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Objective: Use the suddenlink.com home page to answer the product questions below. If/when you are prompted for a street address use: 15920 Eastside Rd, Tyler, TX 75707

What is the channel number for the NFL Network?
____________________________________________________________________________________________________________________________________________________________
What are the different TV package tier names?
____________________________________________________________________________________________________________________________________________________________
What channel can be used to access 	Suddenlink On Demand?
____________________________________________________________________________________________________________________________________________________________
What OTT (Over-The-Top) applications are available on the TiVo offered by SDL?
____________________________________________________________________________________________________________________________________________________________
What is the minimum IOS operating system requirement to use the Suddenlink2GO app?
____________________________________________________________________________________________________________________________________________________________
What mobile devices (phones/tablets) is the Altice One app available on?
____________________________________________________________________________________________________________________________________________________________
What internet service tiers offer unlimited monthly data usage?
____________________________________________________________________________________________________________________________________________________________






What internet tier has a monthly data limit? What is the limit for that tier?
____________________________________________________________________________________________________________________________________________________________
What is the monthly rate for the 1 Gig speed tier?
____________________________________________________________________________________________________________________________________________________________
What is the upload speed of the 1 Gig speed tier?
____________________________________________________________________________________________________________________________________________________________
In what New Mexico City is the 1 Gig speed tier available?
____________________________________________________________________________________________________________________________________________________________
What is the monthly rate for Wi-Fi (Wi-Fi @ Home) service?

____________________________________________________________________________________________________________________________________________________________
What is the direct dialed per minute rate to call Italy?
____________________________________________________________________________________________________________________________________________________________
How many wireless zones does Suddenlink Home Security support?
____________________________________________________________________________________________________________________________________________________________
What does the service Safeguard offer?
____________________________________________________________________________________________________________________________________________________________What is the monthly rate for Safeguard?
____________________________________________________________________________________________________________________________________________________________
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Instructions
· Utilize DART to access the accounts and answer the question 
· If you experience difficulty please reach out to your Learning Specialist or Learning Assistant for guidance
· Please note you will be required to demonstrate knowledge of the widgets in order to be certified for Production

Account #1 – TBD
As per the Customer Information Widget, what was the installation date?
_________________________________________________________________________________

Account #2 – TBD
As per the Customer Information Widget, what was the installation date?
_________________________________________________________________________________

Account #3 – TBD
As per the Customer Information Widget, what was the installation date?
_________________________________________________________________________________

Account #4 – TBD
As per the Customer Information Widget, what was the installation date?
_________________________________________________________________________________

Account #5 – TBD
As per the Customer Information Widget, what was the installation date?
_________________________________________________________________________________

Account #6 – TBD
As per the Customer Information Widget, what was the installation date?
_________________________________________________________________________________

Account #7 – TBD
As per the Customer Information Widget, what was the installation date?
_________________________________________________________________________________

Account #8 – TBD
As per the Customer Information Widget, what was the installation date?
_________________________________________________________________________________
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A customer wishes to swap a defective cable box at their local retail store. The customer lives in Kinston, North Carolina and is requesting the hours of operations on Friday. 

______________________________________________________________________________

What form should be used when a person contacts Altice USA and indicates they do not have or did not authorize the opening of an account, yet they are receiving bills or have been contacted by one of our collection agencies?

______________________________________________________________________________
Why would a customer be unable to make a future payment through the IVR?

______________________________________________________________________________
What equipment requires a professional installation and cannot be swapped at the retail store?

______________________________________________________________________________
How much is a customer charged if they request to have equipment picked up from their home?

______________________________________________________________________________

Does the SD Digital Tuning Adapter have an HDMI port?

______________________________________________________________________________
What much data is included with GigaSpeed Tier 2?

______________________________________________________________________________

What is the default PPV PIN or Purchase PIN on a Cisco/Scientific Atlanta cable box?

______________________________________________________________________________
What are the weekday hours for the Home Security Sales (Real-time) team?

______________________________________________________________________________

What is the cost to wall fish cable wiring for a residential customer?

