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Change Matrix: 
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been revised in comparison to version 24 of the document: 
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1.2 
 
1.3.1 
1.3.2 
 
4.9 
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planning ratios. 
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profile codes. 
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19/12/08 

1.2 
 
1.3.1 
1.3.2 
 
4.15 

·  Product list updated to reflect new “up to” 24M 
Sprint IP product.  

·  Reference to new “up to” 24M Sprint IP product 
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·  Table updated to reflect new product and details 
including profile code(s). 

·  Addition of new “TSB” order type note. 
 

10/03/09 

1.2 
 
 
 
 
1.3.1 
 
1.3.2 
 
 
 
 

·  Product list updated to remove 12M Turbo IP 
product. 

·  Product list update d to change 10M Arrow IP 
product to a 12M Arrow IP product.  

 
·  Addition of 12M/1M profile to the Arrow IP product.   

 
·  Profile list updated to remove 12M Turbo IP 

product. 
·  Profile list updated to change 10M Arrow IP 

product to a 12M Arrow IP product and include a 
12M profile.  

30/03/09 

1.2 ·  Withdrawal of Bitstream Express IP and Sonic IP 
products 

24/04/09 

 ·  Replacement of term Amber with Non-Standard 21/09/09 

1.2 ·  Addition of VBR & UBR where applicable for ATM 
Product 

21/09/09 

2 ·  Update of Deployment Plan to include recent 
Amendment of Deployment Plan Document 

21/09/09 

3.5.2.3 ·  Bitstream Data Request Order details on functional 
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21/09/09 
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3.5.2.13 ·  Inclusion of details on provide Bitstream from line  
share order type 

21/09/09 
 

3.7.1.2 ·  Update of Appointment Dates 21/09/09 

3.8.2 ·  Update of Non-Standard Orders 21/09/09 

3.9 ·  Order handling contacts update 21/09/09 

3.11.1 ·  Completion Time Line Table 21/09/09 

3.13 ·  Inclusion of details on Web Services 21/09/09 

3.14 ·  Inclusion of details on CSID 21/09/09 
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4.15 Inclusion of full details on TSB Order Type  21/09/09 

Appendix 7  Glossary Updated  21/09/09 

1.2 Text change to show new 8.1M profile within Swift I P  
in addition to defining uncongested products 
 

09/10/09 

1.3 Updates made to both tables to show new Swift IP 8M 
profile in addition to defining uncongested product s 
 

09/10/09 

4.15 Text Updated  09/10/09 

4.16 Inclusion of TSH  09/10/09 

1.2 Removing reference to uncongested service  28/10/09 

1.3 Removing reference to u ncongested service  28/10/09 

1.2 
 
 
 
 
1.3.1 
 
 
1.3.2 
 
 
 
5.2 

·  Product list updated to include 24M Zoom IP 
·  Product list updated to include up to 8 M Bitstream  

Managed Backhaul (Bitstream MB) 
·  Description of Bitstream MB added. 

 
·  Table updated to reflect new products and their 

planning ratios. 
 

·  Table updated to reflect new products and their 
profile codes. 
 

·  Bill design updated to include information in 
regards to Bitstream MB Rental and Usage piece. 

 

22/04/10 

1.3.2 
 

·  Table updated to reflect correct short profile code s 
for IP Sprint 
  

21/05/10 

1.2 
 
 
 
 
 
1.3.1 
 
 
 
 
1.3.2 
 
 
 
 
 
Appendix 7 
 

·  Section updated to reflect changes in Planning 
Ratio Updated within NGN Exchanges for 
Bitstream Sprint IP, Bitstream Turbo IP Plus, 
Bitstream Arrow IP and Bitstream Swift IP 
Products 
 

·  Section updated to reflect changes in Planning 
Ratio Updated within NGN Exchanges for 
Bitstream Sprint IP, Bitstream Arrow IP and 
Bitstream Swift IP Products 
 

·  Table updated to reflect correct long profile codes  
for IP Arrow, IP Turbo Plus and 8Mb Bitstream MB, 
Table updated to reflect correct short profile code s 
for IP Sprint and 8Mb Bitstream MB, 
Removal of IP Turbo from Table 
 

·  Definition of NGN added to Glossary 
  

09/07/10 

1.2 
 
 
 
 
1.3.1 
 

·  Section updated to include 24Mb Bitstream MB  
·  Section updated to reflect changes in Profiles 

associated with Bitstream Turbo IP Plus and 
Bitstream Swift IP 
 

·  Section updated to reflect changes in Profiles 
associated with Bitstream Turbo IP Plus and 

29/11/10 
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1.3.2 
 

Bitstream Swift IP   
·  Section updated to include profiles for 24Mb 

Bitstream MB 
 
·  Table updated to reflect changes in Profiles 

associated with Bitstream Turbo IP Plus and 
Bitstream Swift IP  

·  Table updated to reflect correct long profile codes  
24Mb Bitstream MB. Table updated to reflect 
correct short profile codes for 24Mb Bitstream MB 

1.3.1 
 
 
 
1.3.2 
 

·  Section updated to reflect changes in Profiles 
associated with Bitstream Sprint IP 

 
 
·  Table updated to reflect changes in Profiles 

associated with Bitstream Sprint IP  
·  Table updated to reflect correct long profile codes  

for IP Swift IP, 
Table updated to reflect correct short profile code s 
for IP Expand and 8Mb Bitstream MB, 
 

30/05/11 

1.2 
 
 
1.3.1 
 
 
1.3.2 
 

·  Section updated to reflect changes in Profile 
associated with Bitstream Swift IP 
 

·  Section updated to reflect changes in Profiles 
associated with Bitstream Swift IP 

 
·  Table updated to reflect changes in Profiles 

associated with Bitstream Swift IP  
 

04/07/11 

4.4.7 
 
 
 
4.4.8 
 
 
4.4.10 
 
 
 
4.4.11 

·  Insert New Section – 4.4.7 – Authentication 
Process 

 
·  Insert New Section – 4.4.8 – Additional Bitstream 

Fault Handling Process – Logging a Bitstream 
Fault where a PSTN line fault is present.  

 
·  Insert New Section – 4.4.10 – Additional Bitstream 

Fault Handling Process – Customer Site Visits for 
Bitstream Repair.  

 
·  Insert New Section – 4.4.11 – Additional Bitstream 

Fault Handling Process – Repeat Faults  
 

04/11/11 
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1 Introduction 

1.1 General 

This document is a Process Manual for the ADSL/ADSL2plus Bitstream service (hereafter 
referred to as the Manual).  Its purpose is to define an industry agreed set of processes 
covering Forecasting & Deployment Planning, Order Handling, Fault Management and 
Wholesale Billing.   
 
The assumed readership of this document is the AP (eircom wholesale) and AS’s of the 
ADSL/ADSL2plus Bitstream service.   
 
This Manual should be read in conjunction with the current version of eircom’s Bitstream 
Service Product Description and the eircom Service Level Agreement for the Service Delivery 
and Service Assurance of the eircom ADSL/ADSL2plus Bitstream Service.  Current versions 
of both documents are available on the website at 
 

1.2 Definition of an ADSL/ADSL2plus Bitstream servi ce (hereafter 
referred as Bitstream) 

Bitstream is defined as a broadband access product, which utilises ADSL/ADSL2plus in the 
local loop, and which is then transported across the eircom network to an eircom 
ADSL/ADSL2plus Regional POP.  The points of demarcation for the eircom ADSL/ADSL2plus 
Bitstream service are the dual NTU/splitter in the subscriber’s premises and the hand-over 
point from eircom to the AS’s network  (i.e., eircom POPs within the defined ADSL regional 
areas).  The AS’s will rent the ADSL/ADSL2plus Bitstream service from eircom.  The 
Bitstream service does not include installation of the NTU/Splitter by eircom.   
 

·  The eircom ADSL/ADSL2plus Bitstream service will consist of the following products: 
 

·  ATM Interface: 
 

·  6M/512k 5:1 VC (Comet VC Gold) VBR 
·  4M/256k 10:1 VC (Sonic VC Gold) VBR 
·  2M/256k 10:1 VC (Express VC Gold) VBR 
·  1M/128k 10:1 VC (Swift VC Gold) VBR 

 
·  6M/512k 10:1 VC (Comet VC Plus) VBR 
·  4M/256k 24:1 VC (Sonic VC Plus) VBR 
·  2M/256k 24:1 VC (Express VC Plus) VBR 
·  1M/128k 24:1 VC (Swift VC Plus) VBR 
 
·  6M/512k 10:1 VC (Comet VC) UBR 
·  4M/256k 24:1 VC (Sonic VC) UBR 
·  2M/256k 24:1 VC (Express VC) UBR 
·  1M/128k 24:1 VC (Swift VC) UBR 
 
·  1M/256k 24:1 (Express)  
·  512k/128k 24:1 (Swift)  
 

·  IP Interface:  
 

·  “up to” 24M Rate Adaptive /1M Rate Adaptive 12:1 (Sprint IP)(*) (**) 
·  “up to” 18M Rate Adaptive /2M Rate Adaptive 12:1 (Turbo IP Plus) (**) 
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·  “up to” 12M Rate Adaptive/1M Rate Adaptive12:1 (Arrow IP)(*) (**) 
·  “up to” 12M Rate Adaptive/1.1M Rate Adaptive 12:1 (Swift IP)(*) (**) 
·  “up to” 24M Rate Adaptive /1M Rate Adaptive 48:1 (Zoom IP)(*) 
·  “up to” 7.1M Rate Adaptive/384k Rate Adaptive 48:1 (Rapid IP)(*) 
·  “up to” 3M Rate Adaptive/384k Rate Adaptive 48:1 (Expand IP)(*) 
·  1M Rate Adaptive/128k Rate Adaptive 48:1 (Connect IP) 
·  1M Rate Adaptive/128k Rate Adaptive 48:1 (Kronos IP) 
·  “up to” 8M / 512k (Bitstream MB)(*) 
·  “up to” 24M / 768k (Bitstream MB)(*) 
 

 
·  eircom Bitstream Kronos is a time based pay as you go Bitstream product.  For 

details on pricing and usage allowances included please refer to the 
ADSL/ADSL2plus Bitstream Service Price List on the eircom Wholesale website at 
www.eircomwholesale.ie. 
 

·  eircom Bitstream Managed Backhaul (Bitstream MB) is a usage based Bitstream 
product. Port rentals will be billed for on an individual end subscriber basis and usage 
will be billed per AS. For details on pricing and usage allowances included please 
refer to the ADSL/ADSL2plus Bitstream Service Price List on the eircom Wholesale 
website at www.eircomwholesale.ie. 
 

·  eircom Bitstream MB is an uncongested product and is not Rate Adaptive, however 
there are multiple profiles available. 

 
·  eircom’s Bitstream ATM service offers both the VBR and UBR category of service  

 
·  eircom will ensure resources are in place within the eircom network to provide 

connections based on these technical parameters 
 

·  eircom will assign one VC per DSLAM port 
 

·  The ADSL Bitstream service allows a voice and an ADSL/ADSL2plus service to be 
integrated over the same 2 wire copper pair 

 
·  The copper pairs available for Bitstream are all PSTN copper lines currently in service 

within the defined ADSL/ADSL2plus regional areas.   
 

·  The suitability of the copper pairs will be dependent upon individual surveys 
 

·  Product availability date has been determined by eircom as 17th April 2002.   
 

·  This is not a ubiquitous service and will be rolled out on a phased basis.   
 
 
(*) = The “up to” products refer to products that have multiple profiles associated with the 
same product.  See the Product Description for a list of all profiles associated with the “up to” 
products.  See section 1.3 below for further details on the “up to” products.   
(**) = These products will have a Planning Ratio of 12:1 outside NGN Exchanges and 
Uncongested within NGN Exchanges from 1st August 2010. 
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1.3 “up to” products 

1.3.1 Summary  

In order to reduce the complexity of eircom’s ADSL product set, and to maximise service 
stability on individual customer lines, eircom uses the concept of supporting more than one 
“profile” on several of the Bitstream products.  These products will be referred to as “up to” 
products with two or more associated profiles.   
 
When ordering a Bitstream product Access Seekers will be able to see the best available 
profile for that customer for each available product.  This will enable Access Seekers to inform 
their customer of the speed they can achieve for a particular “up to” product.  The table below 
shows the profiles available for the “up to” products.   
 
Product   Profile   Planning    
        
 
Expand IP (“up to” 3M)   2M profile   48:1    
    3M profile   48:1   
 
Product   Profile   Planning    
              
 
Rapid IP (“up to” 7.1M)  4M profile  48:1 
    5M profile  48:1 
    6M profile  48:1  

7.1M profile  48:1 
 
Product   Profile   Planning    
        
       Outside NGN Within NGN 
Swift IP (“up to” 8.1M)  3M profile  12:1  Uncongested                             
    4M profile  12:1  Uncongested                                                        
    5M profile  12:1  Uncongested                                                        
    6M profile  12:1  Uncongested                                                        

7.6M profile  12:1  Uncongested                                                        
    8.1M profile (800k up) 12:1  Uncongested           
    8.1M profile (1.1M up) 12:1  Uncongested                                     
    12M profile (1.1M up) 12:1  Uncongested                                     
 
Product   Profile   Planning    
        
 
Bitstream MB (“up to” 8M) 512k profile  N/A                             
    1M profile  N/A                             
    2M profile  N/A                             
    3M profile  N/A                             
                4M profile  N/A                             
    5M profile  N/A                             
    6M profile  N/A                             

7M profile  N/A                             
    8M profile  N/A        
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Product   Profile   Planning    
        
 
Bitstream MB (“up to” 24M) 9M profile  N/A                             
    10M profile  N/A                             
    12M profile  N/A                             
    15M profile  N/A                             
                17M profile  N/A                             
    20M profile  N/A                             
    24M profile  N/A                             
 
 
Product   Profile   Planning                
        
       Outside NGN Within NGN 
Arrow IP (“up to” 12M)  8M profile  12:1  Uncongested                                                         
    9M profile  12:1  Uncongested                                                         
    10M profile  12:1  Uncongested                                                         

12M profile  12:1  Uncongested                                                         
     

Product   Profile   Planning                                          -  
        
 
Zoom IP (“up to” 24M)  9M profile  48:1                               
    10M profile  48:1                               
    12M profile  48:1                               
    15M profile  48:1                               
    17M profile  48:1                               
    20M profile  48:1                               

24M profile  48:1         
 

Product   Profile   Planning               
       
       Outside NGN Within NGN 
Turbo IP Plus (“up to” 18M) 12M profile  12:1  Uncongested                                                         
    15M profile  12:1  Uncongested                                                         
    18M profile  12:1  Uncongested                                                         

 
 
Product   Profile   Planning                                          -  
        
       Outside NGN Within NGN 
Sprint IP (“up to” 24M)  8M profile  12:1  Uncongested                                                         
    9M profile  12:1  Uncongested                                                         
    10M profile  12:1  Uncongested                                                         

12M profile  12:1  Uncongested                                                         
    15M profile  12:1  Uncongested                                                          
    17M profile  12:1  Uncongested                                                          
    20M profile  12:1  Uncongested                                                          

24M profile  12:1  Uncongested                                                          
 
The actual profile each customer will be provisioned on will be displayed on the UG in the 
form of a “profile code” (see section 1.3.2).   
 
