[image: image5.jpg]NECRTEL



[image: image6.jpg]



	
	


U.S. Deployment Order Administration Procedure

FOP 1410v06.2


U.S. Deployment Order Administration Procedure

FOP1410v06.2
Release Date:

October 21, 2008
Status:

Updated
Process Contacts:
Larry Overman, ESN 355-3353 or 919-905-3353
Approval(s):
John Aziz, John Cushing, Brad Dowhaniuk and Dave Vonderscher, Americas Field Operations Installation Leaders
Revision History

	Release
	Date
	Description

	FOP1410v6.2
	11/26/07
	Section 2.5 – Added customer photo restriction information.
Updated process contact and approvals

	FOP1410v6.1
	8/17/2007
	Section 2.4 – Added the completion of jeopardy and outage forms to process

	FOP1410v6.0
	6/5/2007
	Updated section 2.10 with EAC process information; added BSE Engagement Guidelines; updated Appendix A 

	FOP1410v5
	4/13/2007
	Changed name of document to US Deployment, merged FOP 040 into FOP 1400 workbook, combined CSAT surveys into 1 and added to FOP1400 F12. Delete reference to FOP 1400 F05, F06, F09 , F11. Section 2.4: Changed Morning Outage Call Phone Number and modified outage verbiage.  Eliminated 1-800-4-Response number though out document and replaced with alternate numbers.

	FOP1410v04.3
	12-Mar-2007
	Minor Update – added Cushing to approver name; Section 2.4 – Call Report Tracking: added text about contacting Quality Auditor for assistance.

	FOP1410v04.2
	09-Jun-2006
	Minor Update – changed approver names; Section 2.0 – replaced steps for searching for alerts & bulletins with the GTAC website; Section 2.2 – updated EVS link, section 2.4 – updated link for Morning Outage Report; Appendix A – removed link to Customer Quality Documentation folder, changed source for Alerts & Bulletins from Lyris to GTAC website, updated links to DOTS and Employee Safety


FOP 1410 Archive Revision History 


[image: image1.emf]FOP1410 Archived  Revision History.xls



 Table of Contents

2Revision History


51.0
Introduction


51.1
Purpose and Scope


51.2
Responsibility


51.3
Document Review & Effectiveness


51.4
Records


61.5
Associated Documents


61.6
Acronyms / Definitions


62.0
Perform Installation Order Administration


6
MOPs and MOP Notifications


7Alerts & Bulletins


7
Search for Installation alerts and bulletins


7
Deployment Order Administration Forms


82.1
Submit Time Report


8
Managing Employee Work Time


8
PSI Time Entry - Nortel Employees


8
PSI Time Entry - Contractors


9
Final Time Entry


92.2
Submit Expense Report


9
Expense & Travel Guidelines - Nortel Employees


9
Expense & Travel Guidelines - Contractors


9
Track Job Expenses


102.3
Submit Progress / Status Report


10
H & K Reports


10
Job Progress / Status Reporting


11
Track Order Hours and Resources (Costing)


11
Maintain Customer Communications


112.4
Reporting Issues


11
Scope Changes:  Job Change Order (JCO)


12
Scope Changes:  T&E (Time and Expense) Work


12
Customer Requested Schedule Changes


12
Jeopardy/Escalation


13
Outage Reporting


14
Job Site Accidents


14
Call Report Tracking


14
Technical Method Discrepancies


152.5
Perform Quality Inspection/Photo Essay


15
Quality Plan Schedule


15
Perform the items listed below on a daily basis:


15
Perform the items listed below on a weekly basis:


16
Perform the items listed below immediately prior to job K:


16
End Aisle Inspection Sheet


17
Site Final Inspection


17
Universal Inspection Sheet


17
Photo Essay Process


212.6
Maintain Order Records/ Documentation – JIM600/EDP


21
Establish Job Site Administration Area


22
JIM 600 Updates


22
Marking Updated Drawings


232.7
Perform Vendor Evaluations


23
Contractor Vendor Evaluation (Plexus)


232.8
Schedule and Conduct Internal Meeting


24
Job Site Safety Meetings (Job Huddles)


24
Review Safety at Job Site


242.9
Schedule and Hold External Meeting


252.10
Prepare Materials and Tools Request


25
Tool Management


25
IR (Installation Requisition for material) Process for Non-Additional Material


26
Ordering Process for Additional Material


26
Building Studies Engineer (BSE) ER Engagement Guidelines


27
Generating Installation Equipment Labels


272.11
Initiate Repair and Return Process


28
Shipper’s Reference Code


29
Material Return Classifications


29
RMR (Return Material) Process


30
Ryder Questionnaire


31
Service Provider Logistics Return Information - Ryder


32
Clearing MOL (Material On Loan) Items


33Appendix A:  Associated Documents / Additional References



Appendix B:  Acronyms / Definitions
33

34Appendix B:  Acronyms / Definitions




1.0 Introduction

Throughout an Installation Order, certain administrative tasks must be completed on a periodic and/or ‘as needed’ basis.  These tasks include time and expense reporting; status and issue reporting; updating order records and documentation (including drawings and specifications for primary and secondary configuration data); evaluation of vendor/partner contractors and/or employees; holding meetings; ordering / returning materials, tools, test sets, and documentation; and reviewing completion checklists.

1.1
Purpose and Scope

This document is created to define the process and responsibilities for performing Installation Order administration activities for orders associated with the installation Plan, Build, Test, Integrate, and Close activities for U.S. Field Operations.
1.2
Responsibility

It is the responsibility of all installation personnel, both Nortel and contractors / vendors to adhere to these processes when performing administrative activities for an installation order.

1.3
Document Review & Effectiveness

The Process Contact and/or the Process Approver(s) are responsible for ensuring this document is reviewed and checked for effectiveness at intervals of no more than two (2) years from the date of issue.

Process monitoring and measuring is done by using the metrics results obtained by the Business Operations departments that support the various markets/organizations. 

1.4 Records

The amount and type of documentation generated as a result of this process is dependent upon the specific order, product, customer, and/or region, which are identified within individual sections of this document.  Any documentation and/or information generated by installation prior to the order’s close are to be retained until the order has been accepted by the Customer. 

Records retained once the installation order is closed are defined in FOP105 U.S. Close Installation Order Process located on the ROCS (see Appendix A for instructions on accessing the ROCS documentation repository).

1.5
Associated Documents 

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

FOP105
U.S. Deployment Close Order Procedure

FOP1400
U.S. Deployment Order Administration Forms Workbook

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
Perform Installation Order Administration 

It is the responsibility of the site leader to ensure the applicable installation order administration activities are performed as described within this document.  These activities include keeping order records and documentation current and ensure the order’s progress and status is reported in a timely manner.  It is the responsibility of all installation team members to prepare and submit accurate time and expense reports.  

· MOPs and MOP Notifications

MOPs are first generated during the planning phase of the installation process and then used as work progresses to show the “method(s)” being used for performing the installation work.  Details regarding MOP forms, MOP Notifications, and MOP approvals are identified in the U.S. Installation Plan Process (FOP101), which is located on the ROCS (see appendix A) and in various IM documents (IM02-0801/ IM02-0802/ IM02-0804).

Alerts & Bulletins

Technical warnings/alerts are normally provided to the site with the associated technical documentation.  However, it is the responsibility of the site leader and those individuals performing the installation work to obtain the most current methods and associated alerts or bulletins prior to performing the related work tasks.  

