any material returned.
· Tool Cleanup

Tools and test equipment are sent back to the Tool Room, transferred to another employee, or retained for another assignment, as applicable.  Tool returns are managed by using the Tool Room web site (refer to appendix A) or by contacting the Tool Room directly at 1-919-992-0665.
Waybill Information – The waybill information must be entered into Plexus job notes for any material returned unless there was verification (inquiry) that the tool was received at its destination.
3.0
Obtain Customer Acceptance

This section describes the activities conducted in order to obtain the Customer's acceptance for the completed installation project.  Activities include reviewing the completed order with the Customer, addressing any open issues, and obtaining the Customer’s acceptance.

It is the responsibility of the site leader and/or the Project Manager to perform these activities.

3.1
Review Order Close Requirements with Customer

Customer Specific – Any customer specific form can be used in place of a Nortel form.
A meeting is conducted with the Customer to review the order close requirements and status. This meeting may take place either face-to-face, by telephone, or by other types of electronic communication.  On occasion, the Customer may opt not to have a meeting and review the closing status independently.    

It is the responsibility of the site leader and/or the Project Manager to perform this step with the Customer.

At the close of deployment activities, the site leader is responsible to ensure all Customer requirements are met.  In some cases, the site leader may have a final “walk through” or “closing meeting” with the Customer to ensure all order-related issues have been addressed and completed per their satisfaction.  

The Job Closing Checklist Form must be used to ensure the applicable items required for an order are complete. (See form F13 in FOP1400 Installation Order Administration Forms Workbook)

· Customer-specific Documents

Ensure any customer required documents are completed and processed per the customer’s requirements.
· Turnover Material and Documentation to Customer

When items are turned over to the customer at staggered intervals, a signed Material Receipt form must be obtained each time.

The site leader is responsible to ensure that any Nortel provided drawings (updated to reflect the completed "as built" condition of the site) and/or any loose material (including any spare circuit packs) turned over to the Customer is inventoried, documented, and signed for by the customer.  Loose material must be record on the Material Receipt form FOP1400-F08).  Check with the customer if they require a list of documentation turned over to be listed on the form. A copy of the completed form is to be supplied to the customer along with the items listed on the form.  Instructions regarding the form can be found on the form itself when accessed electronically.  (See form F08 in FOP1400 Installation Administration Forms Workbook.) 
Customer Specific – Any customer specific form can be used in place of a Nortel form.  

3.2
Perform Issue Resolution

If there are any issues resulting from the order close meeting with the customer, the site leader should try to resolve them at the local level.  Unresolved issues should be escalated to the manager, the Project Manager, or delegate for further resolution.  The method of resolution will depend on the problem and the Customer's requirements.   
There may be occasions where the Customer will accept the installation order with open issues pending resolution.  The appropriate manager or delegate should track all open issues to closure.

3.3
Obtain Customer Acceptance 

The site leader and/or the appropriate Project Manager are responsible for obtaining the necessary signatures or other types of verification of acceptance from the Customer. 

A customer satisfaction transaction survey should be provided to the Customer so they can provide feedback on Nortel Networks’ installation performance. 

· SCN (Service Completion Notice)

An SCN is required when billable work is contracted with the customer.  This includes T&E work.  If target hours are assigned to a job and actual hours are charged to a job, an SCN is required.

The completed SCN document is considered the “Final Inspection and Test” record indicating the Customer’s acceptance of the installation work required for a specific order.  Note: The SCN was formerly called the Installation Completion Notice (ICN) or K-Completion Notice (wireless). 

The SCN form (FOP1400 or equivalent Customer form) must be filled out completely with all exceptions noted.  A copy of the SCN is provided to the customer and a copy is retained by Nortel within IDA (Integrated Document Access system).

Although it is preferable for the site leader to obtain the signed SCN at order close (K-date), due to the customer’s schedule and/or extenuating circumstances, this may not always be possible.   The general rule is to submit the SCN for processing by K-date, and reasonable efforts should be made to get the SCN signed on K date or as soon as possible thereafter.  The SCN is considered “On-Time” if it is entered into IDA within 14 days after the actual K date in Plexus. The customer and Nortel representatives must both sign the SCN.  

If the Site Leader finds that the customer is unwilling to sign the SCN document due to reasons outside of Deployment Services’ control, this should be immediately escalated to the Deployment Coordinator (DC) and/or Deployment Manager (DM) (or other leader responsible for the site management of the project).  At this point, if the DC and/or DM anticipate that they will be unable to obtain a signature within the 2 week window,  the SCN should be turned over to the Project Manager or Customer Operation Leader (COL) as soon as possible: do not wait until the 2 weeks have passed.   