The appropriate profile will be automatically applied to the line during the order provisioning 
process depending on the pre-qualification result of the line.   
 
Example; for Pre-qual orders: 

1. If a line pre-qualifies for the Expand IP service, the best profile that can be applied to 
the line will be provided, in this case either 2M or 3M.   
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2. If a line pre-qualifies for the Swift IP service, the best profile that can be applied to the 
line will be provided, in this case 3M, 4M, 5M, 6M or 7.6M.   

 

1.3.2 Profile codes  

 
Profile codes are summarised versions of the profile or speed a customer can achieve.  
Profile codes are now being used across the Bitstream product portfolio.  The profile code is a 
summary of the profile and will enable the Access Seeker to see the exact speed their 
customer can achieve for a specific product.  Profile codes are overleaf. 
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Below is a list of Bitstream profile Codes as seen on the UG. 
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The “profile code” is broken out in the following format:  
 

Downstream speed (in MB (M) or Kb (K)) _Upstream speed (in MB (M) or Kb (K))_Rate 
Adaption (R) or Fixed (F) and with High (H) and/or Low (L) interleaving. Note that interleaving 
on the profile is set to either high (H) or low (L) on both the Downstream and the Upstream.   
 
For example; 
 

1. 6m profile on the “IPSWIFT” product; the profile code will be 6M_512K_RH.   
 

This means; the downstream is 6M, the upstream is 512kb, the profile is rate 
adaptive and is set to high interleaving on both the downstream and upstream.   

 
2. 6m profile on the “IPRAPID” product; the profile code will be 6M_384K_RHL.   

 
This means; the downstream is 6M, the upstream is 384Kb, the profile is rate 
adaptive (R) and is set to high interleaving (H) on the downstream and low 
interleaving (L) on the upstream.   
 

 
·  The profile code will appear against the product name on the Unified Gateway for a 

Prequal, Provide, Upgrade, Downgrade or Transfer Bitstream order.  Note that if there is 
a delay between the pre-qualification order and subsequent provide order, the profile 
applied may be different to that indicated on the pre-qualification order due to changes in 
line characteristics.   

 
·  The profile codes will also be included in notifications sent via the Unified Gateway for 

Bitstream orders.   
 
An Access Seeker may not select the profile to be applied to the line.  It is eircom’s policy to 
provide customers with the best possible service associated with their chosen product.  
Access Seekers can change the profiles set on a particular customers line once the customer 
is active on the product chosen.  See section (QBO) 
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Main Processes Overview 
 
The following flowchart gives an overview of the main processes for the Bitstream service.   

 

 

The above main processes are outlined in detail in the sections to follow.   

 

 

FFaauull tt   MMggmmtt  FFoorreeccaasstt iinngg    
&&  

DDeeppllooyymmeenntt   
PPllaannnniinngg  

OOrrddeerr    
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BBii ll ll iinngg  
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2. Forecasting & Deployment Planning 

 

2.1 Introduction 

This chapter sets out an approach that all AS’s will use to forecast their requirements for the 
Bitstream service.  This does not apply to the Bitstream Connection Service, (BCS) or 
Bitstream Ethernet Connection Service, (BECS) 
 

2.2 Process overview 

 
At a high level, the provision of the Bitstream service can be broken down into two stages. 
 

Stage/activity  AS activity  eircom activity  
 

 
1. Forecasting  

 
Forecast requirements 

 
Build and configure the 
infrastructure 

2. Subscriber  
Order 

Submit subscribe r orders  Activate the infrastructure  

 

2.3 General description of the Forecasting process  

 
AS’s will provide a five-quarter forecast indicating the number of ports required for each 
exchange, where one port has one end user capacity.   
The first quarter of the five-quarter forecast is an Advance Capacity Order (ACO) for that 
quarter.   
 

2.4 Advance Capacity Order (ACO) 

2.4.1 

The ACO reflects the Subscriber ordering intentions of the AS for that period.  Should the AS 
not take up the Forecasted capacity the following forecasts will be revised based on utilisation 
in previous quarters.  Any revision will be agreed between eircom and the AS.   
 

2.4.2 

A maximum delivery to 100% of ACO applies at an individual exchange level for standard 
orders.  An AS can request additional capacity within a quarter where required.  This will be 
provided where possible.   
 

2.4.3 

Orders, which exceed the ACO for that period, are taken into account in the calculation of 
total volume ordered against ACO for the purposes of reviewing subsequent forecasts.   
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2.5 Submission of forecast requirements  

 

2.5.1 

Forecasts (including the ACO) will be submitted one quarter plus 10 working days in advance 
of the commencement of the relevant quarter.  The forecast and ACO will be accepted or re-
negotiated within 10 working days.  
 

2.5.2 

Forecast submissions will roll forward quarterly from this date.   

2.6 Forecast review period 

 

2.6.1 

10 working days is allowed from the submission date to allow eircom to assess amalgamated 
requirements against capacity and agree any revisions with AS’s on a bilateral basis.   
 

2.7 Forecast Template 

The Forecast Template is an intended list of exchanges against which orders can be placed 
for the quarter in question.  New exchanges will be included on this list where appropriate.  
AS will have visibility of forthcoming commissioning dates through the deployment plan (see 
2.9.)   
 
AS’s will submit forecasts on a per port, per exchange basis.  Forecasts should be provided in 
the agreed format.   
 

2.8 Subscriber forecasts 

2.8.1 

eircom will assume an even distribution of subscriber orders per working day up to a 
maximum of 1.5 times the daily subscriber forecast within the quarter based on the number of 
ports forecast for that quarter.  eircom will then plan resources accordingly.  
 

2.9 Deployment Plan 

2.9.1 

The Deployment plan lists all new exchanges that are currently planned to support the 
Bitstream service and all exchanges already launched.   
 
The deployment plan lists: 
- ADSL2+ enabled exchanges 
- All launched exchanges, ADSL and ADSL2+ 
- Forecasts for exchange launches for the coming 2 to 3 months 
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In addition it contains max speed in all ADSL2+ Exchanges 
It indicates what port types are available in all exchanges 
It also shows exchanges where there are no available ports and a forecast for availability is 
greater than one month.  In these cases all non-active DSL lines have been temporarily 
forced red until ports become available 
This template will be updated as required by eircom, for example where new exchanges are 
added to the planned rollout.   
 
 
AS’s will be notified if the exchange roll-out timeline is changed.  If a new exchange is ready 
for order take-on prior to the planned date, AS’s will be notified and non-standard orders will 
be accepted for that exchange.  If the rollout of an exchange is delayed, forecasts for that 
exchange may be revised and the deployment plan updated deployment plan accordingly.   
 
It is up to individual AS to provide eircom with new or updated e-mail address contacts for the 
deployment plan and other notifications sent to AS 
 

2.10  Requests for new Exchanges 

 
AS’s may submit requests for additional exchanges to be considered for the future 
deployment of ADSL/ADSL2plus.   
 
Prior to deploying ADSL/ADSL2plus in an exchange, eircom must determine that the 
exchange is physically capable of supporting DSL and that it is operationally feasible to 
deploy to that exchange.  This feasibility study will involve examining a number of factors in 
detail including commercial considerations, availability of space, power, frame capacity, cost, 
demand from other AS’s, etc.   
 
In the event that a request for a new exchange cannot be catered for due to any number of 
the above factors, AS’s will be informed of the reasons.   
 
Where a request for a new exchange can be catered for, a rollout date will be calculated and 
communicated to all AS’s.  The exchange will then be added to the forecast template and 
Deployment Plan as appropriate to facilitate forecasting.   
 

2.11  Forecast and Utilisation 

 
An AS’s Forecast will be accepted on a quarterly basis.  If revisions are to be made to the 
Forecast this will be agreed on a bilateral basis between eircom and the AS.   
 
The Forecast should reflect, as far as possible, the ordering intentions of an AS.   
The take-up of ports versus the number of ports forecasted on a per exchange basis will be 
assessed on an on-going basis.  This assessment will be used by eircom to review and 
modify subsequent forecasts in order to allow eircom to protect itself from persistent over-
forecasting.   
 
 

2.12  Requirement for additional capacity within th e quarter 

 
Possible excess capacity may be made available to the AS.  Orders submitted in excess of 
that Forecasted would be on a non-standard basis.  AS’s should monitor their own order 
levels throughout the quarter and request the additional capacity before it is required.   
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Forecasting Timelines  
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3. Order Handling 

 
Introduction 
 
This section describes the high-level subscriber order handling processes for Bitstream.  It 
outlines in detail the definitions used and the information, which needs to be passed by the 
AS’s through the order handling process to allow an order to be accepted, validated and 
provisioned.  This section does not contain an exhaustive list of all possible 
scenarios/contingencies in the order handling/completion process.   
 
The following will be covered under order handling: 
 
 
·  Overview of U.G. 
·  Management of User Profiles on U.G. 
·  Objectives of the order handling process; 
·  Order types & Definitions; 
·  Order Statuses; 
·  Appointments; 
·  Timeframes; 
·  Order handling contacts 
·  Order Management Escalation procedures 
·  Level 3 Process Flow Diagrams 
·  Sample Order Entry Screens 
·  Web Services 
·  CSID 
 

3.1 Overview of Unified Gateway (U.G.) for Bitstrea m: 

 
There are two ordering options available to the AS for Bitstream.  
 

1. Web GUI (Graphical User Interface): AS process orders via the on line web GUI 
interface and receive all order status notifications via the Order Tracking Screens 
on the Web GUI. 

2. FTP (File transfer protocol) (Transfer Syntax is XML File Format): AS sends in all 
orders via FTP and receives all order status notifications via same.  Files are 
delivered to an external server address, and are subsequently available for 
collection by the AS.   

 
Detailed specification of the information required on placing an order and the information 
supplied on completion is defined in the Data Contract and should be read in conjunction with 
this Industry Process Manual. 
 
The following ordering scenarios are available on U.G.  
  
Scenario 1: 
 
-AS places Bitstream Order where Pre-qual and Appointment are automatically completed as 
part of the order (via FTP only).   
 
Scenario 2: 
 
-AS places an Initial Pre-qual Order to check line suitability. 
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-AS places Bitstream Order with cross-reference to Pre-qual Order (by FTP or GUI). 
Appointment is automatically completed.   
 
Scenario 3 (supported via GUI only)*: 
 
- AS places an Initial Pre-qual Order via GUI to check line suitability.   
- AS Pre-books appointment via GUI.  (Optional) 
- AS places Bitstream Order via GUI with cross-reference to Pre-qual Order and Pre-booked 
Appointment.   
 

*Note: not supported by FTP.   
 

3.2. Management of User Profiles on U.G. 

 
The U.G allows AS’s to provide their users variable configurable options within each 
Bitstream order type e.g. provide / cease / upgrade & downgrade/ faults etc.  The functionality 
is fully configurable and managed directly by each AS.   
 
The AS system administrator can give each user access to particular order types within the 
Bitstream product set.  For example one user will have access to Bitstream provides only and 
the other user will have access to provide, ceases and faults.   
 
The AS system administrator has full responsibility for the management of their users and 
user groups. This management is enabled via the U.G. Admin GUI.   
  

3.4 Objectives of the Order Handling Process 

The objectives of the order handling process for orders are: 
 
·  to outline and gather the mandatory information required to complete the order; 
·  to validate and accept a correctly detailed order from an AS; 
·  to complete the order which has been validated, providing the operational/provisioning 

team with the appropriate information to allow completion to take place; 
·  to indicate to an AS the status of the order; 
 

3.4.1 Agency Access: 

Agency access to the U.G. allows the AS’s resellers/agents to raise orders on behalf of the 
AS.  This functionality gives the resellers an individual view of their own orders, while the AS 
retains a view of all orders placed by themselves or their agent on the U.G.. 
The following level of access will apply for agency /access seeker access: 
 
Agent access: 
 

·  The AS will assign an Agent to a User-Group.  There will be one User Profile 
for Order Entry and Release.  

·  AS Agents will have access to order processing only.  Please see note below 
re faults.  

·  The agent will be able to raise the order types assigned by the AS system 
administrator - An agent user can be given access to particular order types 
within the Bitstream product set by the AS system administrator.  For 
example one agent user will have access to Bitstream provides only and the 
other agent user will have access to provides and ceases etc.   
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·  The AS agent will use the same pool of appointments and the same pre-qual 
as the AS.   

·  AS Agents can be given access to the Creation and Cancellation of all order 
types where appropriate.   

·  A single agent may have multiple users.   
·  Where an Agent has multiple users, each user will have access to all Agency 

orders.  The User-Group is used to restrict access to data appropriate to the 
User-Group only.   

·  The Agent code will be displayed on the U.G. GUI screens.   
·  The Agent Code will be (up to) an eight digit alphanumeric code.   