· Search for Installation alerts and bulletins 

Go to the GTAC Website > http://ist.us.nortel.com/support/tac/proc_alertfind.asp to find applicable alerts and bulletins.  
· Deployment Order Administration Forms

The Deployment Order Administrative Forms Workbook (FOP1400) contains various administrative forms to be used throughout the order's installation process.  Depending on the order type, customer, etc, not all forms within the workbook will be used for every order. The workbook itself contains work instructions for each form.   

Downloading/Importing Data to the Forms Workbook - Once the workbook is downloaded to the user's computer (from ROCS or Plexus), a data file may be obtained from the GIS website for some, but not all, orders.  This data file can be imported into the workbook to auto-fill some of the order information on the workbook's General Information page.  To get and/or check for the order's data file, see appendix A.

Many of the forms and reports used for Installation Order Administration can be found on the ROCS, or within Plexus. See Appendix A. 

ROCS forms (for all products) include:

· FOP1400 Deployment Order Administration Forms Workbook with the following:

· F01 Job Planning Checklist

· F02 MOP Notification

· F03 MOP Authorization

· F04 Site Security & Emergency Response Questionnaire

· F07 Job Contacts & Emergency Numbers

· F08 Customer Receipt for Material/Drawings

· F10 ESD Wrist Strap Test Log

· F12 CSAT Transactional Survey
· F13 Job Closing Checklist

· F14 Service Completion Notice (SCN)

· F15 to F27 – Quality Forms

· SOP030_A06 US Installation Accident/Incident Investigation Report Form

· Various customer specific forms

Plexus contains the following:

· Installation Start Report  (refer to FOP102 Build process)

· Material Delivery Questionnaire (refer to FOP102 Build process)

· General Job Log/Notes

· JIM 600 Report (refer to FOP105) 
· Vendor Evaluation Form

· Installation Completion Report (refer to FOP105 Close Process)

Customer Specific Forms – Contact your Operations Manager or Project Manger to validate what customer specific documents are required by your customer. 
2.1
Submit Time Report 

In order to determine the actual costs of an order, the installation time (hours) for field personnel (including contractors) is captured each week.  The system used to input installation hours is PSI.   PSI is a web-based tool and can be accessed at http://psi.us.nortel.com (where there are also instructions for entering time into PSI and definitions of the various codes for installation and engineering).  
· Managing Employee Work Time

The site leader is responsible to work with the supervisor and/or contract company to approve time off during the job assignment.  The site leader or delegate is responsible for monitoring time records to ensure that any time-off is recorded accurately.  It is the responsibility of the employee along with their supervisor to track time off and ensure that employee records are accurately reflected.  Time off may be required for a variety of reasons and each request needs to be reviewed on a case-by-case basis.  The site leader is required to adhere to all policies and procedures specified within the Field Operations Handbook (FOP100) as well as Nortel’s Corporate Policies (see appendix A of this document).  Some of the reasons for time off are listed below:

· Availability

· Vacation

· Sick time

· Training time

· PSI Time Entry - Nortel Employees

Nortel personnel are responsible for submitting their time using PSI (including hours not charged to a specific order-- vacation, sick, training, etc.).  Guidelines for time reporting can be found in the U.S. Field Operations Employee Handbook (FOP100).

· PSI Time Entry - Contractors

For contract employees, the individual contracting companies are responsible for submitting their employees’ time records to Nortel for approval and entry into PSI.  The process requirements and work instructions for contractor time entry into PSI are described in Work Instructions for the Americas Managed Partner Services team.

· Final Time Entry

Once the installation activities have been completed and accepted by the customer, no further time should be charged to the order number.  Generally, the order is closed in PSI at K+4, after which no further input of time will be allowed.  ECMS (financial tool) determines if a job is open or closed in PSI; if a job is closed in ECMS, it is unavailable for time charging in PSI.  Contact the PSI Administrator for any time that needs to be adjusted on an order that is past the K+4 timeframe.

2.2 Submit Expense Report

· Expense & Travel Guidelines - Nortel Employees

Work related expenses (Travel & Living, training expenses, or other work related activities) for Nortel Networks employees are to be entered into the Employee Voucher System (EVS) for reimbursement.  The instructions and guidelines for accessing and using EVS are located on the EVS Home Page at http://navigate.us.nortel.com/imds?pg=/fin/payroll/evs.   Allowable EVS expenses for installation can be found in the Field Operations Employee Handbook (FOP100).

· Expense & Travel Guidelines - Contractors

Expense and Travel guidelines for contractors differ from the guidelines for Nortel Networks employees.  Contractor travel guidelines are part of the Services Delivery Agreement (SDA).  Questions regarding the SDA or contractor's eligibility for expenses should be directed to Americas Managed Partner Services team (Vendor Management / Contractor Administration).

· Track Job Expenses 

The site leader is responsible to manage expenses that are within their control to try and meet the job cost targets.  To do this, the site leader monitors the following:

· Phone usage

· Working expenses (local costs of office supplies and hardware, etc.)

· Description and amount of any other miscellaneous cost

The manager or individual(s) who approve the expense vouchers are responsible for reviewing those expenses and ensuring they are within acceptable guidelines.  Expense information is submitted weekly through EVS (Electronic Voucher System) with the original expense receipts sent for reimbursement. For more information, refer to the Field Operations Employee Handbook (FOP100).  The individual employee is responsible for tracking, submitting, and maintaining their own expense receipts.

The site leader is responsible for managing the site contract work (firm price quote) at the job.  Once the contract work has been satisfactorily completed, the site leader needs to notify the manager/delegate so payment of the work can be processed.  Refer to Americas Managed Partner Services team website (see Appendix A) for more info.

2.3
Submit Progress / Status Report

Progress/status reports are reports that are provided or communicated to the project's stakeholders (both internal and external) as appropriate.   The information communicated in a progress/status report may include, but is not limited to:  hours used, key activities accomplished, progress towards scheduled milestones, or other applicable measures.

Job progress/status may be communicated in various ways through conference calls, one-on-one telephone calls, database entries, Nortel forms, customer-specific forms, and/or within system tools such as Plexus.

· H & K Reports 

The supporting business center generates and monitors H & K status on a weekly basis.  For more information, contact the business center.

· Job Progress / Status Reporting 

Wireless/Wireline/Optical

The general job notes page in Plexus is the official data repository for job progress information.  Job site status and activities must be record in this section.
Job progress may be communicated in many ways to key customers (both internal and external, such as the PM, customer, etc). Critical issues that affect or may potentially affect the ability to meet the order's quality, safety, schedule, cost, service, and/or customer requirements should be documented and tracked until they have been resolved.   This includes interrupts (such as IRs, ECRs, ERs, etc.), as well as escalation of customer requests for changes to the scope of work.  Escalation of a critical issue should be documented and monitored until the issue is resolved and closed.

Access

Reports on your progress must be completed daily and emailed to your STL (Access Site Technical Lead, OC (Operations Coordinator), and PM (Project Manager). The reports contain progress, issues, delays, percent complete, outstanding/remaining items. The report is standardized. For detailed information regarding the Access Daily Report and the template itself, please go to the Access LiveLink site @ Access Daily Reports
The following process will be used to name each individual project report:

Customer / Location / OC / Date

Example: - In the e-mail “subject” line enter Sprint / Austin / Rivera / 02-27-07
Customer Specific – Customer may have additional job progress reporting requirements.  Contact your OM or project manager for specific customer requirements.
· Track Order Hours and Resources (Costing)

The site leader is responsible to track the hours worked on the order and to monitor the total number of hours worked is within the established cost targets.  The site leader or delegate is responsible to ensure accurate time records are submitted for each individual working on the order.  The site leader is also responsible for resolving all hour-related issues and if needed, escalates to the next management level. 