______________________________________________________________________________
What is the difference between a Service Ticket (TC) and a Special Request Order (SRO?)
______________________________________________________________________________
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Does the Economy TV package offer access to Video on Demand?
____________________________________________________________________________________________________________________________________________________________
What is the installation price to have 3 or more video set-top boxes installed?
____________________________________________________________________________________________________________________________________________________________
Can past due customers order pay per View?
____________________________________________________________________________________________________________________________________________________________
How many TV tuners does the TiVo Premiere Q support?
____________________________________________________________________________________________________________________________________________________________
How much storage does the TiVo Premiere offer?
____________________________________________________________________________________________________________________________________________________________
How many shows can be recorded at once with Cloud DVR Plus?
____________________________________________________________________________________________________________________________________________________________
How can the customer see how much of their data plan they have used? ____________________________________________________________________________________________________________________________________________________________
Name one reason why a customer’s email account can be suspended. 
____________________________________________________________________________________________________________________________________________________________
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Instructions
· You will be paired with a representative on the floor or observe as a group in the classroom
· Pay attention to the focus area and representative attribute assigned to the interaction
· Answer the questions based your observations
· Be prepared to discuss your findings with the rest of your group the following morning

	Focus Area
	Rep Attributes
	Assigned Interaction

	Knowledgeable
	Exhibit confidence.
	Call One

	
	Know the Product and current offerings.
	Call Two

	
	Provide self-help options and/or emails on self-help.
	Call Three

	
	Discuss value that is personal and specific to the customer's needs.
	Call Four

	
	Confirm ID is active on account or offer to create ID.
	Call Five

	Clarity of Communication
	Ask questions, find out what is important to each caller.
	Call Six

	
	Use the word “alternatives” when providing alternatives on any subject.
	Call Seven

	
	Recap interaction, confirm resolution/no further concerns at end of call.
	Call Eight











Call One - Exhibit Confidence
Why did the customer contact Altice?
_____________________________________________________________________________________
Did the representative exhibit confidence on this interaction? If yes, how so?
_____________________________________________________________________________________
Was there any additional opportunities to exhibit confidence to the customer?
_____________________________________________________________________________________
Call Two - Know the Product and current offerings
Why did the customer contact Altice?
_____________________________________________________________________________________
Did the representative know our products and educate the customer on current offerings, if needed? If yes, how so?
_____________________________________________________________________________________
Was there any additional opportunities to educate the customer on our current offerings?
_____________________________________________________________________________________
Call Three - Provide self-help options and/or emails on self-help
Why did the customer contact Altice?
_____________________________________________________________________________________
Did the representative educate the customer on self-help options? If yes, how so?
_____________________________________________________________________________________
Was there any additional opportunities to educate the customer on our self-help options?
_____________________________________________________________________________________



Call Four - Discuss value that is personal and specific to the customer's needs
Why did the customer contact Altice?
_____________________________________________________________________________________
Did the representative discuss value that was personal and specific to the customer's needs? If yes, how so?
_____________________________________________________________________________________
Was there any additional opportunities to educate the customer on the value of our products?
_____________________________________________________________________________________
Call Five - Confirm ID is active on account or offer to create ID
Why did the customer contact Altice?
_____________________________________________________________________________________
Did the representative confirm an ID is active on the account or help create one?
_____________________________________________________________________________________
Was there any additional opportunities to discuss the benefits of an Altice ID?
_____________________________________________________________________________________
Call Six - Ask questions, find out what is important to each caller
Why did the customer contact Altice?
_____________________________________________________________________________________
What probing questions did the representative ask that assisted in diagnosis of the issue?
_____________________________________________________________________________________
Was there any additional probing questions you would have asked?
_____________________________________________________________________________________