 
Important Note : AS should not give Agents access to Fault Handling as the AS only should 
submit faults to the AP as per agreed fault handling process outlined in section 4.   
 
Access Seeker access: 

 
·  The parent AS will have access to all Orders created by their agents.   
·  It will be the responsibility of the AS to manage its agents.   
·  The AS will have the facility to create their own Application Users.   
·  The AS will have the ability to assign a new user to the User Group, where 

appropriate via their system administrator.   
·  The AS administrator will have full responsibility for the management of their 

users and User-Groups via the UG Admin GUI.   
 

3.5 Order Types & Definitions 

3.5.1 Definition of Subscriber 

A Subscriber is defined as an AS’s end customer. 
 

3.5.1.1 Subscriber Order 

A procurement event for a telephone number associated with one AP account number, for 
provision of Bitstream to the end customer subscriber Order 

3.5.1.2 Contents of Order Entry Screen 

·  AS unique code 
·  AP account number (Required for Provide and Transfer orders only) 
·  Telephone number (including STD code) 
·  Line Type (PSTN or ISDN) 
·  DDI Number Block (applicable to ISDN orders only) 
·  Action = Order Type (Pre-qual, Data Request Bitstream (DRB), Provide, Appointment 

Reserve, Appointment Cancel, Cease, upgrade, downgrade, Transfer Pre-order, 
Transfer) 

·  VP Circuit ID, this is for ATM products only 
 
Abbreviations for GUI order types outlined below  

 
 

Order Type  Order Code  
Pre-qual QB 

Validate Account Line VAL 
Data Request for Bitstream DRB 

Provide Bitstream PB 
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Appointment Reserve ARB 
Appointment Cancel ACB 
Upgrade Bitstream UB 

Downgrade Bitstream DB 
Cease Bitstream CB 

Transfer Pre-Order Bitstream XPB 
Transfer Bitstream XB 

Provide Bitstream from Line 
Share 

PBL 

 
Information Retrieval Request 
 

Bitstream Order Tracking 
Pending loss notification 
Loss notifications 

 
 
·  Product (selected from Product List) 
·  Confirm DTAF Received (applicable to Pre-order phase of Transfer Order).   
·  Appointment Options (next available slot, next available slot after specified date, 

specified appointment date, AM/PM appointment slot (optional), specified date 
(optional)) 

·  Contact Details: customer contact details (i.e. phone number etc.).  As part of the Non-
Standard (Provide Contact Details) Provisioning process the eircom technician will need 
to contact the end customer to arrange an outage on the PSTN service, therefore, these 
end customer contact details must be accurate.  If possible a mobile number for the end 
customer should be included.  

·  Pre-Qual Reference Number. 
·  Date Service Required By (applicable to cease and re-grade orders only).   
·  Order Status (recorded, accepted, rejected, awaiting validation, awaiting status, 

undeliverable, completed, cancelled).   
·  Order Status applicable to transfer pre-orders: recorded, accepted, transfer allowed, 

blocked, expired, and cancelled.   
·  Pre- Qual result.   
·  Reference Number: alphanumeric order number specified by the AS or auto-generated 

by UG 
 

3.5.1.3 Search Criteria via GUI 

 
The Bitstream Order Tracking facility on the Web GUI allows the AS to search or track orders.  
The AS can search by each order type displayed in the drop down list in the “ search for “ box 
on the GUI.   
 

3.5.1.4 Definition of AP account number  

An AP account number uniquely identifies an AP’s end customer.  While a customer may 
have multiple account numbers, each AP account number is associated with only one 
customer and has a direct relationship with a particular telephone number.  There is also a 
one to one relationship with an account number and an installation address.  AP in this 
instance applies to both eircom and to a WLR Provider.   
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3.5.2 Order Type Definition 

3.5.2.1 Pre-qual Order (QB) via U.G. GUI:  

 
The AS can submit a pre-qual order via the GUI/FTP to determine the suitability of the line for 
Bitstream. Please see Appendix 4 for further details.  
 

3.5.2.2 Bitstream Validate Account Line (VAL) via G UI: 

 
This functionality assists the AS in the pre-order phase of Bitstream ordering.  It allows the AS 
to validate a phone number and account number combination.  If the AS gets a rejection they 
can then go back to the end customer and obtain the correct details prior to entering any 
orders on the Bitstream ordering systems.  
 

3.5.2.3 Bitstream Data Request Order (DRB): 

The DRB Order Type is an order type used to retrieve important details relating to the 
services on the line.   
 
As part of the June-09 UG release additional functionality was added to the DRB order type: 
·  Account number and telephone number will continue to be required when submitting a 

DRB order type however there will no longer be a mandatory requirement to submit the 
“line type”; this will be optional. 

·  ISDN details will still be retrieved and displayed if the line type is ISDN 
·  Other new details returned will include: 

·  Service Code:  PSTN, BRA 
·  Account Type:  WLR or ULMP 
·  Broadband Service;  Bitstream (BS), Line Share (LSH) or No Bitstream service 

(None) 
·  Pre-qual result;  including qualified service and associated profile codes will be 

displayed 
Dependent order types;  a dependent order list will be displayed on the response to a DRB 
request on the UG GUI only. This functionality will present the OAO with the next UG order 
option available to them based on the details retrieved regarding the customer’s line. 
 
List of dependent orders:  
 

• Provide Bitstream (PB) order type 
 e.g. This dependent order would be displayed if the line does not have 

Bitstream or Line Share and has an active PSTN/WLR account. 
• Provide Bitstream from Line Share (PBL) order type 
 e.g. This dependent order would only be displayed if the customer has line 

share active on the line. 
• Pre-Transfer (XPB) order type 
 e.g. This dependent order would only be displayed if the customer already 

has active Bitstream on the line and the Bitstream service is not with the 
current OAO. 

• No dependent orders 
 e.g. No dependent orders would be displayed if the customers line is ULMP 

or the line already belongs to the OAO.  
 
The DRB (Data Request Bitstream) is an order type designed mainly for new broadband 

customers wishing to connect to an Access Seeker for the provision of a Bitstream 
service. 
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For this reason the DRB dependent order functionality will not display: 
·  Re-grade (DB or UB) or Cease (CB) order type options.  
·  Any fault handling order type such as the Test sync for Bitstream (TSB) and Query 

Bitstream Details (QBD). 
 
 

3.5.2.4 Provide Order (PB) 

 
As a matter of process, AS’s CSR's should ask each subscriber whether the line they wish to 
have an ADSL service on is an ISDN or PSTN line.  ISDN lines can be pre-qualified through 
the U.G. 
 
A Provide order is an order for the provision of Bitstream to the end customer.  A standard 
provide order is an initial provide order submitted by an AS.  A service can subsequently be 
upgraded, downgraded, or transferred.  
 
Once the product is ‘in-situ’ an order can be submitted to transfer/upgrade/downgrade or 
cease the product  
 
The intention will be to minimise downtime when a product type is upgraded/downgraded, see 
section 3.5.2.8. 
 
 
Revised Non-Standard Provide Order Process:  
 
Non-Standard lines “may” be suitable for the Bitstream products listed on U.G.   
 
There are two types of "Non-Standard” orders: 
 

·  " Non-Standard Delivery (Provide Contact Details)"  
 
These Non-Standard orders are accepted on a best endeavour basis.  These orders 
requiring a Customer Premises Appointment can be placed on the UG for lines that 
need to be brought within the standards of the Bitstream products.  These orders will 
involve technical intervention from an eircom technician, involving contact with the 
end customer.  An outage will be required on the customers PSTN service to bring 
the line within standards of the product.  This outage will be arranged with the end 
customer by the eircom technician and they will verify when the outage is completed.  

 
·  "Non-Standard Delivery" 
These Non-Standard orders are accepted on a best endeavour basis but will not 
involve technical intervention from an eircom technician and will involve no customer 
outage.   

 
A provide order can be placed on U.G. for a Non-Standard line, however, the order will be 
treated as non-standard, i.e. ability to provide service on Non-Standard lines will be on a best 
endeavour basis.  Service provision of Non-Standard orders will be outside standard service 
delivery targets.   
 
The main process points are outlined below.   
 
·  U.G. Pre-qual order must return any one of the two Non-Standard results outlined above 

with a list of the products available.   
·  The appointment will be pre-booked using U.G.. 
·  The AS enters the order on the U.G.. Depending on the Non-Standard result returned the 

AS may be requested to enter accurate Contact name/address details at order entry 
stage, (i.e. for "Non-Standard Delivery (Provide Contact Details)"; order contact details 
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are required), as these will be required by the eircom technician to contact the end 
customer to arrange an outage on the PSTN service.  If possible a mobile number for the 
end customer should be included.  The order will be rejected if the Contact Details are not 
supplied for "Non-Standard Delivery (Provide Contact Details)" orders.  " Non-Standard 
Delivery" orders do not require contact details. 

·  U.G. flags to the AS that it is a non-standard order/line. 
·  When the Non-Standard provide order is accepted by eircom then the provide order 

process flows.   
·  For "Non-Standard Delivery (Provide Contact Details)" only 

·  The eircom technician will contact the end customer to arrange the PSTN outage 
between Day 0 and the Appointment date.  The eircom technician will carry out the 
necessary work to bring the line within the standards of the product.  The Bitstream 
order will then complete as normal.   
·  If there is a delay in this work being completed, WOM will provide an estimate of 

order delivery date to the AS and when the work is completed the order will 
complete as normal.   

·  If the work cannot be completed in the short term the AS will be asked by WOM 
to cancel the Non-Standard provide order.  The AS/AS Agent can cancel the 
order before order  appointment date provided that the order has not been 
completed.   

 
·  Notes/Assumptions:  

- If service cannot be provided at that time the AS will be asked to cancel the 
current Bitstream order.   

 

3.5.2.5 ISDN-Bitstream Provide Order 

The following steps should apply for ISDN-Bitstream Provide Orders: 
 
·  AS will secure an authorisation form from the customer as defined in Appendix 5, 

authorising the AS to migrate their ISDN line to a PSTN line.  The AS should indicate to 
the customer that they will lose their 2nd line (telephone number) of the ISDN service and 
any associated DDI’s or MSN’s.   

·  AS must enter a Request Bitstream (DRB) order prior to placing the Bitstream provide 
order to obtain the line details (i.e. DDI’s etc.) required for order entry.   

·  AS enters all required order details on a provide order on the U.G.. 
·  On the appointment date the eircom Technician downgrades the line to PSTN, jumpers 

for Bitstream and completes the order.   
·  The AS is notified of completion via the U.G.   
·  AS completes the Bitstream install at the subscriber premises.   
·  In this instance a 10 day appointment will be required 
 

3.5.2.6 Appointment Reserve via GUI 

This order type allows the AS to book an appointment through the GUI.  The AS can choose 
the next available slot, next available slot after specified date, specified appointment date, 
AM/PM appointment slot (optional) or specified date (optional)). 
 

3.5.2.7 Appointment Cancel via GUI 

 
This order type allows the AS to cancel an appointment through the GUI. 
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3.5.2.8 Upgrade/Downgrade Order (UB/DB) 

 
An upgrade or downgrade order will allow an AS to upgrade or downgrade between Bitstream 
products for their end customer. The following steps will apply: 
 
AS submits upgrade/downgrade order on the U.G. on behalf of the end customer.   
·  When the upgrade/downgrade order is placed the order will be processed by the required 

by date specified, except in the case of Bitstream VC products.  If the required by date is 
not specified then it will default to the next working day except in cases where a high 
speed port is required . In this instance a 5-day appointment will be required. 

 
Prerequisites:  
 
·  The AS does not need an appointment to place an upgrade or downgrade order, 

however, upgrade orders may require a new Pre-Qual.  If a Pre Qual is required for an 
Upgrade order either a “Non-Standard” or “Green” Pre Qual result is allowed if the 
appropriate product/bandwidth for the upgrade is listed. 

·  In the case of orders where a high-speed port is required on the ADSL2plus platform the 
Access Seeker must insure that the customers modem is ADSL2plus compatible prior to 
placing the order. 

 
Exceptions: 
 
·  Upgrade/downgrade orders are not available from IP-based products to a Bitstream VC 

product. 
·  Upgrade/downgrade orders are not available from a Bitstream VC product to any other 

Bitstream product. 
·  Upgrade/downgrade orders from Bitstream Express and Bitstream Swift (ATM interface 

products) to the Bitstream VC products, or within the Bitstream VC product set, are 
available via the U.G. but may result in a service break of up to 10 working days. 

·  Appointment will be necessary for an Upgrade order if a high-speed port is required. This 
will involve a short period of downtime for the subscriber. 

 
3.5.2.9 Cease Order (CB) 
 
A Cease order is an order for the removal of a Bitstream service from the end customer. 
There are three ways an order may be initiated:   
 
1) An AS ceases service on a line for an existing account. (Cease Type ‘Normal’ on U.G.) 
2) An AS/AP initiated cease due to the subscriber’s PSTN service being ceased.  (Cease 

Type ‘T’ on U.G.) 
3) An AS initiated cease due to an unresolved fault at installation of the Bitstream service. 

(Cease Type ‘Failed Install’ on U.G.) 
 

3.5.2.9.1 Process for Cessation of Bitstream and PSTN Service 

In reference to clause 2.2 of the Bitstream Access Reference Offer, Standard Agreement for 
Provision of the ADSL Bitstream Service (BARO), there may be instances where a 
subscriber's PSTN account may be terminated by eircom and/or AS. The process below shall 
apply: 
 
·  SB-WLR / PSTN operator received a failed order response to a cease SB-WLR / 

PSTN order; the failed order response indicates that there is "DSL Service on the 
line" 

·  In cases where the Bitstream/DSL is not with the SB-WLR / PSTN operator then the 
SB-WLR / PSTN operator requests eircom Wholesale (Wholesale Order Trouble 



Bitstream Service Industry Process Manual V31 
   

04/11/11  30  
 
 

Management, WOTM) to cease Bitstream/DSL on the line as they wish to cease the 
underlying SB-WLR/PSTN service.  

·  WOM will instruct the relevant Bitstream/DSL operator to cease the Bitstream/DSL 
service within 4 working days as the underlying SB-WLR / PSTN service is being 
ceased.  