The CPM costing report (refer to FOP101) can be used as a guide for monitoring cost / hour targets. 

· Maintain Customer Communications

It is critical that the customer be kept informed of the job’s progress.   Although customer communication may be the responsibility of the Project Manager, Operations Manager, or other management support, the site leader may be delegated to keep the customer informed of the installation progress and to notify the customer if changes need to be made to the overall job plan that could impact the order’s schedule.  Some of the items to communicate may include:

· Current job site activities

· Upcoming activities

· Future requirements from the customer to support activities

· Current status to installation project plan milestones

For customer contact information, refer to the Emergency and Support Contact List that was completed at the beginning of the Build phase in FOP102, located on the ROCS (see appendix A).

2.4
Reporting Issues
Critical issues that affect or may potentially affect the ability to meet the order's quality, safety, schedule, cost, service, and/or customer requirements should be documented and tracked until they have been resolved.   This includes interrupts (such as IRs, ECRs, ERs, etc.), as well as escalation of customer requests for changes to the scope of work. 

Escalation of a critical issue should be documented and monitored until the issue is resolved and closed.  Database systems and/or other logs can be used to document and track any critical issues and resolutions.  The method used for escalation can be done in various ways such as using e-mail, a jeopardy/escalation notification, or by reviewing the appropriate areas of any applicable database systems.

· Scope Changes:  Job Change Order (JCO) 

A job change order (JCO) is used to document and communicate scope changes that affect the cost and/or price of an order in progress.  Once the engineering documentation has been released for the order, additional changes or updates may be required for a variety of reasons.  As a result of the changes, a JIM (Job Information Memorandum) and/or JCO (Job Change Order) may be generated.  These changes may or may not involve additional material for the job site.   The site leader is generally issued a copy of the JCO and/or any JIMs.  The site leader is responsible to ensure the additional installation work identified in a JCO or JIM is completed by the committed timeframe.  If the site leader has any questions regarding out-of–scope work, contact next management level for guidance and/or escalation.  Target hours for scope changes (JIM/JCO) should be adjusted at K-1.

For more information on the JCO process, refer to the JCO folder on the Project Management Livelink site at http://livelink-ott.ca.nortel.com/livelink/livelink.exe?func=ll&objId=5099123
· Scope Changes:  T&E (Time and Expense) Work 

In some cases, additional “out-of-scope” work may be done using the T&E method (FOP080), which is located on the ROCS.  If the site leader has any questions regarding out-of–scope work, contact next management level for guidance and/or escalation.  

· Customer Requested Schedule Changes 

Wireline

If the customer requests a change of schedule from the site leader, the site leader is to notify the appropriate manager (OM, PM, etc) or delegate (OC, etc), who will then email the Order Planner of the schedule change.  The agreement by the Customer and Nortel’s installation department to change the original order’s schedule needs to be documented.

K-date changes must be submitted to the Order Planning representative NO LATER THAN the WEDNESDAY prior to “K-WEEK” in order for the system to reflect the changes prior to K-date.  K-date changes submitted after the due date will appear on an “overdue” report that is escalated to executive management.

Wireless/Optical/Access

Project Manager is responsible for initiating schedule changes.
· T&E  Requested Schedule Changes
To reschedule a T&E order, contact the project manager or operations manager or delegate.  Reference FOP080 T&E Tracking and Billing Process regarding the T&E process.

· Jeopardy/Escalation 
.

If an order is in jeopardy of NOT meeting its committed schedule, the site leader (or delegate) has the responsibility to email the OM, PM, and Order Planning representative.  At the same time, the site leader is responsible to personally notify the manager or delegate that the schedule may not be met and that documentation of the issue(s) is being sent.  K-date changes must be submitted to the Order Planning representative NO LATER THAN the WEDNESDAY prior to “K-WEEK” (approved K).
The site leader continues to be responsible for resolving the problem, but uses the escalation to seek additional assistance to do what is needed to meet Nortel’s commitments.

The manager or delegate is responsible to track the “jeopardy” and assist the site leader in resolving the issue.  The information listed below needs to be documented and maintained until acceptance of the order by the customer via the SCN.  Use FOP 1410 F05 to report a jeopardy situation.
The following information is needed when jeopardy is issued:

· Scheduled date(s) in jeopardy

· Background information of the issue causing the jeopardy

· Gating items (materials, customer coverage, etc.) to be resolved (what is needed and when)

· Impact and risk to the order

· Actions proposed and/or already taken to resolve the issue

· Outage Reporting 

If an outage occurs, the site leader or individual involved in the outage should: 

1.  Address any personnel injuries

2.  If the outage occurs after making system changes, immediately roll back those changes per rollback procedures in the IM being used at the time of the outage

3.  Notify the site personnel of the outage

4.  Contact ER at 1-800-4NORTEL

5.  Complete the outage form in FOP1400.
See bullet below entitled Job Site Accidents for jobsite accident reporting requirements.  If rolling back the changes did not restore service, ER will assist in bringing the equipment back in service.
Minimally, the following information needs to be provided to ER:  the type of equipment that is out of service, the site name, and the service impact and any other pertinent info required by ER.  There may be other questions concerning what was being done and the procedures that were followed. Any pertinent order related information concerning the task being performed and the MOP should be available.  

ER will assign a ticket number to the outage incident and generate a Service Outage Report in Clarify.   Outage Information is available from the ER morning report or Lyris.
Installation Morning Report (outages) - The Installation Morning Report will provide a summary list of all outages from the previous 24 hours for all Nortel Installation/Network Integration outages that have occurred in North America, Canada and some parts of CALA.  To view the most recent Morning Outage Report, go to: http://globalopsquality.us.nortel.com/Outages/
Once you have accessed the web site, enter your name and (internal) email address, then select “Outage Notifications”.

You may either select “All Accounts” or the specific account you wish to receive notifications for.  It is recommended that you sign up for “All Accounts” so you do not risk missing a Notification.
Daily Outage Call - It is mandatory for anyone involved in an E1 outage (regardless of product) to be on the Daily Outage Call in the morning of the next business day immediately following the outage.  The outage call takes place at 8:30a ET / 7:30a CT / 5:30a PT.   To access the call, dial 1-866-706-5374.  A pin number will be provided in the recording.  Enter the pin number plus the # key and you will then be placed on music hold until the chairperson has joined.  
· Job Site Accidents 

The site leader and injured employee(s) are responsible for reporting any job site accidents utilizing the Accident/Incident Investigation Report Form (SOP030.A06).  If the injured employee cannot complete the form, the supervisor and/or site leader may need to obtain the information from the employee and complete the form on their behalf.  The detailed requirements for any accidents that may occur on a job site are available in SOP030 Field Operations Safety Manual on the ROCS.

· Call Report Tracking  

Technical problems are reported to the GTAC center.  The GTAC will issue a ticket (or SR) number. GTAC Cases can be reviewed using the following URL:  http://metrics/tools/idsearch.htm
The Quality Auditors should be available to answer field personnel questions and aid in the interpretation of the installation methods. For installation method questions that require additional interpretation either the auditor or the field personnel are to open a Clarify case through GTAC. Field personnel should route all other field related questions or concerns through the appropriate support departments (.i.e.- GTAC, EAC, etc.).