Call Seven - Use the word “alternatives” when providing alternatives on any subject
Why did the customer contact Altice?
_____________________________________________________________________________________
When possible, did the representative present alternatives to the customer?
_____________________________________________________________________________________
Was there any additional alternatives you would have offered?
_____________________________________________________________________________________
Call Eight - Recap interaction, confirm resolution/no further concerns at end of call
Why did the customer contact Altice?
_____________________________________________________________________________________
Did the representative confirm a resolution and offer additional assistance at the end of the interaction?
_____________________________________________________________________________________
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Instructions
· Use bill to answer potential customer questions
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What billing cycle is the bill for?
______________________________________________________________________________
What is the payment due date?
______________________________________________________________________________
What is prorate date range?
______________________________________________________________________________
What services are prorated?
______________________________________________________________________________
What is the prorate charge?
______________________________________________________________________________
What is the Taxes & Fees total on the bill?
______________________________________________________________________________
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What billing cycle is the bill for?
______________________________________________________________________________
What is the payment due date?
______________________________________________________________________________
What is prorate date range?
______________________________________________________________________________
What services are prorated?
______________________________________________________________________________
What is the prorate charge?
______________________________________________________________________________
What is the Taxes & Fees total on the bill?
______________________________________________________________________________
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What billing cycle is the bill for?
______________________________________________________________________________
What is the payment due date?
______________________________________________________________________________
What is prorate date range?
______________________________________________________________________________
What services are prorated?
______________________________________________________________________________
What is the prorate charge?
______________________________________________________________________________
What is the Taxes & Fees total on the bill?
_____________________________________________________________________________________
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Instructions
· You will be paired with a representative on the floor or observe as a group in the classroom
· Pay attention to the focus area and representative attribute assigned to the interaction
· Answer the questions based your observations
· Be prepared to discuss your findings with the rest of your group the following morning

	Focus Area
	Rep Attributes
	Assigned Interaction

	Acknowledge & convey understanding
	Acknowledge & convey an understanding of what the customer has relayed to you.
	Call One

	Take notes and document
	Pay attention to information the customer has volunteered, from beginning to end, so you don’t have to ask for that same information later on in the conversation.
	Call Two

	Place the customer on hold, if necessary, or even on a BRIEF, silent hold.
	If it is absolutely necessary to go silent when processing things, let them know what you are doing.
	Call Three

	Time to resolve
	Apologize for any hold time.
	Call Four

	
	Acknowledge the customer's time and effort.
	Call Five

	
	Educate the customer on steps taken.
	Call Six







Call One - Acknowledge & convey an understanding of what the customer has relayed to them.
Why did the customer contact Altice?
_____________________________________________________________________________________
Did the representative acknowledge & convey an understanding of what the customer has relayed to them? 
_____________________________________________________________________________________
Was there any additional opportunities to acknowledge & convey?
_____________________________________________________________________________________
Call Two - Pay attention to information the customer has volunteered, from beginning to end, so you don’t have to ask for that same information later on in the conversation.
Why did the customer contact Altice?
_____________________________________________________________________________________
Did the representative have a need to ask the customer to repeat themselves?
_____________________________________________________________________________________
Call Three - If it is absolutely necessary to go silent when processing things, let them know what you are doing.
Why did the customer contact Altice?
_____________________________________________________________________________________
Did the representative explain silence, when necessary?
_____________________________________________________________________________________
Was there any additional opportunities to explain silence?
_____________________________________________________________________________________





Call Four - Apologize for any hold time.
Why did the customer contact Altice?
_____________________________________________________________________________________
Did the representative apologize for any hold time? 
_____________________________________________________________________________________
Call Five - Acknowledge the customer's time and effort.
Why did the customer contact Altice?
_____________________________________________________________________________________
Did the representative acknowledge the customer's time and effort?
_____________________________________________________________________________________
Was there any additional opportunities to acknowledge the customer's time and effort?
_____________________________________________________________________________________
Call Six - Educate the customer on steps taken.
Why did the customer contact Altice?
_____________________________________________________________________________________
Did the representative educate the customer on steps taken during the interaction?
_____________________________________________________________________________________
Was there any additional opportunities to educate the customer on steps being taken?
_____________________________________________________________________________________
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What is the daily email limit for a residential customer?
__________________________________________________________________________________________________________________________________________________________________________
What email address should be used for a customer to report they have received a phishing email?
__________________________________________________________________________________________________________________________________________________________________________
What Windows operating systems are supported for configuration settings assistance?
__________________________________________________________________________________________________________________________________________________________________________
What is the unreturned equipment fee for I-Gateway?
__________________________________________________________________________________________________________________________________________________________________________
What is the fee to mail the customers call detail records?
__________________________________________________________________________________________________________________________________________________________________________
What are the two main security products offered?
__________________________________________________________________________________________________________________________________________________________________________
How much could the customer be charged for a service visit if they do not have Safeguard?
__________________________________________________________________________________________________________________________________________________________________________
Are operator services offered with Digital Phone service?
__________________________________________________________________________________________________________________________________________________________________________
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How much is the late fee in North Carolina?
____________________________________________________________________________________________________________________________________________________________
In North Carolina, how many days after the cycle date is the bill due?
____________________________________________________________________________________________________________________________________________________________
What is the non-sufficient fund (NSF) returned check fee for Site ID 150?
____________________________________________________________________________________________________________________________________________________________
How much is the customer charged to re activate free products after being soft disconnected?
____________________________________________________________________________________________________________________________________________________________
How many days into the collection process will the customers balance be written off?
____________________________________________________________________________________________________________________________________________________________
How many days after disconnect are unreturned equipment charges applied?
____________________________________________________________________________________________________________________________________________________________
What is the non-promotional price for the Premier TV Package? ____________________________________________________________________________________________________________________________________________________________
What is the longest duration available for seasonal services?
____________________________________________________________________________________________________________________________________________________________
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What is the credit limit for a representative?
____________________________________________________________________________________________________________________________________________________________
What is the credit limit for PPV, Sports Tiers or Sports Packages?
____________________________________________________________________________________________________________________________________________________________
How many PPV dispute credits are customers entitled to for an unverified/unsubstantiated PPV?
____________________________________________________________________________________________________________________________________________________________
What are the four “We Promise” customer guarantee credit categories?
____________________________________________________________________________________________________________________________________________________________
What is the adjustment code for an Internet Service Interruption related to connectivity?
____________________________________________________________________________________________________________________________________________________________
What payments options are available to the customer if they refuse to pay the $10 payment processing fee over the telephone?
____________________________________________________________________________________________________________________________________________________________
What street address can a customer use to mail in their payment?
___________________________________________________________________________________________________________________________________________________________
How much is the equipment pick up fee? ____________________________________________________________________________________________________________________________________________________________
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Instructions
· You will be paired with a representative on the floor or observe as a group in the classroom
· Answer the questions based your observations
· Be prepared to discuss your findings with the rest of your group the following morning

Call One 
Why did the customer contact Altice?
_____________________________________________________________________________________
Did the representative use IBA, ITT or ITT for Modems?
_____________________________________________________________________________________
If yes, what step resolved the issue? What was the end result?
_____________________________________________________________________________________
Call Two 
Why did the customer contact Altice?
_____________________________________________________________________________________
Did the representative use IBA, ITT or ITT for Modems?
_____________________________________________________________________________________
If yes, what step resolved the issue? What was the end result?
_____________________________________________________________________________________






Call Three 
Why did the customer contact Altice?
_____________________________________________________________________________________
Did the representative use IBA, ITT or ITT for Modems?
_____________________________________________________________________________________
If yes, what step resolved the issue? What was the end result?
_____________________________________________________________________________________
Call Four 
Why did the customer contact Altice?
_____________________________________________________________________________________
Did the representative use IBA, ITT or ITT for Modems?
_____________________________________________________________________________________
If yes, what step resolved the issue? What was the end result?
_____________________________________________________________________________________
Call Five 
Why did the customer contact Altice?
_____________________________________________________________________________________
Did the representative use IBA, ITT or ITT for Modems?
_____________________________________________________________________________________
If yes, what step resolved the issue? What was the end result?
_____________________________________________________________________________________





Call Six
Why did the customer contact Altice?
_____________________________________________________________________________________
Did the representative use IBA, ITT or ITT for Modems?
_____________________________________________________________________________________
If yes, what step resolved the issue? What was the end result?
_____________________________________________________________________________________
Call Seven
Why did the customer contact Altice?
_____________________________________________________________________________________
Did the representative use IBA, ITT or ITT for Modems?
_____________________________________________________________________________________
If yes, what step resolved the issue? What was the end result?
_____________________________________________________________________________________
Call Eight
Why did the customer contact Altice?
_____________________________________________________________________________________
Did the representative use IBA, ITT or ITT for Modems?
_____________________________________________________________________________________
If yes, what step resolved the issue? What was the end result?
_____________________________________________________________________________________
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This activity will assist you in manually calculating prorates. Understanding of how prorates are calculated will assist you in providing our customers with a clear and concise review of their billing issue. 

First Bill
In the section below, we will practice manually calculating a customer’s first bill. Please use the white space below to manually calculate the first bill. 

If customer has cable TV installed on the 1st at $36 per month and phone on the 5th for $25 per month, how much will the first bill be for their services?











If the customer has cable TV installed on the 1st at $37 per month and phone on the 5th for $25 per month, how much will the first bill be for their services?

















Final Bill
In the section below, we will practice manually calculating a customer’s final bill. Please use the white space below to manually calculate the final bill. 

If customer pays $115 per month and is on cycle 1 (billed 1st – 30th) and they disconnect services on the 15th, what will the final bill be?













If customer pays $223 per month and is on cycle 4 (billed 4th – 3rd) and they disconnect services on the 19th, what will the final bill be?






















Transferring Services 
In the section below, we will practice manually calculating a customer’s bill that recently transferred. Please use the white space below to manually calculate the bill. 

If customer is billed $78 for services from the 5th to the 4th of the following month and transfers services on the 19th, what amount would transfer to the new account?












If customer is billed $100 for services from the 1st to the 30th and they transfer services on the 15th, what will the first bill be at the new address?





















Change of Service
In the section below, we will practice manually calculating a customer’s bill that recently changed their service. Please use the white space below to manually calculate the bill. 

If customer adds internet at $37 per month to their account on the 27th and the cable services are billed on the 15th of the month, what will the prorated charges be for internet?











If customer has cable and phone at $90 per month from the 1st thru the 30th and they add internet at $20 to their services on the 17th, what will their next bill be?






















Disconnect
In the section below, we will practice manually calculating a customer’s bill that is disconnecting their services. Please use the white space below to manually calculate the bill. 

If customer pays $145 a month and is billed from the 7th to 6th of following month and they disconnect services on the 23rd, what will be the amount of prorates credited to account?










If customer pays $100 for services ($55 cable, $20 internet, $25 phone) from the 1st to 30th and disconnects cable on the 21st, what will be the amount of prorates credited to the account?






















Promotion Roll Off
In the section below, we will practice manually calculating a customer’s bill that has a promotion rolling off their account. Please use the white space below to manually calculate the bill. 

Customer will be paying $205 per month after the package ends. They currently pay $150 per month. They are billed from the 1st to 30th of the month. The package drops off on the 27th. How much will the prorated portion be?
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Instructions
· Utilize DART exclusively to complete table for each account listed
· If you experience difficulty please reach out to your Learning Specialist or Learning Assistant for guidance
· Please note you will be required to perform these tasks in order to be certified for Production


	Account #
	Installation Date
	Due Date
	Customer Node
	# of Boxes
	# of Modems
	# of Video Outages
	# of Internet Outages

	TBD
	
	
	
	
	
	
	

	TBD
	
	
	
	
	
	
	

	TBD
	
	
	
	
	
	
	

	TBD
	
	
	
	
	
	
	

	TBD
	
	
	
	
	
	
	

	TBD
	
	
	
	
	
	
	

	TBD
	
	
	
	
	
	
	

	TBD
	
	
	
	
	
	
	

	TBD
	
	
	
	
	
	
	

	TBD
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Instructions
· Your Learning Specialist will provide you the URL to the IDA training environment, a log in and an account to use. 
· Use IDA to process the transactions below
· If you experience difficulty please reach out to your Learning Specialist or Learning Assistant for guidance
· Please note you will be required to perform these tasks in order to be certified for Production

1) View existing rates on account
2) Is there an authorized user on the account?
3) Change billing address on account
4) Upgrade TV package on account, No Truck
5) Downgrade TV package on account, No Truck
6) Schedule appointment to add cable box to account, schedule appointment with customer
7) Reschedule appointment to add cable box
8) Cancel appointment to add cable box
9) Order Trouble Call
10) Reschedule Trouble Call
11) Cancel Trouble Call
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Instructions
· Your Learning Specialist will assign you an account number
· Use IBA in association with your account number to answer the questions
· Do NOT navigate to the “Credit” section of IBA
· If you experience difficulty please reach out to your Learning Specialist or Learning Assistant for guidance
· Please note you will be required to perform these tasks in order to be certified for Production