Step 1:  Create & Send email.  The DC and/or DM should document what has been done to obtain the signature in an email to the following:   

1) Escalation, SCN; 

2) The project’s PM or COL

3) The Leader responsible for the PM or COL.   (Please refer to OSM if you are unsure of who this individual is.)
The email should have a subject line that starts with the COEO, includes the Customer and “SCN Hand off”.  (Example: “H12345 (Customer Name) SCN Hand-Off”)


[image: image4]
Step 2: Input email into PLEXUS View/Add General Job Notes.  A copy of this email should also be posted into the PLEXUS notes for the job as shown in this example.  


[image: image5]
The customer’s signature on the SCN does not release Nortel from its contractual obligations, but verifies the equipment turned over to the customer is complete and correct as stated.   Often final billing cannot be initiated until the SCN is received and processed internally.

SCN Prerequisites - Before submitting the completed SCN to the customer for approval, ensure the following conditions have been met:

· No further installation, testing or integration is required.

· No more time will be charged to the COEO#.

· If a RUS order, ensure the RUS grounding audit is complete.

SCN Form – A Nortel SCN form or equivalent customer form can be used.  The customer’s “signed” form must contain the following information:  Customer Name, COEO, Product Line, and any exceptions must be noted.  (Nortel SCN – the form can be obtained from the  FOP1400 Installation Order Administration Forms Workbook). 

SCN with Exceptions – An SCN can be signed and submitted with “exceptions.”  Usually the exceptions are items that cannot be resolved until a later date and do not prohibit the customer from accepting the installation work and equipment.  The team leader or delegate is responsible for ensuring the SCN exceptions are cleared.  Once the items are cleared, another SCN will need to be submitted to IDA containing both the Nortel and Customer signatures.   The “Remarks” section of the SCN must state that “All exceptions have been cleared” before IDA will consider the SCN complete. 

Unsigned SCNs – Unsigned SCNs are not to be sent to IDA.    The deployment manager or team lead will notify the Project Manager or Order Manager (if there is not a Project Manager for the job) when the customer will not sign the SCN.
· SCN Processing

Installation management (site leader, OC, OM, etc.) is responsible for ensuring that a copy of the signed SCN is sent to IDA.  Refer to Appendix D for fax numbers and email addresses.  
ONLY THE SCN SHOULD BE FAXED TO IDA.  DO NOT FAX OTHER JOB CLOSING DOCUMENTS.
Verify the following items are correct and complete on the SCN before faxing it to IDA:

· The COEO is correct and complete as it appears in Plexus.  Optical and wireless COEOs typically have 8 digits and wireline  COEOs have 6 digits.  Often there are multiple COEOs on Wireless Access projects.  If there are multiple COEOs for one SCN, type “coeos on page 2” into the coeo field and list the COEOs on page 2 of the SCN.

· To verify SCN receipt into the IDA database after the SCN is faxed to IDA, access IDA by going to http://ida.us.nortel.com/  If the SCN does not appear in IDA within 48 hours, click on the SUPPORT button in IDA and provide the fax#, date and time when your SCN was sent.  For additional assistance, please contact Pamela Larson (ESN 424-7424 or via email norpjl01@nortel.com ) with same  details.

· If faxing a large group of SCNs, group by product type and customer.  SCNs for Wireless and Wireline are faxed to a different number than the Optical SCNs.  To ensure accurate entry into IDA, send a separate fax for different customers and products.  Example:  Send one fax for Verizon wireless SCNs and a different fax for Verizon wireline SCNs.
· Electronically approved SCNS – if the customer approves the job via an email, please ensure that the customer indicates approval or acceptance of the work being done in the email.
· Installation / Integration Satisfaction Transaction Survey

The site lead is to provide the customer with an Installation / Integration Survey form at the close of the order to capture the Customer’s satisfaction with the installation and/or integration and the performance of Nortel in meeting their expectations.  This form is to be completed and returned (via email, fax or the self-addressed postage paid) to the Business Center.  The form can be located in FOP1400.  
The site lead needs to make sure that ALL the information in the top box of the form is accurately entered (most important the COEO number) before leaving it with the customer, whether in electronic or paper version.
The survey consists of four pages.  The customer only needs to fill out the survey, and return either by email, fax or fold it, staple it, and drop it in the mail (pre-paid postage).
Instructions for Printing Survey - To properly print the form, print page 1, then turn it over to print page 2 on the back, then print page 3 and turn it over to print page 4 on the back.  (Note:  If you have a printer that prints in "duplex" mode, the pages will not need to be turned over for two-sided printing.)  