·  The Bitstream/DSL operator raises a T type cease, with a required by date of 1 
working day, on the UG. This automatically ceases the billing and the Bitstream/DSL 
service.  

·  When the Bitstream/DSL operator ceases the Bitstream service WOM then notifies 
the SB-WLR / PSTN operator that the Bitstream/DSL is ceased. SB-WLR / PSTN 
service can then be ceased. 

·  If the Bitstream/DSL is not ceased by the Bitstream/DSL operator (i.e. the T type 
cease is not raised/completed) within 4 working days then eircom Wholesale will 
cease the Bitstream/DSL service on behalf of the Bitstream/DSL Service Provider 
after day 4. 

·  WOM notify Bitstream/DSL Service Provider that they are ceasing the Bitstream/DSL 
on their behalf (via phone call and email). 

·  WOM team leader raises a T type cease on the AS's behalf and notifies the SB-WLR 
/ PSTN operator via email that the Bitstream/DSL is now ceased.  

If an AS or eircom Retail wish to cease a line, where a broadband service exists with a 
different operator, they currently must ask the customer to cease the underlying broadband 
service first.  This requirement is intended to prevent inappropriate cessation of another 
operator’s service. This process will still continue to apply.  

3.5.2.10 Transfer Order (XB) (including pre-order phase) 

A transfer order will allow an end customer to change their DSL Service Provider.  The 
Gaining AS will raise a Transfer Order on the U.G. and the end customer’s port will move 
from the Losing AS’s network to the Gaining AS’s network to a Bitstream product of the 
Gaining AS’s choosing.  

The Transfer Order will involve a short period of downtime for the end customer.  If moving 
from the current ADSL platform to the ADSL2plus high speed platform the standard 10 day 
lead time will be required. 

The AS will follow these steps in submitting a transfer order: 
 
1. Gaining AS will secure a DSL Transfer Authorisation Form from the customer as defined 

in Appendix 6, authorising the Gaining AS to cease existing service with the Losing AS on 
their behalf.   

2. The Gaining AS then submits a notice of the impending transfer order to eircom 
Wholesale.   

·  Pre-order notification order submitted on the U.G.   
·  Gaining AS/AS agent can view list of pre-orders they have submitted. 

3. eircom Wholesale advise the Losing AS of an impending transfer order.   
·  Pre-order notification (including e-mail) sent to the losing AS.   
·  Losing AS can view list of pre-order notifications received on the U.G. 
·  AS Agents do not receive pre-order notifications. 

4. Losing AS then has an opportunity to contact the customer and advise of specific 
obligations resulting from the impending transfer order. 

5. The losing AS can then submit a “block” on the transfer order on an exceptional basis. 
·  Losing AS submits block order  

6. The gaining AS attempts to submit the transfer order on the U.G. five working days after 
the notice is given (at step 3). 

·  If there is no block placed on the transfer the Gaining AS has 5 working days 
from receipt of pre-order notification to place the transfer order. 

·  If block is removed by the Losing AS: 
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·  Gaining AS notified that block has been removed (via e-mail).  The email will 
contain the UG Order ID. 

·  Gaining AS/AS Agent can submit the transfer order for up to 5 working days 
after notification of block removal.  

When the transfer order is placed the order will automatically be processed.   
7. eircom Wholesale process the transfer order and Gaining AS is notified of order 

completion on the U.G.. 
8. eircom Wholesale inform Losing AS that the transfer has been completed via the U.G. 

and via e-mail notification. 
9. Losing AS ceases their retail service and issues final invoice including any contract 

payments. 
 
Prerequisites:  
 
·  The AS must have a port available in the exchange to proceed with order entry.  The AS 

does not need an appointment for the order.  
 
Exceptions: 

·  The Transfer process does not apply to the Bitstream VC products (Comet VC, Sonic 
VC, Express VC and Swift VC).  For a Bitstream subscriber port to move from one AS 
to another involving a Bitstream VC product, the service must be ceased and 
provided. 

·  Delivery time on a Transfer will vary depending on the port requirements of the order. 

3.5.2.11 Re-schedule (change) Functionality 

 
A re-schedule allows an amendment to the appointment date, i.e. a re-schedule of 
appointment date on a Bitstream order, which is not yet completed.  An Order cannot be 
changed if it has reached ‘completed’ or ‘delivered’ status.  Re-schedules cannot be accepted 
beyond the appointment date.  Re-schedule may result in delivery of service to the end 
customer outside of standard delivery time.   
 
A re-schedule is not possible on transfer, transfer pre-order, block order, cease and upgrade, 
or downgrade orders. . 
 
The re-schedule functionality is only available from “ Bitstream Order Tracking “ menu on the 
U.G. GUI. It is not a standalone order type available via the main Bitstream Order Menu.  The 
re-schedule functionality can also be accessed from the summary order-tracking screen. 
 

3.5.2.12 Cancel Functionality 

Cancel will remove Bitstream prior to “delivered” status and post “accepted” status.   
 
The Cancel functionality is only available from “Bitstream Order Tracking“ menu on the U.G. 
GUI.  It is not a standalone order type available via the main Bitstream Order Menu.  The 
Cancel functionality can also be accessed from the summary order-tracking screen.   
 
An order can be cancelled when it is required to cancel all DSL provisioning or removal work 
being carried out in conjunction with that order provided the order hasn’t reached “delivered” 
status. If the order has reached “delivered” status a cease order will have to be sent in for that 
line. 
 
 
If an AS wishes to cancel an order within 4 working days of the due date of the order they 
must email the Wholesale Order Management (WOM) team to notify them of this 
‘cancellation’ as well as submitting the cancellation on the Unified Gateway. 
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It is recognised that the process design should be based on the best interests of the 
subscriber.  Therefore if a subscriber wishes to cancel their order and implementation work 
has not begun it should be possible to stop the work without any implementation charges 
being incurred. 
 
A cancellation is not possible on transfer, cease, upgrade, or downgrade orders on the U.G.. 
 
3.5.2.13 Provide Bitstream from Line Share 
 
The Provide Bitstream from Line Share (PLB) order type follows the same process as a 
provide order type as outlined in 3.5.2.4.  The main difference in this instance is that the end 
customer has their broadband service via line share.   
 
Line Share is a methodology whereby the voice frequency service provided by eircom and the 
high frequency service provided by the AS may be integrated over the same two-wire metallic 
path 
 
Prior to placing a PLB order an AS will have to run a QA order type to determine if the end 
customer has Bitstream, line share or no broadband service.   
Post June 2009 a DRB can be run to provide this detail.   
 
The QA order type can be found on the information tab on the U.G. GUI.   
 

3.6 Order Statuses 

3.6.1 Order Status Definition  

 
The order status is used as an indicator to reflect the current stage of the process.  Each 
order type will have an order status under the ‘CLI details’ on UG.  Full details of the order 
status can be viewed from the Bitstream Ordering Tracking screens on the U.G.  
 

3.6.1.1 List of order statuses 

An order can have one of a number of possible status types as follows: 
 

·  Recorded 
·  Accepted 
·  Rejected 
·  Undeliverable 
·  Completed 
·  Cancelled 

 

3.6.1.2 List of order statuses for Transfer Pre-ord er notifications: 

 
·  Recorded 
·  Accepted 
·  Rejected 
·  Transfer Allowed  
·  Blocked   
·  Expired  
·  Cancelled 

 



Bitstream Service Industry Process Manual V31 
   

04/11/11  33  
 
 

3.6.1.3 Subscriber order details 

The mandatory elements of a subscriber order, which must be entered for the order to 
receive an ‘order accepted’ status, are 
 

·  AP account number (Provide and Transfer Orders only) 
·  Telephone number - STD code and telephone number 
·  Line Type (PSTN or ISDN) 
·  DDI Number Block (applicable to ISDN orders only) 
·  Action = Order Type (Pre-qual, Data Request (DRB), Provide, Appointment Reserve, 

Appointment Cancel, Cease, upgrade, downgrade, Transfer Pre-order, Transfer).  
·  Order Number: if not specified by the AS it is automatically generated by the U.G.   
·  Product (selected from Product List)  
·  VP Circuit ID (applicable to Bitstream VC products only)  
·  Date service required by (applicable to cease and re-grade orders only). 
·  Contact Details: customer contact details (i.e. phone number etc.). As part of the 

Non-Standard (Provide Contact Details) Provisioning the eircom technician will need 
to contact the end customer to arrange an outage on the PSTN service, therefore, 
these end customer contact details must be accurate.  If possible a mobile number 
for the end customer should be included.  

·  Pre-Qual Reference Number 
·  Appointment Options (next available slot, next available slot after specified date, 

specified appointment date, AM/PM appointment slot (optional), specified date 
(optional)) 

·  Confirm DTAF Received (applicable to Pre-order phase of Transfer Order). 

3.6.1.4 Search Criteria via GUI 

 
The Bitstream Order tracking facility on the Web GUI allows the AS to search or track orders.  
The AS can search by each order type displayed in the drop down list in the “ search for “ box 
on the GUI.  Order details outlined below: 

 
·  Action = Order Type 
·  Dates and times (processing time and date stamps at status stages which is order 

management system generated) 
·  Order Status (recorded, accepted, rejected, undeliverable, completed, cancelled).  

·  Order Status applicable to transfer pre-orders: recorded, accepted, transfer allowed, 
blocked, expired, and cancelled. 

·  Telephone number - STD code and telephone number 
·  AP account number (Required for Provide and Transfer orders only) 
·  Line Type (PSTN or ISDN) 
·  Pre-Qual Result (either Green or Non-Standard) 
·  Dates (dates applicable to order status’) 
·  Product Names 
·  VP Circuit ID (applicable to Bitstream VC products only) 
·  Pre-Qual Reference Number 
·  Created by user identification 
·  Reference Number: alphanumeric order number specified by the AS or auto-generated 

by UG 
 
Each AS will be responsible for the capture and submittal of accurate and complete 
subscriber orders.  In the event that an AS order is deemed not to meet order acceptance 
requirements for reasons outlined in the sections related to order acceptance, the order will 
be rejected automatically. Following a rejection, it is proposed that the AS will make any 
necessary changes, and re-submit the order to the AP. 
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3.6.1.5 Definition of recorded status  

·  An order on entry into the U.G. has a status of “recorded” when it has been entered into 
the system but has not yet been accepted.  

3.6.1.6 Definition of accepted status  

An order status is altered from “recorded” to “accepted” when it has been accepted by eircom 
and the appointment date/ slot (if required) on the order allows sufficient time for provisioning 
of the Bitstream service to be carried out.  

3.6.1.7 Definition of “Transfer Allowed” status  

A transfer pre-order order obtains a ‘transfer allowed status’ when a transfer can be entered 
on the U.G., i.e. there is no block on the order and the correct date for transfer has been 
reached. 
 

3.6.1.8 Definition of “Blocked “ status 

If a transfer pre-order order is blocked it obtains a ‘blocked status’ i.e. a transfer order cannot 
be placed on this order until the block is removed or expires where the process begins again.   
 
  

3.6.1.9 Definition of “undeliverable” status 

An order obtains the undeliverable status when the order cannot be delivered.   

 

3.6.1.10 Definition of “rejected” status 

 An order obtains a rejected status when either: 
·  Cross-field validation against eircom customer data fails 
·  Status of the underlying PSTN service is inappropriate 

3.6.1.11 Definition of “completed” status 

An order status changes” to “completed”, once the following conditions have been met: 
 
·  The AP will complete a continuity test to ensure that the components from the frame to 

the DSLAM have been completed correctly. Additional tests are as per standard phone 
installation.   

·  The order status is updated to “completed”, when the work at the local exchange has 
been carried out.   

3.6.1.12 Definition of “in-situ” status 

The service is described as being ‘in-situ’ once the AP has successfully completed all work in 
relation to the order and the service is now controlled by the AS.  Confirmation that the AP 
has successfully completed all work in relation to the order is provided by the order status 
being updated to “completed." 
 

3.6.1.13Definition of “expired” status   

A transfer pre-order order can receive an “expired” status when the set date for expiry has 
been reached. 
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 3.6.1.14 Definition of “cancelled” status   

An order line can receive a “cancelled” status when an order is cancelled prior to “completed” 
status. 
 

3.7 Appointments 

3.7.1 AS Appointment Date 

3.7.1.1 AS “Appointment Date” Slots 

All provisioning of Bitstream services will require an AS Appointment Date.  The AS can allow 
the AP to automatically assign an appointment to the Bitstream order via FTP or the AS can 
choose an appointment via the GUI.  The following options are available via the GUI: 
 
Appointment Reserve via GUI 
 
This order type allows the AS to book an appointment through the GUI.  The AS can choose 
the next available slot, next available slot after specified date, specified appointment date, 
AM/PM appointment slot (optional) or specified date (optional)). 
 
Appointment Cancel via GUI 
 
This order type allows the AS to cancel an appointment through the GUI.   
 
The appointment date will allow the AS to determine the date from which they will be able to 
complete their installation at the subscriber’s premises.   
 
An AM appointment means that the technician will do the installation between 9am and 1pm 
and a PM appointment means that the installation will happen between the hours of 1pm and 
5pm.  
 

3.7.1.2 Provisioning 

The number of appointment slots available will be determined by the team leader (eircom or 
third party) for the area and will be divided among the AS’s by eircom based on the port 
forecasts supplied by AS’s.   
 
The AS Appointment Date slots will be made available at least 5 working days ahead of the 
date of first contact, allowing facilities allocation and internal exchange work to be completed 
before the AS requested installation date. 

3.8 Timeframes 

3.8.1 Hours of business  

 
The core hours of business are 9:00 am until 5:30 PM, Mon to Fri, excluding Public Holidays 
and Bank Holidays. 
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3.8.2 Provide Order: 

Bitstream provide orders are delivered by the agreed Appointment Date, as per the Service 
Level Agreement for the Service Delivery and Service Assurance of the eircom 
ADSL/ADSL2+ Bitstream Service.  Standard delivery of a Bitstream provide order generally 
follows this timeline: 
 
·  order submitted - day1 0. 
·  order accepted/rejected – day 0. 
·  order completed – by appointment date. 
 