What is the balance on the account?
______________________________________________________________________________
______________________________________________________________________________
Is there any prorates on the current bill?
______________________________________________________________________________
______________________________________________________________________________
Is there any prorates on the bill one month prior to the current bill?
______________________________________________________________________________
______________________________________________________________________________
Is there any prorates on the bill two month prior to the current bill?
______________________________________________________________________________
______________________________________________________________________________
What is most recent bill date?
______________________________________________________________________________
______________________________________________________________________________
What was the most recent bill amount?
______________________________________________________________________________
______________________________________________________________________________
What date was the most recent amount paid?
______________________________________________________________________________
______________________________________________________________________________
What was the most recent amount paid?
______________________________________________________________________________
______________________________________________________________________________
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How many lights are located on the front of the Pace RNG110? What are they named?
____________________________________________________________________________________________________________________________________________________________
What port does the HD DTA have that the SD DTA does not?
____________________________________________________________________________________________________________________________________________________________
How many IEEE 1394 ports does the Motorola DCX3400 have?
____________________________________________________________________________________________________________________________________________________________
How many IEEE 1394 ports does the Motorola DCH6416 have?
____________________________________________________________________________________________________________________________________________________________
How many USB ports does the Cisco SA4652C have?
____________________________________________________________________________________________________________________________________________________________
How many lights are located on the front of TiVo Mi3? What are they named?
____________________________________________________________________________________________________________________________________________________________
How many HDMI input/output ports does the TiVo MG1 have? 
____________________________________________________________________________________________________________________________________________________________
Where is the e-Sata port located on the TiVo Premiere?
____________________________________________________________________________________________________________________________________________________________
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TiVo Central
https://www.youtube.com/watch?v=90O3ab3HnJg

TiVo Remote Control & Live TV
https://www.youtube.com/watch?v=H3MhNdDrxFw

TiVo Sorting & Filtering
https://www.youtube.com/watch?v=-1JV1fEDVl0

TiVo One Pass
https://www.youtube.com/watch?v=RlIR0Krdb0E

One Pass Manager
https://www.youtube.com/watch?v=JWxR5MsroMw

TiVo Quick Mode
https://www.youtube.com/watch?v=5PQoqk67Hl4

Add Streaming Movies with TiVo
https://www.youtube.com/watch?v=ouvhewOWSws
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What code should be used to program a Panasonic TV (Model Number N/A) onto the DCT/DVR (Atlas) remote?
____________________________________________________________________________________________________________________________________________________________
What is the three digit numeric code that should be entered when programming the DCT/DVR (Atlas) using the code search method?
____________________________________________________________________________________________________________________________________________________________
What steps should be followed to lock the volume to the TV on the Pace HD DTA (Pulse) remote?
____________________________________________________________________________________________________________________________________________________________
What code should be used to program a LG TV (Model Number N/A) onto the Pace HD DTA (Pulse) remote?
____________________________________________________________________________________________________________________________________________________________
How can remote control setup be accessed from TiVo Central?
____________________________________________________________________________________________________________________________________________________________
What code should be used to program a Sony TV (Model Number N/A) onto the DTA (Delta) remote? ____________________________________________________________________________________________________________________________________________________________
What code should be used to program a Dynex DVD Player (Model Number N/A) onto the Big Button (Polaris) remote? ____________________________________________________________________________________________________________________________________________________________
What are the three steps to program the Arris HD DTA remote using the Code Search Method?
____________________________________________________________________________________________________________________________________________________________
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What will the customer see on their TV screen when sending an Addressable Hit to a Scientific Atlanta converter boxes?
__________________________________________________________________________________________________________________________________________________________________________
What are the four common reasons for a Scientific Atlanta box to enter brick mode?
__________________________________________________________________________________________________________________________________________________________________________
What are the steps to disable SAP (Secondary Audio Programming) on a Scientific Atlanta cable box?
__________________________________________________________________________________________________________________________________________________________________________
For the second time today, the customer is reporting they are receiving “Error 7” upon trying to watch a VOD, what is your next step?
__________________________________________________________________________________________________________________________________________________________________________
The customer reports they are receiving error “GL 14” upon trying to access the VOD Menu, what three troubleshooting steps should be performed?
__________________________________________________________________________________________________________________________________________________________________________
The customer reports they ordered a PPV event and are not receiving it on their HD DTA device, what is the proper course of action?
__________________________________________________________________________________________________________________________________________________________________________
The customer reports they are unable to record three shows at once on their TiVo Premiere, what is the proper course of action?
__________________________________________________________________________________________________________________________________________________________________________
The customer reports their TiVo Mini has a blinking white light on the front, what is the proper course of action?
__________________________________________________________________________________________________________________________________________________________________________