4.0
Handoff Installation Order

This section identifies the final activities to be done by the Installation personnel to handoff the Installation Order to the internal customer(s). 

4.1
Handoff to Installation Management

The site leader forwards all information and completed documentation, including related quality records and installation performance information (if not captured by an automated system) to the Installation management team.  Installation management is responsible for generating performance metrics and identifying installation process improvement opportunities.  

It is the responsibility of the site leader to ensure the minimum closing records and all administrative activities are complete and appropriately submitted (database entries are complete, records sent to manager, etc).  The site leader may then dispose of any remaining records that are not required to be retained.  Proprietary documentation is to be disposed of by shredding or by depositing into “proprietary” bins located in some Nortel facilities.  The site leader may personally retain any documents that are not required to be submitted as reference material, keeping in mind proprietary guidelines.

· Installation Completion Report 

Plexus - The Installation Completion Report is a form which needs to be completed in Plexus once the installation activities are complete.  This form is located within the "STL Workbook" link for each COEO.  If the COEO has not been completed by the frozen K or scheduled K, the installation team must enter the forecasted K and note the reason why the job was not completed by this date.  This task needs to be completed no later than Sunday after the frozen K or scheduled K date.  
Example 1 – Scheduled K-date = 2/25/08 – The Installation Completion Report must be filled out by 3/2/08

Example 2– Scheduled K-Date = 3/14/08 - The Installation Completion Report must be filled out by 3/16/08

Any job with this information not completed by the required time frame will be counted as a miss.

There are some fields at the bottom of the Plexus page to enter the NTI Representative, Customer Representative and Customer Order Number – population of these fields is optional.   

· Job Closing Documents 
All job closing documents should be uploaded to the appropriate document repository by K+2 weeks.  

NORTEL

Once all installation activities have been completed and the customer has accepted the order, the site leader is responsible for ensuring that all required closing records are completed and submitted.
Not all records identified within this process are required for every order.  The manager and/or site leader is responsible for determining which quality records need to be generated and retained per this procedure.  It is the responsibility of the manager to ensure that required documentation is obtained for retention. 

Records must be in softcopy.  Refer to section 1.4 to see a list of the records required for retention.
There is no limit as to the volume, type, or number of documents retained as long as the minimum requirements are met.
Customer Specific 

All customer specific job closing documents must be in soft copy.  Refer to customer documentation for records required for retention.
· Creating Soft Copies 

All documents retained as part of the job closing requirements must be in soft copy.   Any documents that are not currently in soft copy can be scanned in, if scanner is available, or faxed into a recipient with Call Pilot Desktop Messaging software with faxing capabilities.
· Call Pilot’s Desktop Messaging

Call Pilot’s Desktop Messaging allows you to use e-mail to view, create, send and receive fax messages on your desktop 

3 Steps to Getting Started 

Open up a ticket: 

Verify CallPilot FAX is available at your site by opening up a ticket with the IS Help Desk  http://go/is_helpdesk   If Call Pilot Fax is available at your site, opening the ticket will trigger your site’s switch administrator to set up the Fax feature.  Once that is done, the switch administrator will send you an email with your Fax number.
Download and Configure the PC Desktop Messaging Client: 
Install the PC Client on the desktop (if you already have this downloaded, skip this step)

Configure the PC Client according to recommendations 

Links to Install Guides for all CallPilot releases can be found at the bottom of the CallPilot website: http://navigate.us.nortel.com/imds?pg=/is/voicemail/callpilot. 
If you are unsure of your version of CallPilot reference the Voice Messaging Site information spreadsheet in order to download the correct desktop messaging client version for your site.  The Voice Messaging site information can be found at:  http://navigate.us.nortel.com/imds?pg=/is/voicemail/callpilot/voice_msging 

Review Call Pilot Fax Instructions:   

Detailed instructions on using the fax feature can be found in the CallPilot Desktop Microsoft Outlook User Guide.  

· Retention of Job Closing Documents in Plexus (Wireless) 
A zip file of the soft copies of any records (job closing documents/forms/photo essays) associated with the order must be uploaded into the Plexus Installation Workbook via the Upload Documents to Archive / Hardware Acceptance/Other link. Click on the word “Other” to access the correct uploading site installation documents. All job closing records including FOP1400 workbook must be place in one zip file. Name the zip file as Customer _Location_COEO(s). Only one zip file can be loaded in Plexus so zip all documents into this file and then upload.   If you have trouble uploading the file to Plexus, you can store the job closing documentation in the Job Closing Repository.

To review the zip file that was uploaded, click the View Related Documents in the Plexus Workbook, and a File Download box will appear.  Choose to open the file from its current location and double click on the zip file to open the zip file and provide a view of all the documents/forms uploaded to this COEO (job).  Files uploaded in this manner can be viewed by anyone with access to the Plexus.
Wireless also has the option of placing their document in the Job Closing Repository instead of Plexus

· Retention of Job Closing Documents in Livelink (Wireless,Wireline/Optical/Access)
In place of submitting a hard copy of the job closing file, a zip file of the soft copies of any records (job closing documents/forms/photo essay) associated with the order must be uploaded into the designated Livelink site.  All job closing records including FOP1400 workbook must be placed in one zip file.   

Name the zip file as Customer _Location_COEO(s). Zipped files are stored by year, OM and month job K’ed

Example – 2007 Kdate /OM/January 2007

Link to Livelink Site:    Job Closing Repository
· Timeframe for Handoff 

Job closing activities and records need to be completed on or as close to the K-date as possible. Documents are due at K, and overdue at K+2.  The manager or delegate is then responsible for tracking the missing and/or incomplete documentation/activities and taking the appropriate action needed for resolution on a case-by-case basis.  The method used for tracking is to be determined by the manager or delegate. 

5.0
Perform Installation Order Administration

Information and instructions for tasks that may be performed not only at the close of the job, but during other phases of the job (planning, building, etc), such as completing timesheets, returning materials, etc. can be found within the Perform Installation Order Administration Process (FOP1410).  Below is a list of the types of tasks that are documented within the FOP1410 process.  

· MOP/ MOP Notifications

· Search for and subscribe to Alerts/ Bulletins

· Installation Administration Forms

· Submission & Tracking of Timesheets into PSI

· Submission & Tracking of Travel Expenses

· Status/ Progress Reporting (H & K reports, track costing, customer communication, Plexus submission)
· T&E Work

· Customer Request Schedule Changes

· Jeopardy/ Escalation issues

· Outage Reporting

· Job Site Accidents

· Call Report Tracking

· IM Discrepancies
· Quality Inspections

· Job Log

· JIM600/ Marked Drawings
· Vendor Evaluation (Plexus)

· Internal Site Meetings

· External Customer Meetings

· Ordering and Returning tools and materials (IR & RMR)

· Turning material over to the Customer

· Clearing MOL (Material on Loan) items

FOP1410 is located on the ROCS server at http://rocs > ROCS > [use the Search by Document Number… link to locate FOP1410] or folder path > Installation Process Documentation > 14. Perform Installation Order Administration… > US Docs
Appendix A:  Associated Documents / Additional References

Double click on Word icon below to access Appendix A.
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Appendix B:  Acronyms / Definitions

Double click on Excel icon to access Appendix B.
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Appendix C:  Shipping Updated Site Drawings (JIM600 / Red Lines)
D drawings are to be submitted via Livelink at 

http://livelink-ott.ca.nortel.com/livelink/livelink?func=ll&objId=2596798  

Livelink is the preferred method for D Drawings but if Livelink is not accessible to the employee, the drawings can be sent to Barbara Whaley at the address below:  
Barbara Whaley, 919-905-3263 or ESN 355-3263
Nortel   

Mailstop: 570010V2

4001 E Chapel Hill-Nelson Hwy
RTP, NC 27709

Building Drawings are to be sent to Kelly Young at the address below:

Kelly Young, 972-684-5427 or ESN 444-5427

Nortel

Mail stop: 992/01/North S11 Cube #:  N1070

2201 Lakeside Blvd

Richardson, TX  75082-4305

Appendix D:  IDA Fax Numbers/Email Addresses for SCN Processing
	
Product

	Toll Free
	ESN
	External

	
Wireline

	800-209-5424
	357-0484
	919-997-0484

	Wireless
	800-209-5424
	357-0484
	919-997-0484

	Optical
	800-209-5424
	357-0484
	919-997-0484

	SL100
	not available
	357-0468
	919-997-0468

	T&E
	not available
	357-0486
	919-997-0486

	Network Integration
	800-570-0909
	357-0494
	919-997-0494


IDA Email Addresses for SCN Processing
Optical, Wireline, Wireless and T&E jobs - Order-Central, Western [NGD:3958:EXCH].  If the job is a T&E job, make sure this is noted on the SCN preferably in the equipment type section. 
SL100 – N/A 
End Of Document 

































































































































































































































































































































To: 	Escalation, SCN


	PM or COL


	PM or COL Leader


From: 	Deployment Manager


		or Deployment Coordinator


Subject:  H12345 (Customer Name) SCN Hand-Off





Include:  Background information including:


Customer’s contact name, email addresses and phone.


soft copy of SCN


Any other relevant facts which will help the PM or COL
























































The master of this document is stored on an electronic database and is "write protected"; it can only be changed by the document control administrator.  Copies may be printed or downloaded to desktop computers; however, any hard or soft copy of this document (other than the master) is considered to be an uncontrolled copy used for reference only.