· Technical Method Discrepancies

If field personnel identify a documented discrepancy within an Installation Method (IM), he/she is to contact their local GTAC department and provide the GTAC rep detailed information regarding the discrepancy.  The GTAC rep will input the information into a database in which the inquiry will be assigned a reference number.  The inquiry can then be tracked through the GTAC department using the assigned reference number.

For more information regarding the Documentation Update Request Process (DUR), contact your GTAC representative.  
2.5
Perform Quality Inspection/Photo Essay
· Quality Plan Schedule 

The Quality Plan Schedule is a road map to control the quality of the job site.  It can be used to gauge progress and check milestones along the installation path.  

Actions of the Team Leader or Delegate

Perform the actions listed below at start of job: 

Take FBE/LRE readings at job start as instructed by IM03-9056 section 9 and record on the site final inspection form (FOP 1400 F17)                       

Note: Customer-specific guidelines may be used in place of the Universal Inspection Guidelines.  If customer specific guidelines are used a copy must be included in the job closing package.


Post an end aisle sheet (“End Aisle Inspection Sheet”) on the end of the aisle or maintain it within the job log for each line up in which Installation work is being performing. FOP1400 F16
Verify that a current set of Nortel methods, (i.e., DMS Physical Handbook, Alerts, Order Builder Standard, ED Drawings, Field Operations Safety Manual, NTP’s), and all required Installation Manuals (IMs), as well as applicable customer standards.

· Perform the items listed below on a daily basis:

Note: For actions performed on a daily, weekly, or ongoing basis, initial and date the first time to indicate awareness of the requirement and that action is being taken.

The team leader must ensure the field technician is able to perform the assigned operations.  Check the technician’s work periodically while the work is being performed.

As work is inspected/verified, record any findings you identify that are not immediately corrected on the End Aisle Inspection Sheet.  Ensure that findings recorded are being corrected in a timely manner.  Corrections should be made within 5 working days.
As work is being performed, update and correct the job drawings. (e.g. cable rack and associated floor plans, D410, D640, D420, etc.).

· Perform the items listed below on a weekly basis:

Obtain Installation Alerts and ensure that those applicable to the job are adhered to.  A set of applicable alerts shall be properly maintained/filed on the job site.

Perform the items listed below on an ongoing basis:

Conduct job huddles to discuss quality and safety, and to instill quality and safety awareness in all members of the job-site crew.  Document the meetings in the job log.  The General Job Notes page in Plexus is the recommended place to document the huddles.
Review the findings identified during the installation process.  Determine and implement the appropriate corrective action (e.g.; repair, replace, customer’s written authorization, etc.) for each.

Perform Root Cause Analysis.  Analyze the reasons for findings identified and determine preventative actions to be utilized going forward.

· Perform the items listed below immediately prior to job K: 

Review all end-aisle sheets (End Aisle Inspection Sheet) to ensure that the appropriate corrective action has been implemented for each finding listed.

Perform a final inspection per the Site Final Inspection Guideline. 

 Determine and implement the appropriate corrective action for each finding identified during the final inspection.

Verify that the job drawings have been updated with all necessary corrections/changes.

Ensure the completed Quality Plan is submitted for the job close files.

· End Aisle Inspection Sheet 
The End Aisle Inspection Sheet is used to record specific findings relative to the installation methods, job specifications and drawings.   All findings must be corrected weekly (i.e., within five (5) working days).  If a part is defective and a replacement part has been ordered, enter the IR/ER number on the sheet. 

Form Preparation

• COEO #:   Enter the COEO number of the job.

•  Location: Enter the precise location (frame, shelf, shelf position) of the discrepancy.

•  Finding & Description:   Enter a clear description of the finding

•  Findings Date/ Initials:    Enter the date the finding was identified and the initials of the          person who found it.

• Corrected Date/ Initials:   Enter the date that the finding was corrected and the initials of the person who corrected it.

•  Remarks:  Enter any remarks associated with the finding, (e.g., IR#, the date material was ordered, Telco acceptance of condition, etc)

· Site Final Inspection 

A final quality inspection must be performed at the end of the installation process.  

The Site Final Inspection Sheet is provided as a guideline of the items to be inspected.  The Universal Inspection Sheets must be used when performing the final quality inspection.  A copy of the completed inspection sheets must be returned with the job closing package.

Form Preparation

•  Enter the COEO number of the job.

•  Enter the date that the inspection was completed.

•  Completed By:

•  Job Type:  Check the appropriate box to indicate whether the job is an “Initial” installation or an “Extension” to existing equipment.

•  FBE Reading:  Take the FBE reading (A/C & D/C) per Event 6 of the Physical Handbook and record the results at the start and completion of the job. 

•  LRE Reading:  Take the LRE reading (A/C & D/C) per Event 6 of the Physical Handbook and record the results at the start and completion of the job. 

· Universal Inspection Sheet

It is the management’s responsibility to ensure that quality, safety and administration requirements are met regardless of the product being installed.  The Universal Inspection Sheets (F18 to F26), are required to complete this task.  Universal Inspection Sheets must be included in the job closing package. Complete the Universal Inspection Sheets by recording the individual's initials next to each item as it is verified.   In the event that an item does not apply to the job being performed, an X must be entered in the NA column.

· Photo Essay Process
The Photo Essay Process enables Nortel to conduct strategic Virtual audits / Inspections, improves on site workmanship and depicts site conditions pre, during, and post installation.

Two types of Photo Essays are described in this section. The Main Photo Essay and the Secondary Photo Essay

Photos are not required on card or software installations / or jobs under one shelf

Photos to be taken in low resolution and zipped [< 300 mg, unless higher resolution required due to detail] 

Zip file to be named after COEO if main photo essay, or equipment if secondary photo essay i.e. "LIM01"

All photos are to be clear and in focus, switch to manual focus if having issues, does require some practice.

All photos to be taken as per the/FOP 1400, choose tab for the equipment to be installed. Please use date stamp on photo.

Caution!  Do Not Use Flash Photography on a floor that has a Mag Tape Unit. Or due to a customer request.

STL Responsibilities

Customers in some locations may not allow the use of cameras or disallow the use of flash photography on site; verify at the first meeting with customer.  Use of external light source may be allowed.  Use the Photo Authorization Request form to help you explain why you are requesting permission to take photos.   This form must be filled out if the customer denies permission and placed with the job closing package.  
Exception to the use of the Photo Authorization Request form:  The following customer has submitted letters that stated there company policies restrict the use of cameras or the taking of pictures in their offices, therefore,  the Photo Authorization Request form will not be required.
· AT&T West

· Qwest (They only allow with proper approval, this process is lengthy so they too have been placed on this list)

· Embarq

· Sprint/Nextel

· Verizon Business

· Verizon Core (Although there have been some areas outside of the Northeast that have allowed pictures to be taken. In this case verify during your customer meeting.)

STL (Nortel/ NPW or Contractor) will take photos per the applicable guidelines contained in this FOP.

STL will send an email to their OC if photographs will not be taken and state the reason why.

All pictures will be taken clearly in color at or about 150 to 300 kb [low definition, about 1.1 mega pixels in jpeg format and date stamped from the camera.

No date stamp disqualifies the picture.

Main Photo Essay: 
A prescribed group of photos would be taken, strategic in nature, which would allow the viewer the opportunity to see general site conditions, what the customer would see. [approx <10 photos]

Used for all jobs except where photography is not allowed by the customer. 
These photos should be included with your job closing records.  See FOP 105 for directions on where job closing records must be stored.
Secondary Photo Essay: 

A number of photos designed to give a detailed view of each frame and connection will be requested by the Quality Auditor, if an audit is to be performed [A formal email request]

Used as a tool by the Installation Management Team.
STL’s will send the zip file to Nortel Management and the Contractor’s Management team should inspect these photos.
Must be sent within 24 hours of K or when requested.

Pictures should be sent in emails that allow the Internet Service Provider to send in an efficient (1 meg for dial up, up to 3 meg for High Speed).  Multiple emails may be required.

Further detailed instructions can be found on the Photo Essay Live Link site.

http://livelink.us.nortel.com/livelink/livelink.exe?func=ll&objId=10374590&objAction=browse&sort=name
Any job that does not allow the use of cameras must have FOP1400_F05 completed and included in the job closing package.    . 

Expected Outcome:

  - Photo Essay; Main Photo, or both Main and Secondary Photo or Customer Letter version, as determined by Management Team,  included in the job closing package. 

Measurement of Success:

 - All required pictures are as per FOP 1400 F18 to F26 
Installation Management Responsibilities

Operations Coordinator is responsible to ensure that the photo essay file for this job is included in the job closing package.  This should be due at K and overdue at K+2.  .  

Installation Management team to determine which option to use for each job, should be by STL.
Photo Essay Options:

1.  Use FOP1400_F18 to F26.
Implemented when; Customer requirement [no photos] / or perfect quality audit record [achieved Six Sigma] 

2.  Use Checklist and the new Main Photo Essay [approx 10 pics] 

Implemented when; not achieved Six Sigma, possible quality issues etc. Most sites use the checklist Main Photo Essay and the Secondary Photo Essay.  
Installation trigger;    Serious quality issues as found by Installation Management team 

Customer complaint, failed customer audit 

IQ&S trigger; Non conforming audit [on site or virtual] 
Critical issues found during consult visit. 

Prior to placing the Photo Essay and or quality checklist in job closing zipfile, the OC and their management team may choose to inspect the Main Photo Essay to determine if additional/ better photos are required and if workmanship or administrative items, visible in the photos, require correction.

Expected Outcome:

  - Photo Essay; Main Photo, Secondary Photo or Customer Letter [as determined by Management Team] received from STL 

 - Inspection of jobs are included in job closing zipfile

Measurement of Success:

 - Completion and Verification of all Requirements
Quality Auditors Responsibilities for Virtual Audits:

Requesting photo essays for Virtual Audits

Utilizing Photo essay Process
This audit will be requested during the build phase as a formal request to compile photos for a K Audit. The request will be sent by email to the STL and the Installation Management"


2.6
Maintain Order Records/ Documentation – JIM600/EDP
The site leader or delegate(s) is responsible to update order related drawings and documentation, including but not limited to: marking up specs & drawings to reflect the “as built” changes; maintaining administrative forms; and ensuring access to current technical information (either in hardcopy or softcopy) is available.  Updated should not be left until the end of the job but modified as the job progresses.
Refer to FOP102-105 for more details regarding installation records.

· Establish Job Site Administration Area 

To begin the execution phase of the order, the site leader or delegate should establish an administrative area at the job site in order to efficiently administer the order.  This may include the following items:

· Desk.

· Filing cabinet (or equivalent) - A controlled method of filing job site records must be used to ensure control and appropriate access to the order's documentation.

· Phone - Contact the manager office personnel for assistance in setting up and closing out local phone service at the job site, if necessary.

· Storage area(s) for material, tools, and equipment.

· Depending upon the order interval and the communications requirements, the site lead may need to rent a Post Office Box to establish a local address for business correspondence.  Provisions for special shipping via other carriers such as UPS and FedEx must first be coordinated through the manager.

The site leader is responsible to ensure the customer has access to contact information that may be needed in case of an emergency or for obtaining information regarding the installation order.  This can be done in many ways.  For example, a “display board” can be placed on site and used as a communications center (if space allows); emergency and other order progress information can be “posted” at the site (if allowed or required); and/or a designated “area” can be established where key documents for the customer are available.  Since not all customer site layouts are the same, it is up to the site leader to work with the customer to determine the best method to keep the customer and site team informed.

· JIM 600 Updates

Specs, drawings, and floor plans are site-specific and reflect the installation requirements of the material that needs to be installed for the order.  If for any reason, the floor plans and/or drawings issued for the order do not match the ‘installed’ or ‘as-built’ configuration, the documents will need to be updated to reflect the actual layout.

Any floor plans and/or drawings that need to be updated should be done throughout the interval of the order as changes occur.  The updated drawings are to be completed prior to K-Date (Friday) so the drawings can be shipped to the engineer no later than K-Date (Friday).  Refer to the Close Installation Order Process (FOP105) for more information about processing updated drawings at the close of the job.

· Marking Updated Drawings  

All markings should be drawn to scale. Verify existing dimensions on the order.

When updating office drawings, follow the guidelines below (including the proper color-coding) when identifying drawing changes.  

Mark drawings with colored pencils or in soft copy. 
Red - Equipment additions - Assignment changes, that represent equipment that is being added, reconfigured, reassigned, or modified in the customer's office, shall be shown in red.  Note:  When adding equipment, provide the entire PEC code, including family code and release information.

Yellow - Equipment deletions - Equipment being removed or relocated to another location in the customer's office shall be shown in yellow.

Green - Record only changes - These are changes that do not reflect equipment being added or removed, but represent new information that affects the existing records.  These are referred to as record only changes and are shown in green.

Blue – Information only notes - Any special notes to the engineer should be documented in blue.

MAP Area - Any MAP area reconfigurations must be shown on all drawings.

Floor Plan - Show any equipment that has been relocated and all new dimensions.  If any equipment is relocated to a location not shown in the drawing, note the approximate location by referencing an existing wall or column shown in the drawing.

Aux. Framing and Cable Rack Plan - Always use a dimension from a column or existing cable rack to show new rack locations.  Show height, size, and associated fabrications for all auxiliary framing and cable rack discrepancies.  Include all changes from the floor plan. 

Lighting Plan - Show all changes in light configurations and conduit runs.  Include any changes from the floor plan and cable rack plan.  Update lighting table to reflect proper fuses used.

Grounding Schematic - Show new locations of ground bars, all leads/lugs used for grounding, and update all tables.  Include any related changes from other drawings.

Configuration Drawings - Be sure to include the face sheet that accompanies the drawing. 

Top Support Drawing (if required) - Show new locations of equipment bracing.  Include any related changes from other drawings.

2.7
Perform Vendor Evaluations

Vendor evaluations provide information regarding the performance of a contracting company when working on a Nortel installation order.  Evaluations are only performed for orders that have contractor resources assigned.  A separate evaluation is performed for each vendor working on the order.  For large deployment projects with multiple sites, the Nortel site leader can select one COEO from the project and place all vendor evaluations for the project on this COEO. The details of the vendor evaluation should be shared with the local and/or regional Nortel vendor management contacts, as required by local procedures.  This data assists Nortel with information to determine if the performance expectations (SOW, skill requirements, timelines, quality, etc) of the contracting companies were met.

· Contractor Vendor Evaluation (Plexus)

Completion of the Contractor/Vendor Evaluation form is only applicable to those orders using contractors.  The Vendor Evaluation form resides in Plexus and is utilized at the end of an order to document the performance of a particular contractor/vendor.   The manager is responsible for ensuring the site leader or appropriate field technician completes the Vendor Evaluation form by K+2.  