The customer reports no audio, what is the first troubleshooting step to perform?
__________________________________________________________________________________________________________________________________________________________________________
The customer reports tiling (a.k.a. pixilation) on only one cable box. What is the first troubleshooting step to perform?
__________________________________________________________________________________________________________________________________________________________________________
The customer is seeking instructions on how to record a series on their DVR, what steps should the customer be instructed to follow?
__________________________________________________________________________________________________________________________________________________________________________
What is the URL to the customer portal simulator?
__________________________________________________________________________________________________________________________________________________________________________
A customer with an upgrade hold and past due balance reports they are unable to order a PPV using their remote control, what should the customer be advised?
__________________________________________________________________________________________________________________________________________________________________________
The customer reports they are trying to watch HBO on their HD DTA and is receiving a “Status Code 580” message. What is the suggested course of action?
__________________________________________________________________________________________________________________________________________________________________________
The customer reports they have no audio on one channel of their HD DTA, what is your first troubleshooting step?
__________________________________________________________________________________________________________________________________________________________________________
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Instructions
· Your Learning Specialist will create teams of two and assign your team an account number below
· Each team of two will take turns being both the “representative” and the “customer” 
· Use ITT in association with your account number to “troubleshoot”
· When prompted by the “rep” the “customer” will answer questions based on the responses provided below
· Please Note: ITT suggested work flow will vary based on the account being used (i.e. box online/box offline). Feel free to improvise as the “customer”
· When prompted by ITT to select a cable box (if account has multiple) select the cable box closest to the bottom of the list
· Auto-populate the call into Remedy once the interaction with your “customer” is over
· Do NOT save the Remedy ticket
· Do NOT schedule any service appointments, if recommended by ITT
· Do NOT add or change the rates on the account in IDA
· If you experience difficulty please reach out to your Learning Specialist or Learning Assistant for guidance
· Please note you will be required to perform these tasks in order to be certified for Production

Scenario One – No Picture (Black Screen) on Channel 12 (Rep)
You are the rep, use ITT to handle the “customer’s” inquiry. 

Scenario One - No Picture (Black Screen) on Channel 12 (Customer)
You are the customer. When prompted by your rep, please provide the following responses:

· Advise you have no picture or audio on channel 12, LED display on the box shows 4 dashes
· Advise the issue persists
· Advise the channel did not change 
· Advise you are on the correct input
· Advise the wires are tight on the box and on the wall jack
· Advise there is no splitter
· Advise the issue persists
· Advise the channel did not change 
· Advise the issue persists
· Advise that audio language is set to off (English)
· Advise TV is not in SAP mode
· Advise the volume is up on both the cable box and TV
· Advise you have lowered the volume on the TV and raised volume on the cable box
· Advise the issue persists
· Advise the TV was off
· Advise the issue is resolved

Scenario Two – No Program Guide (Rep)
You are the rep, use ITT to handle the “customer’s” inquiry. 

Scenario Two - No Program Guide (Customer)
You are the customer. When prompted by your rep, please provide the following responses:

· Advise you have no guide, regardless of channel, audio is normal
· Advise the wires are tight on the box and on the wall jack
· Advise there is no splitter
· Advise the issue persists
· Wait one minute, advise the box is back online and powered up
· Advise the issue persists




Scenario Three – Snow No Sound (Rep)
You are the rep, use ITT to handle the “customer’s” inquiry. 

Scenario Three - Snow No Sound (Customer)
You are the customer. When prompted by your rep, please provide the following responses:

· Advise you have snow on your screen with no audio, regardless of channel
· