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About this Manual
Introduction

This User Manual has been developed to facilitate the end users with Virtual Landline Service orders implementation.
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INTRODUCTION
BSNL plans to introduce the concept of Virtual landline service, in which once the ibase is created the changes can be made accordingly like change of indicator,change of destination number/plan.Further no major changes are with the billing complauints only some subtypes have been removed if the number is for virtual landline.Modifications are there regarding the technical complaints and changes regarding the disconnection has been demonstrated.No such major changes are with the Service requests,functuionality for billiong,account and service are the same.

BSNL primary objective of Virtual Landline Services implementation is to provide:- 

·  Change of Indicator.

·  Change of Destination number/Plan..

·  Disconnection of Virtual Landline.

·  Changes regarding Service Requests and Complaints.
The services offered by BSNL on which Virtual Landline connections have to be given: 

· Landline 

Modify Order for Change of Indicator
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Login into SAP CRM as CSR.
2. Enter the number in Master Data → Customer Assets
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3. Enter the Number,IBase will appear with unique asset id.Click on the Asset Id to open the Ibase of that particular number.
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4. Note down the Landline Number which is to be changed in the service click on modify and a pop will appear,click on BSNL service order. 
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5. Service category coloumn will be there with service type,order type and sub order type as follows :
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6. Click on save and then edit,Number avail check will get enabled.
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7. Choose a new number are reserve it.Click on save submit save to save the order.A new service order id will be created.
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       8. The Virtual Landline Service Order has hit Clarity. Clarity will have the        following tasks:

a) INDOOR
                                    (TASK TYPE: MANUAL)
b) FINAL_TESTING


(TASK TYPE: MANUAL)
 9. Search in Master data → Customer Assets once the order is completed at clarity with the new number reserved.
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10. When we open the IBASE we can see our new number and the old number as will which has been changed.
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Modify Order for Change of Destination Number
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Login into SAP CRM as CSR.
2. Enter the number in Master Data → Customer Assets.
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3. Enter the Number,IBase will appear with unique asset id.Click on the Asset Id to open the Ibase of that particular number.
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4. Note down the Destination Number which is to be changed in the service click on modify and a pop will appear,click on BSNL service order. 
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5. Service category coloumn will be there with service type,order type and sub order type as follows :
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6. Click on Open Dashboard Pop will appear with your old destination Number.We have to enter a new number as same destination number cannot be saved again.
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7. Destination number will appear on the screen which you have changed.
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8. Click on Save then Submit and again Save button.A new service order id will be generated. 

NOTE: Same destination number cannot be selected in the same plan.
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9. The Virtual Landline Service Order has hit Clarity. Clarity will have the        following tasks:

a) INDOOR
                                    (TASK TYPE: MANUAL)
10. Search in Master data → Customer Assets once the order is completed at clarity with the new Destination number.
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Modify Order for Change of Destination Number and Plan
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Login into SAP CRM as CSR.
2. Enter the number in Master Data → Customer Assets.
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3. Enter the Number,IBase will appear with unique asset id.Click on the Asset Id to open the Ibase of that particular number.
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4. Note down the Destination Number which is to be changed in the service click on modify and a pop will appear,click on BSNL service order. 


5.Service category coloumn will be there with service type,order type and sub order type as follows :
 

6.Click on Open Dashboard Pop will appear with your old destination Number and plan.Close the Destination number pop up box and select the new plan and enter the destination number req in new pop up which will appear.
Note : The plan Deleted and new plan which has been installed can be seen.
7. Click on Save,a new service order id will be generated then again click on submit and save.

          8. The Virtual Landline Service Order has hit Clarity. Clarity will have the        following tasks:

a) INDOOR
                                    (TASK TYPE: MANUAL)
9.Search in Master data → Customer Assets once the order is completed at clarity with the new Destination number and plan at the billing end.


Disconnect Order for Virtual Landline Number
1. Open the IBase of a already created number for Virtual Landline and click on Disconnect button on top of the screen and then click on the BSNL Service Order on the pop up window.

    
2. Select a Disconnection Sub Reason from the drop down menu on the screen.
3. 
4. Save the order a new Disconnect order id will be created,save -> submit → save the order.

4. The order will go to Retention officer and once the order gets failed at retention it will hit clarity and will  be completed at the clarity end. Once completed we can check through customer assetes that particular number will come up as inactive.

5. We can also cross check the disconnected number at billing end.

 Complaints
There are 2 complaints types : 

1. Technical 

2. Billing

1. Technical Complaints
There is only one sub type for complaints which is service not working. Rest the flow of the complaint is same as normal landline order.

2. Billing Complaints
Billing complaints are same as a normal landline order and also follow the same flow.

Service Requests
The Service request type are all same as other landline service requests.

1. Account Related.

2. Billing Related.

3. Service Related.

All the change types and sub types will be same as a normal landline order except for billing related service request.

Some requests from billing have been removed for virtual landline order,such as : 

1. Change of Bill Frequency.

2. Change of Bill Statement.

3. Central Group Update.
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