The Vendor Evaluation form can be completed prior to job closing as long as the contractors from a specific company have been released and are not expected to return before the end of the job.  

The Vendor Evaluation form is accessed from Plexus (see appendix A).

2.8 Schedule and Conduct Internal Meeting

Periodic meetings / job huddles are held, as needed (daily, weekly, etc.), to review the order scope and status, activities to be performed, process changes, safety requirements, general information, etc.  The site leader is responsible to address safety requirements with the site crew on a regular basis.  These activities must be record in the job notes section in Plexus for Wireline/Wireless/Optical.  Access will record activities on their daily job log form.
· Job Site Safety Meetings (Job Huddles)

The site leader must ensure the employees on site know who to call or where to get safety information in the case of an emergency. 

The site leader should discuss general safety requirements and/or specific safety awareness during job huddles.  The meeting date, safety topics covered, and individuals in attendance must to be documented to meet OSHA and TL9000 requirements.  This information must be documented and maintained throughout the interval of the job.  These activities must be record in the job notes section in Plexus for Wireline/Wireless/Optical.  Access will record activities on their daily job log form.
· Review Safety at Job Site

It is important that a safe work environment exists at the job site and that safety guidelines (both Nortel and the Customer's) are adhered to throughout the duration of the installation work.  The site leader is responsible for monitoring and addressing safety issues with installation personnel and if necessary, the customer.  Those items include, but are not limited to, the following:

· Ensure that safety guidelines from the Field Operation Safety Manual (SOP030) are followed and that all installation personnel have access to the SOP030 document.

· Ensure that guidelines for handling hazardous materials are followed per the SOP030 and/or customer's documentation.

· Inspect the condition of tools for safety hazards (missing parts, broken tools are not used; any required tool insulation is not damaged, etc.)

· Review the job site for safety hazards and ensure that hazardous areas are identified (for example:  use appropriate signs, cones, “safety warning” tapes, and ensures ty-wraps are not scattered on the floor, etc.)

Safety information can be found in the Field Operations Handbook (FOP100), the SOP030 Field Operations Safety Manual, and the Installation Quality and Safety website (see appendix A).  

2.9 Schedule and Hold External Meeting


If requested by the customer, periodic (daily, weekly, etc.) meetings may be held to keep the customer informed of the order’s progress and to review any changes that could impact the order’s schedule and/or job site activities.  These may include job opening and closing meetings.  Any external meetings scheduled and/or held will be dependent on the needs of the customer.

Refer to FOP101 U S Field Ops Plan Installation Order Procedure in the section titled “Obtain Customer Deliverables for Planning” regarding information obtained from the customer.

An installation closing meeting may be held with the customer to review the completed work and obtain the customer's acceptance of the installation order.  Some customers may elect to review the completed order independently, and then sign the appropriate acceptance documentation without having an actual meeting.  

Refer to FOP105 U S Deployment Close Order Procedure in the sections titled “Review Order Close Requirements with Customer” and “Obtain Customer Acceptance” for more info.

2.10 Prepare Materials and Tools Request

The site leader is responsible for managing the tool inventory on-site; tracking the shipping and receiving of materials, tools, documentation; removing material and tools for site clean up and clearance; and related activities.

Requests for the movement of materials, tools, and documentation are to be directed to the appropriate support centers, such as the ISC, delivery services/logistics, tool room, project managers, etc.   For all site-to-site and tool moves, contact Reverse Logistics at 1-800-4Nortel.  Refer to section 2.11 regarding a “Shipper’s Reference Code”.

· Tool Management 

The assigned manager or site leader is responsible for managing the tool activities needed in order to perform the installation work.  Refer to the Toolroom web site (see appendix A) or contact a Toolroom representative at 919-992-0665.  Some of these activities may include, but are not limited to:

· Ordering tools used on the job

· Managing tool calibration 

· Managing repair and replacement of damaged tools

· Accounting for lost or stolen tools (notify manager)

· Managing the reception and shipment of tools to and from the job site

· Tool transfers

· IR (Installation Requisition for material) Process for Non-Additional Material
The IR process is used to obtain replacement material (which was part of the original specs) due to damage, incorrect type or size, missing in delivery shipment (shortage), lost, stolen, or defective. 

Non-conforming material (damaged, defective, wrong type, etc.) must be placed in a location and appropriately marked so that installation personnel on site are aware the material is not suitable for installation and will be returned and/or disposed.

Call the Installation Service Center (ISC) at 1-800-4Nortel (800-466-7835) Express Routing Code 1853 to initiate an IR.  Reference the section titled “Initiate Repair & Return” for information on returning material, if applicable.  If desired, IR tracking forms are available at the ISC website (see appendix A) or track IR info in the job log.

· Ordering Process for Additional Material

The ISC and EAC processes for ordering additional material not properly specified by the engineers have been changed to facilitate better problem resolution.  When additional material is required to fulfill contractual obligations, whether it is because the materials were not listed in the original job specs, were spec’d incorrectly or were spec’d with insufficient quantity, the field should call the appropriate support center as follows:  

· For issues with release levels, manufacturing issues, damaged equipment, lost or 
shipped short materials, call the ISC. 
· For Order Engineering engineered / furnished job issues (additional quantity required, 
incorrect or unspecified material) see below for appropriate contact:


-
For M1 (frames/packs) and M5 (cabling) spec issues, contact the Engineering 
Action Center (EAC).  Review specs, spec notes and drawings carefully before 
calling.

-
For Spec Clarification/Errors:  The site engineer should be the first point of 
contact for any issue involving the 777/4071 Site Engineering (FE) Spec.  The 
site engineer’s phone number will appear on the spec. 
· For spec book issues that don’t have a solution, contact GTAC to open a Clarify case.  An email should be sent to the Network Engineer.
· For a status update: 
- 
If you have not been informed that your issue has been resolved, call the 
Engineering Action Center (EAC).

- 
If you have been informed that your issue has been resolved and you have been 
given an ER number, call the ISC for expediting and tracking assistance.

· For questions about merchandise orders, liner orders and orders that don’t go through the Order Engineering process, call the Project Manager or Order Manager.
· For questions regarding part numbers, contact the EAC.
· Building Studies Engineer (BSE) ER Engagement Guidelines
· Call BSE first for 777 Spec or T Drawing related questions.

· BSE Name and phone number is on the front cover of the 777 spec

· See BSE contact information in Appendix A

· BSE will work with technician to address/clarify issue and determine if material is required.

· If BSE is unreachable by phone:
· If traveling, BSE is to create out of the office email message indicating whom to contact when BSE support is required.
· If BSE is unavailable, technician should leave message.

· If no response from BSE within three hours, escalate to BSE’s manager (see below)


All Sprint and Verizon projects:  Al Venturini, 914-773-2462


AT&T Wireline and all Wireline Independents: Doug Roth, 972-685-1673


All Wireless projects: Fred Pullin, 972-684-3084

· BSE Manager will delegate issue to another FE for follow-up and resolution.
· If material is needed, BSE will send material list (ER Request form FES719A03) with responsibility code and root cause data to EAC and copy the field technician.

· EAC will order material and provide ER# to BSE and technician

· Total target turnaround time from BSE engagement to ER creation is less than 24 hours.
· Generating Installation Equipment Labels

Some installation equipment labels can be generated by using the Local Thermal Printing (LTP) method.  This method requires the use of special label printers (available from toolroom), thermal ribbon, and blank label stock.  The LTP method only works for the four label types listed below.  Any other labels required on site will have to be ER’d through the EAC for equipment affected on the current order, or IR4’d through the ISC for any existing equipment being updated for quality purposes.


P0889026
Fuse Des. Strip


P0889028
Circuit Breaker Des. Strip


P0889027
FSP/ MSP Labels

P0889029
Pack Des. Strip

In order to use the LTP method, a one-time downloadable software is required along with the templates to print on the four types of label stock.  The software, templates, instructions and other information can be accessed via the Global IRM Website page at http://globalopsquality.us.nortel.com/irm/.  Technical support for this process or software will be available through GTAC.

2.11 Initiate Repair and Return Process

During the installation phase, it may be necessary to order and return material for replacement, repair, and/or surplus.   It is the responsibility of all installation personnel to adhere to the appropriate local procedures for ordering and/or returning material.  It is the responsibility of the Returned Material department to determine the return process and it is the responsibility of the assigned Manager, site leader, or delegate to retain waybill information for the returned material until there is confirmation the material was received at its destination.  For inquiries regarding receipt of returned material, contact the Returned Material department at 1-800-4Nortel or 1-800-466-7835 Express Routing Code 1853.  

Note:  If the order requires equipment to be removed from service, information about that equipment should be contained within a 1004 spec or Engineering Notes.  Refer to the FOP105 Close Installation Order (see the “Site Clean-up” section) for more information about returning “in-service” equipment that is identified for removal during installation.
More information on IR/RMR Tracking & Forms including online IR / RMA requests can be found in Appendix A.
· Shipper’s Reference Code

A “Shipper’s Reference Code” needs to be added to the shipping label/waybill when sending material, tools, and other items.  This information will help ensure proper billing and provide data for transportation analysis by logistics.  This code is to be entered on shipping labels for carriers (Fed-X, Emery, etc) that contain a field for this type of information.  The field may be titled as “Shipping Reference” or “Reference” and is usually located below the shipping address.  If shipping by truck, the Shipper’s Reference Code needs to be clearly marked on the bill of lading in the “Billing Code” section.

The “Shipper’s Reference Code” consist of three parts without any delimiters – for example, it should be listed as “540JOB1234”, not “540/JOB/1234 or 540-JOB-1234”.  To determine the “Shipper’s Reference Code, follow the instructions below:

Part One – ENTITY CODE:  The first 3 digits of the reference must be a valid Nortel entity code.  Example: “540”.

Part Two – QUALIFIER CODE:  The 4th, 5th, and 6th digits determine what type of shipment.  The qualifier code will help categorize the shipment data for detailed analysis.  Valid qualifier codes include the following.  Example:  “540JOB”.

Qualifier   
Description
Qualifier 
Description
JOB
Job Number
OEO
COEO Number

PRJ
Project Number
TOL

Tools

JPO
Japan Purchase Order
REL

Relocation Invoice

DEP
Department Number
PON

PO Number

CON
Contract Number
PRE

Europe/BAX

EXH
Exhibit Invoice
NPO

Nortel Purchase Order

DSV
Delivery Services
GDS

Global Delivery Services

REP
Repair and Return
SHU

Local Shuttle

JIM
JIM and/or IR
CLD

Contract Ledger Charges

Part Three – QUALIFIER SPECIFIC DATA (Free Form Area):  This code occupies the remainder of the reference number and may extend as long as 23 characters, depending on the carrier being used.  This code will help identify the responsible department of level.  Example “540OEOH3Y5411” or “540DEP8544”.

· Material Return Classifications

Class A Stock - Material is considered to be A-Stock if it is not more than two years old and meets one of the following criteria:

· IR returns

· Canceled Orders

· JIM changes

· Material has never been used (surplus to order).

· Material that has not been commissioned


· Meet visual A Stock standards (i.e., it is in the condition in which it was received and able to be reused without remanufacturing or requiring major repair)

Class B Stock - Material is considered to be B-Stock if it is more than two years old and meets one of the following criteria: 

· Material removed due to upgrade

· Customer Owned Material (Previously In Service)

· Priority MOL Returns

88K Stock - Material is considered to be 88K if it meets one or more of the following criteria:

· 88K Upgrades

· KPD (Known Product Defect) Retrofits 

· Field Retrofit/Upgrades

· RCA-Root Cause Analysis

Scrap Material - Check with the ISC regarding what items are to be scrapped and method of disposal. The ISC can be reached at 1-800-4Nortel or 1-800-466-7835.

Hazardous Materials - Ensure that all remaining hazardous waste material is properly disposed per the requirements outlined in SOP030 Installation Safety Manual with customer approval   Document the disposal in the Job Log.

· RMR (Return Material) Process 

The return process is applicable for all products for the duration of the order.  All returns MUST be completed prior to K-Date. 

Material returns require an RMA number, which is obtained by contacting the Installation Service Center (ISC) at 1-800-4Nortel (800-466-7835), ERC 1853 online @ http://www.nortel.com/servsup/isc/iscdoaform.html.   The ISC, with field technician still on line, will contact the Service Provider (e.g., RYDER) at 800 4-Nortel, Express Routing Code 1855 to arrange for pickup of the materials.  
Below is a list of questions Ryder will need answered in order to arrange pick-up.
· Ryder Questionnaire

· Name/Employee ID

· Dept #

· OM #

· Region/Entity

· Pager/Cell/Other #’s

· Voice Mail

· Shipper Info

· Name, Address, City, St., Zip Code, Contact Name

· Phone #, Fax # & Site Survey

· COEO#’s

· Product Line / Source(s)

· PCN /GCS

· Return Material Numbers (if Applicable)

· RMA # (s) for Returns

· IR # 9 (s) for Wireless Nortel Networks Returns

· Is returning product in original IR container

· Does Field Tech have proper labels?  Are they filled out?

· Consignee 

· Name, Address, City, St., Zip Code, Contact Name

· Phone #, Fax # & Site Survey

· Generic Freight Description

· Circuit Packs, Cable Reel, Frames, etc.

· Number of Pieces, boxes, skids, etc.

· Does Material require packaging/skidding before shipment?

· Field Tech’s Schedule Hrs (ex. 4 10’s, nights etc)

· K Date

· Delivery Date Requested & Specific Time Frame (if Required)

· Reason for storage, if requested by Field Tech

· Strategic Placement & Approximate Storage Time

The shipment must include an itemized list of the items being returned.  If desired, an online RMR Tracking form is available from the ISC website (see appendix A) and can be printed and included with the shipment.    
When Returning Material:

1. PRINT the RMA number clearly on the OUTSIDE of the shipping container.

2. Return EXACTLY what was specified in the RMA.

· If you have more or less than the quantity that was originally specified on the RMA, call the ISC and change the information BEFORE returning the material.

· If you are not sure about either the quantity or type of material on a RMA, verify the RMA # with returned equipment type and quantity by calling the ISC @ 1-800-466-7835: 

· Option 3, 6 for switching RMA questions (or email to iscrmr@nortel.com )

· Option 3, 5 for Optical, Access, Passport and Wireless RMA questions (or email to iscwirer@nortel.com )

3. Return ONLY ONE RMA in a shipping container. Return equipment for different RMAs in separate shipping containers.

4. If more than one shipping container is required, print clearly on the outside of the container the number of shipping containers required to return the RMA. For example, print clearly on the outside of the shipping container “1 of 3 for RMA ###.”

RMA (Return Material Authorization) Codes - RMA Return Codes are assigned by the ISC - Return Material representatives.  RMA codes are listed below:

Code 1 - Excess / Surplus to Job
Code 6 - Defective Other

Code 2 - Damaged on Job
Code 6P - Defective Pack

Code 3 - Damaged In-Transit (Requires Claim)
Code 7 - Wrong Type Received

Code 4 - Duplicate Shipment
Code 8 - Code Not Used

Code 5 - Other (Manager’s Approval)
Code 9 - Total Canceled Job


Code 10 - Deleted or Canceled via a JIM 

· Service Provider Logistics Return Information - Ryder

The current service provider for returning picking up and returning material is Ryder.  The Installation Service Center (ISC) can assist in coordinating with Ryder when returning material.   

Ryder prompts Field Tech for information - 

· Field Tech Profile  

· Origin address

· COEO, IR/RMR number, Product technology

· Product description, quantity, packaging material & labels (if needed)

· Available pick-up day & time

See Appendix D for the complete questionnaire regarding information that needs to be provided to RYDER.

Ryder Coordinates Logistics for Return of Product - Ryder will coordinate and ensure that proper product packaging and labels are provided to the site leader or delegate.  Material capture labels (#S003405) can be ordered from the toolroom in quantities of 10.  Pick-up of materials to be returned is based on the Ryder Questionnaire criteria (for example: under 100 lbs. = Fed Ex; over 100 lbs. = other Ryder delegated carriers such as UPS, etc.).  Ryder will monitor the product while it is in transit as well as provide verbal or written POD (Proof of Delivery) information on individual shipments as needed.  

Ryder Tracks Returns - Ryder will compile and maintain status reports.  The following transaction reports are generated in "real time" and are available for management review.

· Delivery Priority

· Proof of Delivery

· Waybill Tracking

· Transaction Initiator

· Delivery Associated costs (Example: COEO/Project Numbers)

· Clearing MOL (Material On Loan) Items

MOL stands for “Material On Loan” and is also referred to as RMR or RMA material.  This material was defective and replaced using the IR order process.  

A weekly report is available from the ISC website that lists all outstanding MOL/RMA material that still needs to be returned to the RMR Department. The site leader is responsible to ensure all material identified on this report is cleared for the installation order.  If the "reason code" for material to be returned is not applied correctly after reviewing the report, escalate to the manager and the RMR Coordinator at the ISC.   For questions, inquiries, or discrepancies regarding the report, contact the ISC at 1-800-4Nortel (1-800-466-7835) for assistance.

Obtaining the MOL/RMA Report  - The MOL report can be obtained from the ISC website (see appendix A) for downloading (Excel format) and review.

Appendix A:  Associated Documents / Additional References

Double click on the embedded Excel icon to open Acronym file. 
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Appendix B:  Acronyms / Definitions
Double click on the embedded Excel icon to open Acronym file. 
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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 –  Option 1,  then Express Routing Code 8210 for switching, optical data  or Express Routing Code 8214 for wireless.  You can also contact the EAC by submitting a call report on the website:  � HYPERLINK "http://gist.us.nortel.com/support/tac/gtac_engerrorreport.asp" ��http://gist.us.nortel.com/support/tac/gtac_engerrorreport.asp�   or by emailing the team at EAC, EngActCntr (GWRT:2446)  / external  :eac@nortel.com



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



















4/12/2007
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acronyms

		Appendix B:  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

		BSE		Building Studies Engineer (was called Field Engineer)

		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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		Release		Date		Description

		FOP1410v04.1		16-Feb-06		Minor Update – Section 1.5 – changed name of FOP040 to Quality Plan Workbook and removed FOP040_A01 since it merged with FOP040;  Section 2.5 – removed references to FOP040_A01;  Section 2.7 – changed verbiage to state that the site leader can select one coeo to store the vendor evaluation forms for a large deployment project

		FOP1410v04.0		23-Dec-05		Major Update - Section 2.4 – deleted Site Visit Tracking Form paragraph since this form is no longer required; Section 2.12 – removed reference to FOP020 (88K process) since it is an obsolete process doc;  Section 2.7 – modified requirement to state that for Wireless BTS jobs, only one Vendor Eval is required per project #, per vendor (instead of one form for all sites); Appendix A - changed path to enter an engineering call report; removed link to Site Visit Tracking form

		FOP1410v03.2		17-Aug-05		Minor Update -  Removed approver Mark Haupt; Section 2.5 – removed reference to Quality Plan Schedule & Contact Sheet; Appendix A – removed link to Customer Standards Documentation link

		FOP1410v03.1		12-May-05		Minor Update – Changed approver names to Aziz, Geasa, Haupt, Lower; Section 2.4 – Outages:  replaced link to ER Morning report with Installation Morning Report link;  Section 2.5,  Quality Inspections – added requirement for applicable type of  equipment for the FOP040 and FOP040_A01

		FOP1410v03.0		17-Dec-04		Major Update – Section 2.4: added paragraph instructing technicians to complete the Outage Report form in FOP1400.F11.

		FOP1410v02.4		10-Dec-04		Minor Update – Section 2.3, Daily Outage Call: changed pin # to 3577903; Section 2.11 – added information regarding the ISC and EAC process change for ordering additional material; changed approval name from Downing to Rankin.

		FOP1410v02.3		16-Sep-04		Minor Update – Changed process contact and approver names; Section 2.4 – added url for viewing GTAC call reports; Section 2.8 – replaced ELIPS with Skills Profiler information; Appendix A – replaced ELIPS info with Skills Profiler info, added patch audit info

		FOP1410v02.2		7-Apr-04		Minor Update – Minor Update – Changed phone number for Emergency Recovery (ER) on Appendix A to 1-800-4-NORTEL (800-466-7835)

		FOP1410v02.1		8-Mar-04		Minor updates - Revised Records Retention to reference OS003 instead of obsolete SOP005 and removed reference to obsolete SOP063; updated instructions for searching for Technical Bulletins & Alerts; validated / updated Appendix A (references – procedures, phone numbers and web sites) including change in GTAC phone number from 800-4RESPONse to 800-4NORTEL.

		FOP1410.02.0		25-Mar-03		Updated Process Contact. Updated Approvals to align to Leadership Category split.  Removed reference from section 2.0 (ROCS forms) & 2.4 (outage reporting) regarding the FOP1400.F11 Outage Report form.  Updated Outage reporting instructions in section 2.4 to reflect that the GTAC Outage Report and GTAC Notification steps are no longer required.  Removed reference to CSP046 in Appendix C (Sprint Wireless).  Added  the reference to the Wireless JIM600 Process OEP1400 to section 2.6 (Redline/ JIM600) for all of Wireless.  Various updates of URL addresses in Appendix A.  Updated Plexus references to include “Wireless”.  Clarification in section 2.0 for obtaining alerts & bulletins.  Alert/ Bulletin location/path were updated in appendix A (technical documentation).  Updated Qwest MOP references in appendix C.  Updated Associated Documents section to reflect change from FOP903.A04 to FOP105.A01 & .A02.  Updated URL for Toolroom.  Changed references to MSA (Master Service Agreement) to SDA (Services Delivery Agreement), Removed References to KanBan for IRM.

		FOP1410.01.0		26-Apr-02		Initial Release – moved administrative tasks and work instructions from FOP101 through FOP105 into this separate document to align to Global Installation Process due to these tasks duplicated in each of the above mentioned procedures.
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