Note: Service provision of Non-Standard orders will be outside standard service delivery 
targets of 5 working days.  The ability to provide service on these Non-Standard lines will be 
on a best endeavor basis. 
 

3.8.3 Transfer Pre-order/Transfer Provide Order: 

SCENARIO A: NO BLOCK ON TRANSFER: 
 
·  Gaining AS places and releases Transfer Pre-order –Day 0. 

·  Order Status set to ‘A – Accepted’ – Day 0 
·  Order Status set to “T- Transfer Allowed” – day 6 
·  Order Status set to “X-expired” day 11 if no transfer placed 

 
SCENARIO B: BLOCK ON TRANSFER. BLOCK NOT REMOVED: 
 
·  Gaining AS places & releases Transfer Pre-order-Day0 

·  Order Status set to ‘A – Accepted’- Day 0 
·  Order Status set to “T- Transfer Allowed” – Day 6 if no block 

·  Losing AS places block on Transfer- Day 5 
·  Order Status set to ‘B–Blocked’- Day 5 

·  Block not removed 
·  Order Status set to “X-expired” Day 11 
 
SCENARIO C: BLOCK ON TRANSFER. BLOCK REMOVED WITHIN 5 WORKING DAYS: 
 
·  Gaining AS places & releases Transfer Pre-order-Day0 

·  Order Status set to ‘A – Accepted’- Day 0 
·  Transfer allowed date set to – Day 6 
·  Expiry date set to Day 11. 

·  Losing AS places block on Transfer- Day 2 
·  Order Status set to ‘B–Blocked’ 

·  Losing AS removes the block on Transfer- Day 4 
·  Order status set to “Accepted” – Day 4 
·  Order Status set to “transfer Allowed” – Day 6 

·  Transfer Order placed & released between Day 6 and Day 10 inclusive. 
·  Status set to ‘X’-expired- Day 11. 
 
SCENARIO D: BLOCK ON TRANSFER. BLOCK REMOVED AFTER 5 WORKING DAYS: 
 
·  Gaining AS places & releases Transfer Pre-order-Day0 

·  Order Status set to ‘A – Accepted’- Day 0 
·  Transfer allowed date set to – Day 6 
·  Expiry date set to Day 11 

                                                           
1 Day refers to Working Day 
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·  Losing AS places block on Transfer- Day 2 
·  Order Status set to ‘B–Blocked’ 

·  Losing AS removes the block on Transfer- Day 8 
·  Order status set to “Transfer Allowed” – Day 8 

·  Transfer Order placed & released between Day 8 and Day 13 inclusive. 
·        Status set to ‘X’-expired- Day 14. 
 

3.8.4 Cease Order 

 
 
As per provide order, however, the AP will aim to complete ceases by the required by date 
(as specified by the AS on the U.G.).  The required by date can be as little as one working 
day. 
 

3.8.5 Cancel Functionality: 

Depends on what stage the order is at upon placement of cancel order. 
The AS will not be able to successfully place a cancel order 48 hours before the required by 
date of the order 
 

3.8.6 Re-seclude (Change) Functionality: 

Depends on what stage the order is at upon placement of change order. 
 
3.8.7 Upgrade/downgrade Orders 
 
As per provide order, however, the AP will aim to complete the order by the required by date 

 

3.9 Order Handling Contacts 

Order handling contacts will be re-verified by all ASs/APs on initial service establishment.  
Updates and changes to contacts will be managed on an adhoc basis.   
 
A single point of contact for order handling for all ASs and APs is proposed.  This should 
consist of:  

3.9.1 Standard Contacts 

·  eircom Wholesale freefone phone number, 1800 656 656 
·  WOM e-mail address 
 

3.9.2 Escalation Contacts 

·  Office and Mobile phone numbers for Bitstream level 1 and level 2 contacts.    
·  e-mail addresses for Bitstream level 1 and level 2 contacts 
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3.10 Order Management escalation procedures 

The escalation of an order process may occur at two levels: 
 
·  If the target time for an action has elapsed without the action being completed, the 

appropriate Level 1 contact shall be notified and the appropriate steps shall be taken. 
·  In the event that the order has still not progressed as expected, and no evidence of 

progress exists, the second level of contact shall be used to agree appropriate steps to be 
taken. 

 

3.11 Level 3 Process Flow Diagrams: 

3.11.1 Subscriber Orders 

Order Type Completion Timeline Exclusions/Assumptio ns 

Provide Order (PB) 5 Working Days 

The following provide orders will all 
require a 10 day timeline: 
·  ISDN migration 
·  Non-Standard  
·  Bitstream VC 
 

ISDN-Bitstream Provide Order 10 Working Days  

Upgrade/Downgrade Order (UB/DB) 1 Working Day 
UB requiring movement of platforms 
from ASAM to ISAM will require a 5 
day timeline. 

Cease Order (CB) 1 Working Day  

Transfer Pre-Orders (XPB) 5 Working Days  

Transfer Orders (XB) 1 Working Day 

 
Assumes Transfer Pre-Order is at 
“Transfer Allowed” Status. 
 
Transfer with Upgrade requiring 
movement of platforms from ASAM 
to ISAM will require a 5 day timeline. 
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Subscriber Provide Order - No Rejections 

 
 
 

Subscriber Provide Order – Rejected 

 

Subscriber Provide Order – No Rejections  

Access  

Provider  
Access Seeker  

Access Seeker subscriber order submitted for 
acceptance (status = recorded) 

Access Seeker 
completes all mandatory 
subscriber order  fields 

Access Provider 
Validates the 
order 
 Access Provider accepts subscriber order/order line 

(status =  accepted) 

Access Provider completes Bitstream access activation 
(status = completed) 
 

Access provider commences provisioning 
activities  

 

 

Subscriber Provide Order - Rejected  

Access  
Provider  Access Seekers  

U.G. returns error message detailing problem, (status 
= rejected) 

Access Seeker must re-submit the corrected order  

(status = recorded) 

Access Provider accepts the order     
(status = accepted) 

Access Provider 
validates and 
accepts the order 

Access Seeker inputs incorrect data in mandatory 
field (status = recorded) 

The U.G will reject 
the order and the AS 
must re-submit 

Access Provider completes Bitstream access activation 
(status = completed) 
 

Access provider commences provisioning 
activities  
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Subscriber Provide Order – Failure 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 Failure of Subscriber Provide Order  

Access   Provider  Access Seekers  

AS subscriber order submitted for 
validation (status = recorded ) 

AS completes all 
mandatory subscriber 
order  fields 
 

AP 
validates all mandatory 
subscriber order  fields 

AP accepts subscriber order 
( status =  accepted) 

 

( 
  
  

  
  

Access Provider fails to complete Bitstream access 
activation (status = cancelled) 

Access provider commences provisioning 
activities 
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Order Reject Messages 

 
The most common rejection codes are listed below.  

1 Missing Mandatory Field 
7 Duplicate Order Number for this OAO 

10 Cannot proceed because of TOS 
20 Account Number Invalid 
23 Account Number not minor WLR account with OAO 
32 Telephone Number is not valid 
33 Tele Number not with account 
34 DDI Invalid 
47 Invalid Required Date/Time for a Cease Order 
70 Customer account is not active 
80 Telephone line is not active. 
81 Telephone Line Type is invalid 
82 DDIs/MSNs not listed against the line 
83 Customer account does not have service with you. 

105 Order Undeliverable  
130 Bitstream Appointment failure 
131 Bitstream Product is invalid 
132 Line has failed to pre-qualify. 
133 No existing Bitstream on Line 
139 Bitstream service is not currently with OAO 
140 Bitstream service is currently with OAO 
141 No Transfer Pre-Order found. 
144 DSL Service already on the Line 
156 Order has been blocked by Losing OAO 
160 Cannot validate incoming request because downstream systems are not available. 
162 Line Unsuitable for DSL 
163 The Profile code supplied cannot be used with the existing DSL service. 
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Subscriber Cease Order 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Access Provider accepts subscriber cease order and 
commences cease activities (status = accepted) 

 

Subscriber Cease Order - Access Seeker to Access  

Provider  (For bitstream lines currently in-service – i.e.  

with status “complete”)  
Access  

Provider  
Access Seeker  

Access Seeker subscriber cease order 
(status = recorded)  

Access Seeker 
completes all 
mandatory 
subscriber cease 
order  fields 

Deactivation completion 
(status = completed) 

  

Access Provider 
validates the order 
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Subscriber Service Upgrade/Downgrade Order 

 

 
 
 
 
 

 

 

 

 
 
 
 
 
 
 
 
 
 
 

 
Subscriber Service Upgrade/Downgrade  

 Order 

Access  

Provider  
Access Seeker  

For product 
upgrade, 
A pre-qual may 
be required for 
particular 
products. Access Provider accepts new order 

(status = accepted) 

Access Seeker enters 
upgrade/downgrade order 

(status =recorded) 

Access Provider commences provisioning activities 

Access Provider bitstream access activation 
completion 

(status = completed) 
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Subscriber Service Transfer Order 

 
 
 
 

Subscriber Service Transfer 
Order 

Access  

Provider  
Access Seeker  

Access Provider accepts new order 
( status = accepted) 

Access Seeker enters 
Transfer order 

( status =recorded) 

Access Provider commences provisioning activities 

Access Provider  bitstream access activation 
completion 

( status = completed) 
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3.12 Example Template Order Entry Screen  

 
Provide 
 

 
Transfer 



Bitstream Service Industry Process Manual V31 
   

04/11/11  46  
 
 

3.13 Web Services 

The UG Web Services Access Channel provides real-ti me access to the UG 
A detailed description of Web Services is contained on the Wholesale UG Data Contract.  The 
AS Administrator can download this from the UG system.   
 
Connectivity  
A User Account is required by the AS to use the Web Services Channel 
This includes a Digital Certificate, Username and Password.  A.url/endpoint is also required.  
(See examples below) 
The AS will require the help of an IT developer to create the necessary software to be used in 
conjunction with the Web Services account.   
This is fully detailed in the Wholesale UG Data Contract 
 
Types of Orders  
1. Web Services allow the submission of orders in real time, e.g. a QB (Query Bitstream) 

order.  This order returns Pre-Qual results for a requested line(s).   
2. The Query Web Services order provides information on orders already submitted 
3. Other orders are also detailed in the Wholesale UG Data Contract 
 
The url/Endpoint will reflect the order type being submitted  
Typical examples are: 
 

Order Type  Abbreviation Production Environment End point  

PreQual Bitstream QB https://ugwsrv.eircom.ie/WS/QB  

Test Telephone  
Line 

TTL <https://ugwsrv.eircom.ie/WS/TTL > 

 

3.14 CSID 

CSID is an alternative method of authenticating customers without the need for username and 
password.   
 
eircom Wholesale undertakes 1st level authentication via domain name. 2nd level 
authentication is performed by Access Seekers. Access Seekers have two methods of 
performing 2nd level authentication of broadband subscribers. 
 
1) Using username and password 
2) Using CSID authentication 
 
CSID authentication  
 
CSID is an alternative method for an Access Seeker to authenticate its subscribers, thus, 

eliminating the need for username and passwords. CSID's are currently being sent to all 
Access Seekers, via UG notifications, for all applicable orders. In particular the "BI 
notification" which is issued at order acceptance is specifically designed to provide the 
Access Seeker with the CSID as early in the ordering process as possible.  The 
"Completion" notification contains the final notification of the subscribers CSID.  Access 
Seekers using CSID for authentication need to keep a record of all CSID's on their radius 
servers to enable 2nd level subscriber authentication.  Any changes made to the 
subscribers CSID's post order completion will be communicated to Access Seeker via 
further UG notifications.  
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There are two formats of CSID's, which are  dependent upon the DSLAM type the customer is 
bring served from. Access Seekers will receive either a BRAS or a DSLAM CSID format. 

 
CSID Formats  
 
There are two types of CSID formats 
 
1) CSID via BRAS port details for ATM DSLAM's 
2) CSID via DSLAM port details for Ethernet DSLAM's 
 
1) Solution for Access Seekers subscribers delivered off the ATM DSLAMs is that BRAS port 

information is used for authentication 
 

·  Using the BRAS Port details, including the subscribers VP/VC at that BRAS port, 
via L2TP Calling # AVP:  

·  The BRAS Port ID is sent to the Access Seekers at line activation via the UG 
‘UNIQUE_ID’ field in the "BI notification" and via a "completion notification" (e.g. 
<UNIQUE_ID>blp108302200499</UNIQUE_ID>) 

·  The BRAS LAC generates L2TP Calling Number AVP 22 for incoming-call request 
(ICRQ) packets, which the LAC sends to the LNS during session setup 

·  Example of L2TP Calling # AVP format for ATM DSLAM sent to Access Seeker 
LAC:  
·  CSID: “prp108010000051”. This can be broken down as follows: ("prp1", "08", 

"0", "100", "00051") and is defined as (ATM slot "08", port "02, VPI "100", VCI 
"51" of the Priory Park "prp1" BRAS)  

 
2) Solution for Access Seekers subscribers delivered off the Ethernet DSLAMs is that DSLAM 

port information is used for authentication 
 

·  DSLAM PortID from ISAM (via PPP Relay) sent to OAO LNS via L2TP Calling # is: 
·  "DMW22 atm 1/1/03/05:8.35#”* (Rack 1 / Shelf 1 / Slot 03 / Port 05 : ATM VPI 

8 . VCI 35 off DSLAM DMW22 with atm based DSL) 
 

Access Seekers must still continue to send realm information 
(‘@AccessSeeker.com) in PPP setup requests. If the Access Seeker chooses 
to use CSID authentication then username and password authentication is 
no longer required.  
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4. Fault Management  

This chapter should be read in conjunction with the Bitstream dual NTU/splitter Installation 
Manual  

4.1 Introduction 

 
This Section covers the following main Level 2 Fault Management processes:  
 

 
It describes the post provisioning process for dealing with operational issues relating to in 
service Bitstream service.  These items include fault reporting, fault handling and fault 
resolution procedures for the Bitstream product.  It details areas of demarcation for the 
determination of responsibility and initiation of correct fault diagnostics. 
 