PROPRIETARY INFORMATION: The information contained in this document is the property of Nortel Networks. Except as specifically authorized in writing, the holder of this document shall keep all information contained herein confidential and shall protect same in whole or in part from disclosure and dissemination to third parties. 
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acronyms

		Acronyms / Definitions

		Administrative Documentation		Any administrative forms or work instructions needed to complete the plan, build, test, integrate and/or close phases of an order.  This may include databases that allow for input and/or viewing of non technical installation information.

		ATP		Acceptance Test Plan

		Change Request		A document or procedure by which changes to the order, whether instituted internally or by the customer, are communicated to affected parties for the purposes of review and adoption.

		CI		Customer Information - The end product of Customer Information capture: questions, answers, product list, administrative, configuration and installation notes.

		Configuration Data		Information used to configure and customize each of the specific products of the defined solution to meet the customer’s design requirements.   The format (ASCII, Unix Scripts, etc.) and media type (paper, electronic, CD, tape, etc.) of the information may vary between products.

		Configuration Drawings		Drawings showing the details of the individual product configuration(s) of the defined solution in some pictorial manner.

		Contractual Information and Acceptance Requirements		Customer specific documentation, union restrictions, requirements, and customer installation standards.

		Customer Acceptance Documents		Documents stating pre-determined criteria that, when approved by the customer or customer’s agents, signifies or acknowledges acceptance.

		Customer Specific Requirements		Relevant project related documentation that specifically defines unique requirements as requested or defined by the customer and has been integrated into the defined solution.

		EAC		Engineering Action Center

		EDP		Engineering Drawing Package

		ER		Emergency Recovery

		ER		Engineering Requisition

		Floor Plan(s)		Drawing(s) showing site and equipment layout (see Primary & Secondary Configuration Data).

		FPQ		Firm Price Quote (also known as Firm Fixed Price).  A type of contract where the buyer pays the seller a set amount (as defined by the contract) regardless of the seller’s costs. (PMBOK definition)

		GTAC		Global Technical Assistance Center

		IDA		Integrated Document Access system – The document repository database used to retain all Service Completion Notices (SCN or equivalent forms).

		IMs		Installation Methods - Documentation produced by Global Methods Introduction team (GMI) outlining the step-by-step tasks for the successful installation, testing, and integration of a specific product.

		Installation Readiness Exceptions		Documentation or report that notes all exceptions to the agreed to customer and Nortel readiness requirements, such as readiness of site, infrastructure, network, power, etc.

		IR		Installation Requisition

		ISC		Installation Service Center;  also referred to as the LMC, Logistics Management Center

		ISS Database		Third party database used by Wireline Network Engineering and Integration to create test plan and track completion of test cases.

		ITAS		Installation Technical Assistance Service

		JCO		Job Change Orders (usually identified by a JIM)

		Key Milestones		Target dates to be completed per the order.

		LMC		Logistics Management Center; also known as the ISC - Installation Service Center

		Marked Drawings		Alterations used to depict changes from the latest release (engineering documentation) in order to show the “As Built” status of the order.

		MOP		Method of Procedure – A document (hard copy, soft copy, or electronic) that lists the installation activities (in part or in whole) that are to be performed at the Customer's site.  The amount of detail and information contained within this document is dependent upon the scope of work and the Customer's requirements.  This document must be reviewed and approved by the Customer, GTAC, and Installation personnel prior to performing the work identified within the document.  Refer to FOP101, Plan Installation Order, which is located on the ROCS server (see Appendix A) for details regarding the generation and approval of a MOP.

		MOP Approval		Customer and / or Nortel Networks approval (signature or electronic equivalent) of Method(s) of Procedure to be followed. Refer to FOP101, Plan Installation Order, which is located on the ROCS server (see Appendix A) for details regarding the generation and approval of a MOP.

		MPM		Market Project Management – The process to manage high risk commercial contracts and turnkey jobs for Nortel, beginning during bid management and extending through contract fulfillment and support.

		Network Configuration Data		Network data fill, e.g. IP addressing, circuit identifiers, call routing data.

		Network Integration Plan or Acceptance Test Plan (ATP) or Test & Verification (T&V)		Documentation complying with Nortel Network’s standards for the testing and integration of the defined network solution.  The document shall be a test and acceptance procedure aligning with customer’s goals, and when executed, tests the functionality of the solution.