It outlines in detail the definitions used and the fault management information, which needs to 
be passed by ASs/APs to isolate, resolve and close incidents/faults.  It also details the high 
level process to be followed in reporting and monitoring the progress of a fault. In addition it 
sets out specific information required and forms to be used when reporting a fault to another 
operator. Escalation procedures are also provided for in this section.   
 
This section does not contain an exhaustive list of all possible scenarios/contingencies in the 
fault management process 
 
For the purposes of this industry process manual faults/incidents relate to the Bitstream 
product.  Faults/incidents relating to services, which operate over the Bitstream product, are 
deemed to be the responsibility of the relevant AS and outside the scope. 
 
General inquiries/queries from subscribers, for which ASs/APs are responsible for resolving, 
are excluded from the industry process manual. 
 
The following topics will be covered: 
 
Principles of Bitstream Fault Management 
Objectives of the Fault Management Process 
Fault Management Definitions 
·  Incident 
·  Fault 
·  Repair 
·  Incident/Fault notification 
·  Trouble ticket 
·  Tier 1 Fault Analysis  
·  Tier 2 Fault Analysis  
·  Bitstream service and Fault Management Demarcation Points 
·  Fault Management Contacts 
·  Level 2 Fault Management processes 
·  Level 3 Fault Management processes 
·  Escalation Guidelines 

FFaauull tt
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4.2 Principles of Bitstream Fault Management  

As a general principle an operator must prove any fault out of its own network before 
reporting the fault to another operator. 
 
An Access Seekers agent/reseller must not report a fault to the AP.  
 
There is a requirement to complete an industry agreed common set of tests to be performed 
by all to aid fault diagnostics  
 
“When a subscriber reports a fault to an AS the AS must firstly verify with the subscriber that 
their normal PSTN service is available. The result of this verification should be detailed on the 
‘Bitstream fault logging form’. If it is discovered that their PSTN service is not working they 
should direct their subscriber to the AP. 
 
The AP will reserve the right to speak directly to the AS’s subscriber during the Fault 
Management process if the customer’s co-operation is needed as part of the diagnostics 
 
The subscriber should leave their modem and device switched “on” until instructed when they 
are reporting a fault to enable the AS/AP to remotely test the line during the Fault 
Management Process.” 

4.3 Objectives of the Fault Management Process 

·  to outline and gather  the mandatory information required to log a incident/fault  
·  to accept a correctly detailed incident/fault from an AS/AP (See  Appendix 2 – Fault 

logging form) 
·  to facilitate the isolation, resolution and closure of AS/AP reported incident/fault  
·  to make available to an AS/AP the status of a incident/fault  

4.4 Fault Management Definitions. 

4.4.1 General enquiry/query:  

A general enquiry/query is an interaction between a subscriber and an AS/AP, which does not 
concern a loss or degradation of their ADSL service  

4.4.2  Incident: 

An incident is an event, which occurs within the AP’s/AS’s Network that may cause a loss of 
service to subscribers 

4.4.3  Fault: 

A fault is a problem that effects/prohibits a subscribers service, either service threatening 
(deteriorating service) or loss of service (completely dead).  All fault reports will be 
investigated to determine the root cause of the fault, and the root cause will be repaired. 
 
When a subscriber wishes to make a query or experiences a fault they should report this to 
the AS from whom they purchased the ADSL service. In the event that a subscriber 
incorrectly makes contact with an AP they will be referred to the AS from whom they 
purchased the ADSL service to report their fault/query. 
 

4.4.4 Repair: 

The actual process of isolating, resolving and closing the Bitstream service fault. 
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4.4.5 Incident/Fault Notification 

The methods and processes by which an AS or AP can report a fault: 
·  U.G. Fault Reporting 
·  Electronic email if U.G. unavailable  
 
Incident/fault notification categories: 
 
·  Subscriber service affecting  
·  Non subscriber service affecting 
 
Incident/fault notification types: 
 
·  Subscriber to AS 
·  AS to AP  
·  AP to AS 

4.4.6 Trouble Ticket 

A trouble ticket is the mechanism by which all Bitstream faults will be recorded by Ass/Aps. 
(See Appendix 2 – Fault logging form) 
Tier 1 Fault Analysis: 
ASs follow the industry agreed script (see Tier 1 and Tier 2 – Structured questions) and 
perform the agreed industry tests to screen out Tier 1 faults. 2 
Tier 2 Fault Analysis: 
ASs follow the more detailed industry agreed script/structured questions  (see Tier 1 and Tier 
2 – Structured questions), (using appropriately skilled personnel) and performs the agreed 
industry tests to screen out Tier 2 faults.3 
 
Bitstream & Fault Management Demarcation Points 
This defines the physical elements of Bitstream service and defines the respective parties’ 
ownership and responsibilities.  
 
Incident and Fault Management Contacts:  
Defined points of contacts within the respective AS/AP’s organisations. 
Escalation Guidelines 
Defines method for expediting the resolution of an incident/fault (see 4.9) 
 

4.4.7 Authentication Process 

This process will allow operators to localise issues correctly and reduce fault resolution times 
in relation to Authentication issues. This solution, involves recording an authentication attempt 
as part of Bitstream fault logging, as part of the assurance process  

Process: 

1. End user reports authentication issues to their Bitstream Operator. 

2. The Operator performs Tier 1 diagnostics and eliminates customer issues. 

3. The Operator asks the end user to attempt an authentication check by changing their 
connection username to their broadband number @ their domain.com, e.g. 

                                                           
2  Tier 1 diagnostics should not be limited to the industry agreed scripts and tests. It should include gathering subscriber details, 
CPE details and all symptom fault details. There may be different levels of analysis within this tier, but the analysis must be 
sufficient to allow further analysis by Tier II.  
 
3 Tier 2 diagnostics should enable an AS/AP to state unequivocally that an incident /fault lies outside of their network. 
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‘011234567@Operator.com’ and then trying to authenticate. They should only need to do 
this once. The authentication attempt will fail but this will provide the eircom server with a 
record of the attempt. There is no requirement to change the end user’s password. 
Following the authentication attempt the username can revert to the original username. 

4. The Operator will enter the username in the notes field on the Unified Gateway (it will 
always be the end user’s broadband number @ their domain). The Operator also needs 
to enter in the date and time that the end user changed to this username.  

5. eircom Wholesale Customer Service Centre (WCCC) will screen the fault report (in the 
case of report code 294) to make sure that the username and the date/time of  attempted 
authentication is recorded on the NOTES field of the trouble ticket. If the relevant details 
are there, WCCC will accept the fault and assign it to the Service Assurance Centre 
(SAC). Where insufficient or incorrect details are provided by the Operator, the fault is 
rejected by WCCC, with supporting text 

6. On receipt of this information eircom SAC will confirm the authentication attempt and 
check the port details. SAC can also check previous authentication attempts for any 
issues and perform some further analysis on the service. They will resolve the fault or 
eliminate any issues on the eircom network, as appropriate.   

7. The Operator will receive a Pending Clear notification via the UG and can then confirm 
with their end user that service has been restored or proved outside of the eircom 
network. As per standard fault handling procedure if the Operator does not reject the 
‘Clear’ the fault will move to “Permanent Clear” within 8 hours. If the Operator wishes to 
keep the fault open, it is necessary for the Operator to confirm that they have made the 
changes recommended from the comments in the original fault. WCCC can then assign 
the fault to SAC to confirm that they can see these changes.  

8. In the case of a Repeat fault, the same process will apply - it is necessary for the 
Operator to confirm that they have made the changes recommended from the comments 
in the original fault. WCCC can then assign the fault to SAC to confirm that they can see 
these changes. The repeat fault should be rejected by WCCC if the Operator does not 
confirm any recommendations have been implemented.  

�
4.4.8 Logging a Bitstream Fault where a PSTN line f ault is present.  

 
This process allows Bitstream faults to be reported where a line fault is present. The line fault 
in this case can only impact the Bitstream service with the voice services continuing to 
operate as normal. 
 

As part of the fault logging process a question will be asked requiring the Operators to 
confirm that the line fault indeed only affects the Bitstream service. The question is as 
follows: 

 
“Please confirm with the customer that the voice service is operating normally”.  

 
Selecting Yes, allows the Bitstream fault to be accepted by the UG where a line fault 
is present.    

 
Selecting No, means that the fault must be logged as a line fault. The request will be 
rejected by the UG and the Operator should log the fault as a line fault. If the line is 
with another Operator the Operator should instruct the end user to contact their line 
provider to log a fault.  
 
It is imperative that Operators adhere to this process thereby ensuring faults to flow 
more efficiently within the eircom Fault Repair processes.  
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4.4.9 Repair Appointments 

 
If a fault is submitted to the AP, that is proved to be isolated to the AP’s network and a 
customer (AS’s customer) site visit is required to resolve this fault, the AP will arrange this 
repair appointment directly with the AS’s customer.  The AP will keep the AS updated in 
relation to the fault and notify then when the fault has been closed. 
 
If the fault resolution lead-time is delayed or effected due to the AP experiencing difficulty in 
contacting the AS’s customer to arrange a repair appointment.  The fact that there has been a 
delay in contacting the AS’s customer and the fault lead time delay as a consequence will be 
flagged against the fault to the AS.  The reason for delay in the fault resolution will then be 
clearly visible to the AS.   

4.4.10 Customer Site Visits for Bitstream Repair.  

This process allows Operators to request site visits. It is envisaged that faults such as “no-
sync” may require a site visit to resolve the issue. In cases where a site visit is deemed 
necessary by an Operator a charge will apply where the fault is proven to be outside the 
eircom network/service.  

 
The fault process contains a question which requires the Operator to confirm that they 
accept the charge in such cases. The question will be as follows: 

 
 “For on-site appointments at the OAO end customer premises please confirm that 
the OAO accepts any charges incurred by eircom where the fault is proven outside of 
the eircom network/service”.   

 
Selecting “Yes”, means the Operator can book an appointment for a site visit and 
accepts the charges as outlined above. 

 
Selecting No, will mean that no site visit will be initiated. 

 

4.4.11 Additional Bitstream Fault Handling Process – Repeat Faults 

 
Faults that have been cleared as 002 (No fault found) will have been checked to the MDF. If 
the Operator wishes to log a repeat fault on the same line (within two weeks) then the 
Operator must request a customer site visit. The customer site visit will operate per the rules 
as outlined in section 4.4.10 Customer Site Visits for Bitstream Repair above.  
 

4.5 Physical Demarcation Points 

In order to ensure correct and accurate incident/fault isolation the Bitstream service 
demarcation points must be detailed  
 
Physical demarcation points are the points identified as those where responsibility ends for 
one operator and begins for the other.  These are: 
 
·  AP Service termination point- = Dual NTU/Splitter (subscriber premises) 
·  AP Service termination point =AP regional POP (network side) 
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4.6 Fault Locations and Types of Faults 

 
Fault Location  Responsibility  
   
Subscriber Level  AP AS 
Dual NTU/Splitter X  
Copper pair (exchange to dual 
NTU/splitter)  
NB: Pair is guaranteed for PSTN service 
only                                          

X  

Internal wiring beyond dual NTU/splitter  X 
AS CPE  X 
AS service  X 
   
Exchange Level    
DSLAM associated equipment X  
DSLAM VP to eircom regional POP X  
   
Regional POP Level    
AP regional POP X  
   
AS Level    
AP backhaul from the eircom regional 
POP to the AS site 

X  

ASs Bitstream Connection Service.  X 
AS system  X 
AS service  X 
 
 

4.7 Incident/fault notification types 

4.7.1 Subscriber to AS 

A subscriber reports a fault to the AS.   

The AS gathers the subscriber details and symptoms of the incident/fault as outlined in 
industry agreed script (see Tier 1 and Tier 2 questions).   

The AS proves the fault in/out of their network/service (agreed auditable test results 
available). If the fault is within their network/service it will be handled through their internal 
processes and resolved. If the fault is proved out of their network/service the fault can be 
logged via the web GUI on the U.G..   
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4.7.2 AS to AP 

AS raises an external trouble ticket on U.G. via FB- Fault on Bitstream.  In the event of U.G. 
unavailability the AS raises an external Trouble Ticket (see Form in Appendix 2).   

The trouble ticket must contain all relevant mandatory information.  Failure to provide mandatory 
information will result in the trouble ticket being rejected.  (see Form in Section Appendix 2).   

The receiving AP acknowledges receipt of the Trouble Ticket.   

The receiving AP will isolate, resolve and close the fault and notify the originating AS.   

4.7.3 AP to AS 

AP raises an external trouble ticket on U.G. via FB- Fault on Bitstream and forwards it the 
relevant AS.   

In the event of Gateway unavailability the AP raises an external Trouble Ticket (see Form in 
Appendix 2) 

The trouble ticket must contain all relevant mandatory information.  Failure to provide 
mandatory information will result in the trouble ticket being rejected.   

The  receiving AS acknowledges receipt of the trouble ticket 

The receiving AS will isolate, resolve and close the fault and notify the originating AP. 

4.8 Fault Management Contacts 

 
Fault Management contacts will be re-verified by all ASs/APs on a bi-monthly basis.   
 
A single point of contact for each Tier 2 Bitstream Support Desks for all ASs and APs is 
proposed. This should consist of: 

4.8.1 Standard Contacts 

 
·  U.G.  
·  “Hunt group” phone number 
·  Stand alone DSL Trouble Management e-mail address 
·  Fax number 

4.8.2  Escalation Contacts  

·  Office and Mobile phone numbers for Bitstream level 1 and level 2 contacts.   
·  e-mail addresses for Bitstream level 1 and level 2 contacts. 
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4.9 Fault Management escalation procedures: 

The escalation of an unresolved fault may occur at two levels. 
 
·  If the target times for response have elapsed and the fault is not cleared, the appropriate 

Level 1 contact shall be notified and the appropriate action shall be taken to resolve the 
fault. 

·  In the event that the fault is still not cleared, and no evidence of progress exists, the 
second level of contact shall be used to agree appropriate action to clear the fault. 

 
Escalation will depend on the priority of the fault. 
 
The AP fault will go to Pending Close when the AP is satisfied that the fault is cleared.  The 
AS has 10 (ten) hours to close this fault, if the AS does not close the fault within 10 (ten) 
working hours, the AP will close the Trouble Ticket.  If the escalation occurs within the 10 
(ten) working hour period, it must be executed by a phonecall.  Outside of this timescale a 
new Trouble Report will be raised (with reference to the previously closed trouble ticket).  An 
extension of this timeframe would mean that there would be a number of open trouble tickets 
on internal eircom systems.  In the interest of data integrity and system operability it is 
beneficial to close off all trouble tickets within this period. 
 
eircom will investigate "pattern" faults outside the realm of normal fault handling.  Initial Fault 
Reporting will be done per agreed methods, however the AS should contact the eircom Team 
Leader on duty to draw attention to the fault report.   

4.10 Fault Management Contacts 

See Appendix 1.  
 

4.11 Timescales: 

Fault management timescales are as per the Service Level Agreement for the Service 
Delivery and Service Assurance of the eircom ADSL Bitstream Service.   
 
·  Acknowledgement of fault report: Estimated to be 4 working hours 
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4.12 Level 3 - Subscriber Fault Processes Flows 

Subscriber Fault – AS (within own network/service) 

 

 
 
 
 
 
 
 

               Subscriber Fault  - Access Seeker
(within own network/service)

          Access SeekerSubscriber

Subscriber Access Seeker interactionSubscriber  contacts
Access Seeker
re  fault

Access Seeker
performs Tier 1 analysis
and Tier 2 analysis

Fault identified to be
within their own
network or service

Follows Access
Seeker internal
fault resolution process

Access Seeker resolves fault  and closes interaction
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Subscriber Fault – AS – No Rejects (outside AS netw ork/service) 

 

 
 
 
 
 
 
 
 
 
 
 
 

Subscriber Fault - Access Seeker - No Rejects
(outside of originating Access Seeker network/servi ce)

          Access ProviderAccess Seeker

Access Seeker submits a Trouble Ticket
(Submits Tier 1 & Tier 2  test results)

Access Seeker
raises a fault
 (Tier 1 & 2 results
completed)

Access Provider
receives Trouble Ticket

Access Provider isolates,
resolves and changes
status of  ticket to pending
close

Access Seeker informed that the
trouble ticket is pending close

Subscriber of Access

Seeker fault is
resolved.

Access Provider accepts Trouble Ticket

Access Seeker closes trouble ticket
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 Subscriber Fault – AS –Rejects (outside AS network /service) 

 Tier 1 and Tier 2 Structured Questions  

Tier 1 Structured questions 

 
The list below, while neither Mutually Exclusive nor Collectively Exhaustive, provides some 
typical sample questions asked by Tier I: 
 
 
 
1. Does the customer have a monitored alarm? 

2. Is the modem switched off?  

3. Has the customer tried rebooting the CPE?   

4. Has internal wiring been checked?   

5. Is the fault ‘no synch’? 

6. Does the sync problem persist if the CPE modem is connected directly with the 
NTU/Splitter? 

7. Is this a repeat fault? 

 
8. Is PSTN service available? YES/NO   

9. Is everything plugged on and switched on?   

10. Is the fault with a newly provided service or existing service?   

11. How long has the fault existed?   

Subscriber Fault - Access Seeker - Rejects
(outside of originating Access Seeker network/servi ce)

          Access ProviderAccess Seeker

Access Seeker submits a Trouble Ticket
(Tier 1 & Tier 2  test results submitted)

Access Seeker
raises a fault
 (Tier 1 & 2 results
completed)

Access Provider
receives Trouble Ticket

Access Provider isolates,
resolves and closes
Troubleticket )

Access Seeker informed that the
trouble ticket is closedSubscriber of Access

Seeker fault is
resolved.

Access Provider rejects Trouble Ticket
(Tier 1 and Tier 2 test results missing/not
submitted)
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12. Have you changed/added/deleted anything?   

13. Manufacturer and Model of CPE Modem?   

14. Have you tried re-booting the CPE?   

15. If problem is a sync one, has the CPE modem been connected directly to NTU/Splitter, 
and does the sync problem persist? (see steps 9, 10) 

16. Can the AS see to the ISP? 

 
Above questions and answers to be provided on the fault report to Tier 2. 

Tier 2 structured questions: 

 
1.  Are the VP/VC details correct? (include VP/VC as per AS records on TT) 

2. Has the customer carried out a ping test to the ASs head-end equipment?  
(If the ping test fails, paste the results of the test into a trouble ticket) 

 

 
 
 

4.13 Mid-band Process 

Subscriber Fault – AS (within own network/service) 

This process is available on all 1mb IP product orders that pre-qualify ”Non-Standard” and 
that are logged on the UG as a “failed install”. 
 
Assuming that the subscriber fault has not been rejected back to Access Seeker and the fault 
is proven “outside AS network/service” the Mid-band Process will apply to lines that meet the 
following criteria: 
 
- 1mb IP products only 
- Pre-qual result is “Non-Standard” 
- Fault is proven “outside AS network/service” 
- Fault cannot be resolved using the standard WTM fault handling for “failed installs” 
 
AS lines that fall under the above category will be offered the option of availing of the Mid-
band Process in an attempt to avoid a “failed install”. 
 
The Mid-band Process enables the AS to change the profile on a customer’s 1mb product to 
a lower profile in cases where the customer cannot sync up to the standard service offering. 
 
- Product profile options for the 1mb IP product(s): 
 

ADSL 512_128/64. Downstream is fixed at 512.  Upstream (RA) from 128k to 64k 
ADSL 256_128/64. Downstream is fixed at 256.  Upstream (RA) from 128k to 64k 
ADSL 160_128/64. Downstream is fixed at 160.  Upstream (RA) from 128k to 64k  

 
1. When agreement is reached between the AS and the AS Customer to change the profile 

on the customer’s line then the AS will change the customer port profile to the highest of 
the three new port profiles available using the QBD/CBD order type.   
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2. When the change to the port profile is complete the AS will then request, via e-mail, an 
update from the AS as to whether the customer can now get service.  

3. If the customer can get service then the AS saves the port profile and the fault is updated 
to a status of “pending close”.  This can be viewed on the UG.   

4. If the customer cannot get service then, upon confirmation via e-mail from the AS that the 
customer cannot get service, the AS will lower the port profile to the highest untested port 
profile and steps 1 to 3 will be re-performed.  

5. If all three port profiles have been tested and the AS has confirmed that the customer has 
not been able to get service on any of the three profiles then the AS will change the port 
profile back to the standard profile. 

6. The AS will escalate the fault and the standard fault process will continue. 
 
All communications between the AS and the AP will be via e-mail and the fault will be updated 
on the UG as per the standard process. 
 

4.14 Changing Profiles as part of fault handling 

This functionality within the U.G., provides OAO’s with the ability to change the bitstream 
profile on the “up to” products (See section 1.3 for details relating to product profiles and “up 
to” products) and in the case of a 1mb customer requiring mid-band (see section 4.13).  Two 
new order types have been created to facilitate the changing of a customer’s bitstream profile 
within a product.  The order types are available on the GUI and via FTP.  They are within the 
DSL fault handling “DSL FH” section of the UG. 
 
Firstly, a Query Bitstream Details (QBD) Order will need to be submitted.  This can be used to 
confirm the product, profile code, unique_id and potential profile_codes that the customer 
currently has.   
On the GUI, following successful completion of this QBD order, a dependant order option will 
appear which enable a new profile to be ordered Change Profile for Bitstream (CPB).  
On FTP a CPB order can be issued without a prior QBD.   
 
A sample screen shot of the output of a QBD can be seen below.  In addition the dependent 
CPB order can be selected enabling you to change the profile.   
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4.15 TSB; Test Sync for Bitstream 

 
Order type TSB “Test Sync for Bitstream” enables the AS to test the customers “in service” 
line and retrieve metrics regarding that particular line.  The TSB is a fault handling tool and as 
such can be found under the Bitstream Faults tab on the UG.   
 
 

4.16 TSH; Test Sync History 

 
As part Ops A14 TSH functionality is being launched on the U.G.  Following successful 
launch of this the IPM will be updated with details.  In the interim please contact the Product 
Manager.   
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5. Wholesale Billing  
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5.1 Introduction 

This Section describes the process for Bitstream service billing. The following will be covered: 
   
·  Bill Design 
·  Bill Frequency 
·  Bill Presentation 
·  Bill Categories 
·  Bill Start Dates 
·  Payment Terms 
·  Payment Methods 
·  Bill Queries/Contact Points 
·  Out of Scope 

5.2  Bill Design 

eircom provide physical bills to ASs.   
 
eircom will provide an e-bill to ASs.   
 
For the Bitstream Kronos product the total usage (in minutes), excess usage (in minutes), and 
the excess usage amount charged per subscriber (in €) will be detailed on the AS’s e-bill.  
The e-Bill, if required, will include two additional columns to show Total Usage in Minutes and 
Excess Usage in Minutes.   
 
For the Bitstream MB product the port rental per end subscriber will be billed on the AS’s 
Bitstream Monthly Bill and as such Rental Charges will be billed monthly in advance.  
However the Usage for the Bitstream MB per AS will be billed on the AS’s Backhaul bill. 
 
Backhaul bills will be invoiced on a monthly basis with the introduction of Bitstream MB, 
however only the Bitstream MB Usage element will appear on the bill on a monthly basis. The 
original BECS and BCS rental charges will continue to appear on the bill on a quarterly basis. 
For the avoidance of doubt ASs will receive 12 monthly bills per year and on 4 of these bills 
the Backhaul Rental will be included. 
 
Bitstream MB usage charges will be billed monthly in arrears. Bitstream MB usage charges 
will be calculated using the industry standard 95th percentile billing model. 
 
Backhaul Rental charges will still be billed quarterly in advance. 
 

5.3 Bill Frequency  

AS will be billed monthly on a set date.  In general Rental Charges will be billed monthly in 
advance.   
 
Excess usage charges, applicable to Bitstream Kronos only, will be billed monthly in arrears.   
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5.4  Bill Presentation 

 
The bill will constitute a: 
 
·  Summary Bill  
·  Detail 
 

Summary Bill 

·  Summary Bill will include “Subscriber” and “Other Charges”  
 

Included on Summary: 
 

·  Account Number 
·  Bill Date 
·  Payment Terms 
·  Last Bill Amount 
·  Balance Forward 
·  VAT Charge 
·  Total Due 
Detail pages: 
·  Detail pages will be included to reflect: 
 
Broken Period charge details- Rental/Usage charges where full month is not covered (i.e., 
Ceases, Provisions, which occur within the Billed month).   
 
If a Bitstream Kronos subscription is provided within a month then the allowance for that month will 
be based on the number of days from the connection date to the end of the month.   
·  Ceases, transfers and up/downgrades will be billed from the start date of the month to the date 

of order activity. Pro-rata usage will be applied to that broken period.   
 

5.5  Bill Categories 

·  Backhaul Charges 
·  Order Cancellation Charges (Orders include Provisioning, Cessation and Change Orders.   
·  Installation (Provision , Transfer, Downgrade) 
·  Bitstream Rental 
·  Cease Charges 

Other Charges: 

·  Fault Related Charges 
   
Usage based charges will only apply to the Bitstream Kronos subscriptions.  There are no 
usage-based charges associated with the other products.   

5.6 Bill Start Dates 

The start dates for billing of Billing Categories will be determined by eircom when an AS takes 
up service.   
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5.7 Payment Terms 

Payment Terms will be expressed on the Bill.  Payment shall be 30 days from receipt of 
bill/invoice.  
 

5.8 Payment Method 

The current methods of payment for other services will be available for DSL.   
 
·  Cheque by Post 
·  Bank Giro 
·  Direct Debit 
·  Electronic Funds Transfer 
·  Post Offices 
·  Pass (BOI) Payline (AIB) 

5.9 Bill Queries/Contact Points 

Queries relating to bills should be directed to a nominated person within eircom Wholesale.   

Out of Scope 

eircom will not issue Bitstream bills to AS’s end customers.   
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Appendix 1 

Contacts Forms  
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General Contacts 

eircom  

 

Contacts form - General 
 

Date of issue:  

From operator:  

 

To operator:   

 

Commercial contact  
Name: 

Telephone Number: 

Facsimile Number: 

Email: 

 

Technical contact  

Name: 

Telephone Number: 

Facsimile Number: 

Email: 

 

IT contact  

Name: 

Telephone Number: 

Facsimile Number: 

Email: 

IP address: 

Facsimile Number to be used under failure: 
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AS 

 

Contacts form - General 
 

Date of issue:  

From operator:  

 

To operator:   

 

Commercial contact  
Name: 

Telephone Number: 

Facsimile Number: 

Email: 

 

Technical contact  

Name: 

Telephone Number: 

Facsimile Number: 

Email: 

 

IT contact  

Name: 

Telephone Number: 

Facsimile Number: 

Email: 

IP address: 

Facsimile Number to be used under failure: 
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Order Handling Contacts Form 

 

eircom  

 

Contacts form – Order Handling  
 

Date of issue:  

From operator:  

 

 

Standard Order Handling contact  

Hunt Group Telephone Number: 

Facsimile Number: 

Email: 

 

Level 1 Order Handling escalation contact  

Title: 

Name: 

Facsimile Number: 

Telephone Number: 

Mobile Number: 

Email: 

 
Level 2 Order Handling escalation contact  

Title: 

Name: 

Telephone Number: 

Facsimile Number: 

Mobile Number: 

Email: 
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AS 

 

Contacts form – Order Handling  
 

Date of issue:  

From operator:  

 

 

Standard Order Handling contact  

Hunt Group Telephone Number: 

Facsimile Number: 

Email: 

 

Level 1 Order Handling escalation contact  

Title: 

Name: 

Facsimile Number: 

Telephone Number: 

Mobile Number: 

Email: 

 

Level 2 Order Handling escalation contact  

Title: 

Name: 

Telephone Number: 

Facsimile Number: 

Mobile Number: 

Email: 
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Fault Management Contacts Form 

 

eircom 

 

Contacts form – Fault Management  
 

Date of issue:  

From operator:  

 

 

Standard Fault Management contact  

Hunt Group Telephone Number:  

Facsimile Number:  

Email:  

 

Level 1 Fault Management escalation contact  

Title: 

Name: 

Telephone Number:  

Facsimile Number: 

Mobile Number: 

Email: 

 

Level 2 Fault Management escalation contact  

Title: 

Name: 

Telephone Number: 

Facsimile Number: 

Mobile Number: 

Email: 
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AS 

 

Contacts form – Fault Management  
 

Date of issue:  

From operator:  

 

 

Standard Fault Management contact  

Hunt Group Telephone Number: 

Facsimile Number: 

Email: 

 

Level 1 Fault Management escalation contact  

Title: 

Name: 

Telephone Number: 

Facsimile Number: 

Mobile Number: 

Email: 

 

Level 2 Fault Management escalation contact  

Title: 

Name: 

Telephone Number: 

Facsimile Number: 

Mobile Number: 

Email: 
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Appendix 2 

Fault Logging Form 



Bitstream Service Industry Process Manual V31 
   

04/11/11  80  
 
 

 

Fault Logging Form 

 
 

WHOLESALE ADSL BITSREAM FAULT LOGGING FORM  
 

Part1 
To be completed by the originating AS/Provider  
 
AS/Provider  reporting fault :           …………………..              
 
AS/Provider to whom fault is being reported: …………………. 
 
 
Date of fault report………………………                       Name of fault reporter ………………….. 
Time of fault report………………….                                  Tel………………………………….. 
                                                                                             e-mail……………………………… 
 
 
Subscriber details : 
Name…………………………………………………………………………                                     
Address………………………………………………………………………                                                                                                       
Telephone Acc. Number………………………………………………………..                                                                                               
Phone Number  (s) with STD code…………………………………………                                                                                             
Bitstream Service Purchased …………………………… 
AS Trouble ticket ref ………………………………………. 
Virtual Circuit ref …………….   Virtual Path ref. ……………..       Modem type……………….     
 
Impact of fault: 
Service Affecting…….                         Non service affecting……..  PSTN 
available?…………… 
Did the Fault occur during AS installation ? (technician initiated fault) ………….  
 
Fault description and results of Tier 1 and 2 diagnostics 
 
   …………………………………………………………………………………………………… 
……………………………………………………………………………………………………  
……………………………………………………………………………………………………  
……………………………………………………………………………………………………  
…………………………………………………………………………………………………… 
 
Auditable results attached ?……………………………………………………………………. 
 
 
 
Part 2 to be completed by the fault report receiver   
 
Fault report received: 
Date…………………………………… 
Time………………………………….. 
Name of fault receiver………………. 
Tel……………………………………. 
e-mail………………………………… 
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Appendix 3 

AS Appointment Date Re-scheduling Procedure: 

 
This could occur when an AS initiates an AS Appointment Date change request in advance of 
the AS Appointment Date time originally scheduled.  
 
Procedure if AS Appointment Date is more than 4 working days from due date: 
 
Once the AS has agreed an AS Appointment Date they should reschedule it via the ‘Submit a 
Re-schedule Bitstream Order under the order details screen’ on the U.G GUI  
The re-schedule functionality is only available from “ Bitstream Order Tracking “ menu on the 
U.G. GUI.  It is not a standalone order type available via the main Bitstream Order Menu.  The 
re-schedule functionality can also be accessed from the summary order-tracking screen.   
 
 
Procedure if AS Appointment Date is less than 4 working days from due date: 
 
A rescheduled AS Appointment Date will not be accepted within the 4 working day period 
prior to the AS Appointment Date being due.   

Appendix 4 Pre-qualification 

 
Pre-qualification is a process whereby an indication is provided (in the form of a green/ non-
standard/red indicator) as to the suitability of the metallic pair to support the Bitstream service 
at a particular point in time (i.e. “snapshot” in time).  It is simply an estimate based on 
available technology and equipment at a particular point in time.  It confers no responsibility or 
liability on eircom, with respect to actual physical capability of the line at the time of 
installation.   
 
There are currently 2 ways of pre-qualifying a line: 
 
·  If it is an active PSTN line (i.e. the subscriber currently has telephone service), pre-qualify 

the line using the subscriber's STD/area code and telephone number.  This will be the 
most frequently used method for pre-qualifying lines.  Add the area code and phone 
number for each line under existing CLI details.  It is possible to add 10 additional CLI’s to 
each pre-qual order request 

·  If the subscriber currently has no telephone service on the line (for instance they ring to 
find out whether a new premises that they are moving to could have Bitstream service), 
you can use a code called the 'Line Interface' to pre-qualify the line.   
- Search the Bitstream Line Interface Address Information (BLIAI) provided to you by 
eircom to identify the Line Interface code for that particular address.  Search the BLIAI 
using the subscriber's address details.  Please note that the BLIAI only contains details of 
inactive lines.  If the subscriber still has telephone service, that line is not included in the 
BLIAI.  eircom cannot guarantee the completeness or accuracy of the BLIAI (the 
provisions regarding Confidential Information in the Non-Disclosure Agreement and the 
side letter re Provision of Bitstream Line Interface Address Information apply).  Once you 
find the correct address, retrieve the Line Interface code and the 4 letter exchange code 
and enter the detail on the order.   
 
Pre-qual results will be returned to the U.G. GUI screen.  The following results may be 
returned with the list of products available for the line.   
 
Result  Explan ation  
Green The line is suitable for Bitstream for the Bitstream products 
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stated in the product list. 
Non-Standard (Provide 
Contact Details) 

This line “may” be suitable for the Bitstream products listed.   
This line will need to be brought within the standards of the 
Bitstream products.  This will involve technical intervention 
from an eircom technician and may involve a short outage 
on the end customers PSTN service.  A provide order can 
be placed on U.G. for an Non-Standard line, however, the 
order will be treated as non-standard, i.e. ability to provide 
service on Non-Standard lines will be on a best endeavour 
basis.   

Non-Standard  This line “may” be suitable for the Bitstream products listed.  
This line will need to be brought within the standards of the 
Bitstream products.  This may involve technical intervention 
from an eircom technician.  A provide order can be placed 
on U.G. for an Non-Standard line, however, the order will be 
treated as non-standard, i.e. ability to provide service on 
Non-Standard lines will be on a best endeavour basis.  

Green - ISDN only The line does not support Bitstream, however it would 
support ISDN. 

Pending Green - 
Exchange DSL 
Unlaunched 

This line will support DSL when its exchange is DSL 
launched.  Exchange is not currently launched. ISDN will not 
be supported.   

Pending Non-Standard 
Exchange DSL 
Unlaunched 
 

This line may support DSL when its exchange is DSL 
launched.  Exchange is not currently launched. Please refer 
to Bitstream Industry Process Manual for further details on Non-
Standard orders.   

Pending Green – 
Exchange DSL 
Unlaunched. ISDN 
Ready. 

This line will support DSL when its exchange is DSL 
launched, but the exchange is not yet DSL launched.  The 
exchange is now ISDN enabled and could support ISDN 
now. 

Red The line does neither support Bitstream nor ISDN. 
Line Unknown The line is not known in the system.  Please check your 

entry for any errors and enter the correct telephone number.   
No test result available - 
DSL exchange enabled. 

Please contact WOTM 

No test result available - 
Exchange unlaunched. 

The exchange for that particular line is not DSL enabled, 
hence no result can be provided regarding the suitability of 
that line for DSL. 

 
 

 
 
It is imperative that all ASs are clearly notified that the eircom Pre-qual database only 
provides an indicative view, at a particular point in time.   
The pre-qual database is a snapshot of the possible indicative line characteristics and will 
display predictive indicators on the suitability of the metallic pair to support Bitstream 
service.  eircom will not be held in any way accountable for the accuracy of the data.   

 
 

Pre-qualification of ISDN lines 

 
eircom ISDN lines can be pre-qualified on U.G.  It is important therefore as a matter of 
internal processes that when the AS is taking an order from a customer that they ask the 
customer if the line is a PSTN or  ISDN line.   
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Pre-qualification of Inactive PSTN Lines 

 
AS are able to pre-qualify metallic pairs that do not have an active PSTN telephone service 
account set up against them.  Inactive PSTN lines can be tested using the Line Interface 
details.  
 

Pre-qualification via RMPS Direct Access Solution 

This functionality allows AS end-customers to pre-qualify their telephone numbers from the 
Access Seeker's public branded web site.   

When the end-customer enters their telephone number information on the AS web-site and 
clicks the 'submit' button, the Access Seeker web-server will, behind the scenes, connect to 
the eircom systems to pre-qualify the line, analyse the result and present a result to the end-
customer advising them of the success/failure of the test.  This result will be presented to the 
end-customer on the AS web site.   

The process below outlines how AS can create a link from their public web site to the RMPS 
database to avail of the new functionality.   

 
How to Create the Link from the Access Seeker Web-Site to the RMPS Database 
 
 
The AS’s web site can be configured to communicate with the RMPS site in the following 
way4: 
 
A web page will be created which allows the end-customer to key in their telephone number 
and click a submit button.   
When the button is clicked it invokes VBScript code which: 
Creates an instance of an XMLHTTP COM object 
This object does a POST to www.rmps.eircom.ie/default.asp passing the Access Seeker's 
login details (username and password as provided by eircom for this purpose) as parameters.   
If the login is correct, the RMPS server will complete the login and return a web-page with a 
form in which a Browser user would enter the telephone number of the line to be prequalified.  
It will also return a cookie to the Access Seeker Web Server, which will store the session 
information.  Every time the Access Seeker Server communicates with RMPS in this session, 
this cookie will be transmitted to RMPS.  This cookie will expire when the session ends, or 
after a period of inactivity.   
At this stage the Access Seeker Server can use the XMLHTTP object to communicate with 
the RMPS page, which invokes the prequalification functionality.  Therefore it now does 
another HTTP POST to the http://www.rmps.eircom.ie/prequal.asp?userid=xxxxxxx.  It will 
pass the telephone number as a parameter. 
RMPS will receive the request and automatically receive the cookie.  It will see that this 
person has logged on and is thus able to invoke the functionality on this web page.  It will 
access the backend RMPS functionality, and create the standard Prequal Results Web Page 
to be created and passed back to the Access Seeker Web Server.   
When you are submitting the query to the RMPS site please ensure to fill in a value for the 
form variables, which hold the count of requests i.e. the RecordCountTel, and the 
RecordCountLi variables. 
txttel0=std+phone_number&RecordCountTel=1&RecordCountLi=0 
 
The Access Seeker Web Server will receive this web page.  It will then search through the 
HTML text for the appropriate strings to indicate them to that the line has returned Green or 

                                                           
4 All technical references provided are based on an approach using Microsoft IIS and ASP 
Pages.  This can be developed similarly with servlets/JSP if an Apache/J2EE server is used. 
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Red, etc. When it does this, it creates its own web page, which it then displays to its own end-
customer. 
Responsibilities & Security 
Access Seekers are responsible for setting up their own web-based user interface for line 
testing. They are also responsible for implementing the steps outlined above to connect to the 
Pre-qual database. Existing processes for ordering of Bitstream subscriber lines will continue 
to be applicable. 
 
eircom will implement procedures to protect its own systems from any malicious attacks or 
abuse. 
 
 

Take All Orders 

Under the “Take all Orders” initiative eircom Wholesale has, in selected exchanges in the 5 
main urban centres of Dublin, Cork, Limerick, Galway and Waterford, extended the pre-
qualification rules to allow all lines5 in these selected exchanges to pre-qualify “Green” or 
“Non-Standard” for Broadband.   
 
All “Non-Standard” pre-qualifications will, as under the current “Non-Standard” rules, be 
provisioned on a best endeavours basis.   
 
Over time additional exchanges may be added to the list of “Take all orders” exchanges and 
all Access Seekers will be informed via their Account Manager of any changes prior to their 
inclusion as a “Take all orders” exchange.   
 
 

Appendix 5 

ISDN-DSL Customer Authorisation Form 

 

�������
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Appendix 6 

DSL Transfer Authorisation Form 

 

	���

 

                                                           
5 In a limited number of cases Access Seekers may get a “Red” pre-qualification result where eircom Wholesale know that the 
line cannot support broadband and have set the pre-qualification result to “Red”.  
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Appendix 7: Glossary  

ADSL   Asymmetric Digital Subscriber Line 
ADSL2plus  Asymmetric Digital Subscriber Line 2plus 
AP   Access Provider – The provider of the Bitstream service 
AS   Access Seeker The seeker of the Bitstream service 
DSLAM   Digital Subscriber Line Access Multiplexer 
NTU/splitter Network Terminating Unit – DSL equipment at the Subscriber’s 

Premises 
POP   Point of Presence 
UBR   Unspecified Bit Rate 
VC A Virtual Circuit (VC) is a logical circuit within the VP that is typically 

dedicated to a single user.   
VP A Virtual Path (VP) is a logical highway connecting two locations in a 

DSL network.  The VP is typically shared by a large group of end-
users 

U.G.   Unified Gateway 
DDI   Direct Dial Inward 
MSN   Multiple Subscriber Number 
BCS   Bitstream Connection Service 
BECS   Bitstream Ethernet Connection Service 
TSB   Test Sync Bitstream 
QBD   Query Bitstream Details 
FTP   File Transfer Protocol 
Web GUI  Web Graphical User Interface 
STD   Prefix to telephone number 
PSTN   Public Switched Telephone Network 
ISDN   Integrated Services Digital Network 
DTAF   DSL Transfer Authorisation Form 
BRA   Basic Rate Access 
BLIAI   Bitstream Line Interface Address Information 
NGN   Next Generation Network 
SAC   Service Assurance Centre 
WCCC   eircom Wholesale Customer Service Centre 