		NTP		Nortel Technical Practice

		OJT		On-the-job training

		Order Closing Requirements		Customer and order specific requirements to obtain customer acceptance.

		Order Number		Unique identifier(s) assigned to an order.  Also referred to as a COEO or Project Number

		Order Package		The collection of information required to plan, build, test, integrate, and close the order.

		PIG or PIM		Pictorial Installation Guide or Pictorial Installation Method

		PMBOK		A Guide to the Project Management Book of Knowledge by the PMI (Project Management Institute) Standards Committee.

		Primary & Secondary Configuration Data		Technical Specifications needed to complete the build process such as Drawings & Specifications, Floor Plans, and Hardware Configuration Data. (Primary Configuration Data includes the defined and validated customer requirements for the dominant Nortel's equipment within the specified solution.  Secondary Configuration Data includes the defined and validated auxiliary materials, such as IRM, Power, Supervisory, and other OEM equipment used for the installation and operation of the customer requested solution.)  See also Specs, Drawings

		Quality Audit		Systematic and independent examination to determine whether quality activities and related results comply with planned arrangements and whether these arrangements are implemented effectively and are suitable to achieve objectives.  (TL-9000 definition)

		SCN		Service Completion Notice

		Scope of Work		SOW - The collection of information required to plan, build, test, integrate, and close the order.

		Shipment Manifest		List of the cartons/frames provided by the shipper.

		Site leader		Individual responsible at the deployment site level for completion of the deployment order.

		Site Team Leader		Responsible at the installation site level for completion of the installation order.

		Software Load		The compatible base executable software that is loaded onto the product and is operated on the product(s) to support the defined solution, delivered on the media type that enables the fastest practical method for loading onto the product(s).

		SOW		Scope of Work / Statement of Work - A narrative description of products or services to be supplied under contract.

		Specbooks and CIQs		Customer Questionnaire containing Network Design and all related data.

		Specs, Drawings		Customer Order Specifications and all related drawings.  Technical Specifications are needed to complete the build process such as specs, drawings, floor plans, and hardware configuration (see Primary & Secondary Configuration Data).

		SPS		Site Planning Supplement

		Test Plan		Plan that describes the scope, strategy and methodology for how to test.  (TL9000 definition)

		Test Results		The measured and recorded outcomes as a result of the execution of the test plan for the individual elements comprising the defined network solution. These documented results demonstrate the defined tests have been executed on each element of the network solution.

		Test Results		The measured and recorded outcomes as a result of the execution of the test plan for the individual elements comprising the defined network solution. These documented results demonstrate that the defined tests have been executed on each element of the network solution.

		Test Results Records		Documents containing the measured and recorded outcomes, resulting from the execution of the test plan for the elements comprising of the defined solutions.
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Job Specific Information:







Job-specific information, including customer & order information, specs and drawings, and other engineering data, etc. can be accessed from the following web tools.







CA Drawings (cabling) - Can be accessed through Plexus at �HYPERLINK "http://plexus.us.nortel.com"��http://plexus.us.nortel.com� > choose version > login > Installation View > locate COEO > click on CA Drawings.







CPM  (Costing Reports) – � HYPERLINK "http://gis" ��http://gis� > log into GIS > Costing Reports (left-side menu) > select CPM Web Reports or directly at �HYPERLINK "http://cpm.us.nortel.com"��http://cpm.us.nortel.com�







DOTS – Documentation Ordering and Tracking System for DMS100/10 Engineering Drawings at � HYPERLINK "http://zrtps099.us.nortel.com:8002/" ��http://zrtps099.us.nortel.com:8002/�











ED Drawings (cable rack) - Are shipped with the material delivery to the job site.  If additional or missing ED drawings are needed, contact the Field Engineer for assistance.  You may be able to find them here -�HYPERLINK http://livelink-ott.ca.nortel.com/livelink/livelink.exe?func=ll&objId=3262507&objAction=browse&sort=namePermission&viewType=1 ��http://livelink-ott.ca.nortel.com/livelink/livelink.exe?func=ll&objId=3262507&objAction=browse&sort=namePermission&viewType=1�







Plexus – �HYPERLINK "http://plexus.us.nortel.com/"��http://plexus.us.nortel.com� > 250 or Optical/T&E or Wireless > Global ID/ Norpass > login.







Tool Listing – Go to GIS at � HYPERLINK "http://gis" ��http://gis� > log into GIS > enter COEO in upper left box > Planning > Tools (may not apply to all LCs)







CI (Customer Information) – May be viewed from Plexus (�HYPERLINK "http://plexus.us.nortel.com/"��http://plexus.us.nortel.com�) under “View Related Documents”. (switching only – not always available)







Specs, Drawings, and EDPs - may be obtained from engineering’s “job vault” at � HYPERLINK "hhttp://zrtps099.us.nortel.com:8002/jv2.1webpage.html" ��hhttp://zrtps099.us.nortel.com:8002/jv2.1webpage.html� or from links contained within Plexus.







MOL/RMA Reports –Logistics Management Center at � HYPERLINK "http://47.156.160.19:8070/LMC/Index.html" ��http://47.156.160.19:8070/LMC/Index.html� > Metrics (left-side menu) > “Outstanding RMAs” > select desired product group > download report (Excel format).  







Patch Audit – request a patch audit by going to � HYPERLINK "http://swf.ca.nortel.com/live/index.shtml" ��http://swf.ca.nortel.com/live/index.shtml� > Choose Patch Services under SWF Links > US & CALA under Regional Patch Services Teams > �HYPERLINK "/live/sif.html"��Site Integration - New Site or Conversion to I�P under Tools & Links > Select either NOP (Turbo) or the IP address and click the SUBMIT button…this will take you to another page > Fill in all the information about the site.







Subscribe to automatically receive Outage Reports (Lyris)  - Go to �HYPERLINK "http://ztcfd0kk.ca.nortel.com/cgi-bin/lyrisasp.pl"��http://ztcfd0kk.ca.nortel.com/cgi-bin/lyrisasp.pl� > enter Name and (internal) Email address then select “Outages by Account” > select either “All Accounts” or the specific account desired. 



































Technical Documentation







Installation Methods (All Products - GIS) – � HYPERLINK "http://gis" ��http://gis� > login > Documentation > IMs 







Customer Quality Documentation – Contact your Operations Manager or Project Manager to determine if customer specific documentation is required.







Alerts & Bulletins - GTAC �HYPERLINK http://ist.us.nortel.com/support/tac/proc_alertfind.asp ��http://ist.us.nortel.com/support/tac/proc_alertfind.asp�







Subscribe to automatically receive Alerts/Bulletins (Lyris) - Go to �HYPERLINK "http://ztcfd0kk.ca.nortel.com/cgi-bin/lyrisasp.pl"��http://ztcfd0kk.ca.nortel.com/cgi-bin/lyrisasp.pl� > Be sure website says “Bulletin Notification Login” (top-left).  If not, click on the “Bulletin Notifications” link prior to entering your name/email > enter full name and Nortel Networks e-mail address > click on “subscribe” button.







Optical Documentation/ NTPs (GIS)  – � HYPERLINK "http://gis" ��http://gis� > login > Documentation > Optical Networks (left-side menu) > select desired links







IRM Website - � HYPERLINK "http://globalopsquality.us.nortel.com/irm/" ��http://globalopsquality.us.nortel.com/irm/�







Installers On Line (misc. forms, links, Qwest docs, etc.) – � HYPERLINK "http://iol" ��http://iol� 











1-800-4-NORTEL (800-466-7835) Assistance:



ER – Emergency Recovery (includes outage reporting) - – Use Express Routing Codes:  8212 Wireline & Wireless.  8213 Optical.



EAC – Engineering Action Center – Use Express Routing Code 8210 or to open engineering call reports (�HYPERLINK "http://gist.us.nortel.com/support/tac/"��http://gist.us.nortel.com/support/tac/�) > at top of page put cursor on GTAC Main, go to forms, then EAC Error Report



GTAC – Global Technical Assistance Center (includes MOP authorization, IMOP access, etc) – Use Express Routing Codes:  8211 Wireline.  8212 Wireless.  8213 Optical.



LMC – Logistics Management Center (previously known as ISC – Installation Service Center (includes material issues) or go to � HYPERLINK "http://47.156.160.19:8070/LMC/Index.html" ��http://47.156.160.19:8070/LMC/Index.html�



IR/RMA requests can be processed online @ �HYPERLINK "http://www.nortel.com/servsup/isc/iscdoaform.html"��http://www.nortel.com/servsup/isc/iscdoaform.html�











Other Assistance:



Toolroom –  � HYPERLINK "http://tlserver/us/ustoolrm.html" ��http://tlserver/us/ustoolrm.html� 



Daily Outage Calls - 1-866-706-5374 – pin # to join call will be provided in recorded message
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		FOP105v05.2		17-Feb-06		Minor Update – Section 1.5 – changed name of FOP040 to Quality Plan Workbook and removed FOP040_A01 since it merged with FOP040

		FOP105v05.1		13-Jan-06		Minor Update – updated Appendix D with new phone numbers for sending ICNs to IDA

		FOP105v05.0		20-Dec-05		Major Update – updated approver names; Records section: removed Site Visit Tracking Form and made Final Site Inspection Report a mandatory record, changed Retention & Disposal text to align with CP252_01; Section 2.2 – deleted Wireless Missed-K Report since info is captured on Jeopardy reports; Section 4.1 – changed verbiage to state that storing wireless closing documentation via the Upload Documentation tool is optional; Section 5.0 – removed Site Visit Tracking Form;  Appendix A – removed link to Site Visit Tracking form; Appendix A – removed link to Customer Standards Documentation link, changed path to enter an engineering call reports; Appendix F- updated contact names

		FOP105v04.5		12-May-05		Minor Update – updated approver names from Rankin to Aziz & Haupt; Section 2.1 – added info about types of drawings that need to be returned for wireless JIM600

						Appendix F – updated JIM600 shipping contact info

		FOP105v04.4		22-Oct-04		Minor Update – Updated approver name from Downing to Rankin; Appendix A - updated url for Lyris; Appendix B - changed verbiage for MOP and MOP approval definitions; Appendix E - Added instructions for JIM600 input of  GSM Wireless e3 Equipment to database

		FOP105v04.3		16-Sep-04		Minor Update – Changed process contact & approver names; Appendix A – replaced ELIPS info with Skills Profiler info, added patch audit info

		FOP105v04.2		7-Apr-04		Minor Updates - Changed phone number for Emergency Recovery (ER) on Appendix A to 1-800-4-NORTEL (800-466-7835).  Changed Name of  wireless individual receiving JIM600 updates on Appendix F.

		FOP105v04.1		8-Mar-04		Minor updates - Revised Records Retention to reference OS003 instead of obsolete SOP005 and removed reference to obsolete SOP063; updated instructions for Customer Transaction Survey to reflect return via email OR hard copy; validated / updated Appendix A (references – procedures, phone numbers and web sites) including change in GTAC phone number from 800-4RESPONse to 800-4NORTEL.

		FOP105.04.0		Mar-03		Updated Process Contact. Updated Approvals to align to Leadership Category split.  Updated Associated Documents section to reflect change from FOP903.A04 to FOP105.A01 & .A02.  Updated URL for Toolroom.  Updated section 2.1 regarding electronic JIM600s.  Updated Section 3.3:  ICNs and Customer Satisfaction Transaction Survey.  Updated Section 4.1 regarding retention of closing documents in Plexus (Wireless).  Updated Appendix D:  IDA Fax Numbers.  Updated Appendix F: JIM600 Addresses.

		FOP105.03.2		18-Nov-02		Updated various URL addresses in Appendix A.  Updated references in Appendix C (Sprint). Updated contact information in Appendix F (JIM600/Redlines).  Updated Appendix E and section 2.1 (JIM600/ Red Lines) to reflect the Wireless JIM600 Process (OEP4100) and Return Form (OEP4100/appendix B).  Updated Appendix E to show DMS-10 JIM600 input into Plexus instead of ISS.  Changed system references for Wireless from InSync to Plexus.

		FOP105.03.1		6-Jun-02		Minor update to the wording section 3.3 in reference to obtaining an ICN signature.

		FOP105.03.0		26-Apr-02		Re-titled from “Close Installation Order Process” to more accurately reflect scope / market applicability.  Removed section-specific flowcharts and inputs / outputs tables, as that information is redundant to GIP0501 Global Close Installation Order Process.  Removed Section 5: Perform Installation Order Administration as that information is now in FOP1410 U.S. Field Operations Installation Order Administration Procedure.  Added table of records.  Updated Section 3.3 Obtain Customer Acceptance to reflect new ICNs into IDA process and removed Appendix E: ICN Criteria for ISS Sub-Orders as it no longer applies. Added appendices D, E, and F (JIM600 shipping address). Added records table.  ETAS changed to ER; TAC changed to GTAC; Pin # for outage call added to appendix A; link to access Cust. Stds changed in app. A; removed reference to JAM; added references to Installation Global Installation Processes; updated references and format in appendix A;  Added information re: the 1004 spec, which contains a list and instructions for retuning material removed from service – see section 2.3.

		FOP105.02.0		23-Jul-01		Added Level 5 ("how-to") work instructions to each applicable task within the document and Appendix C for Customer specific information.

		FOP105.01.0		13-Nov-00		Initial Release

		FOP105.00.0		17-Jul-00		Draft / revisions based on input from Global Installation Process team and U.S. Markets Installation Process Forum.






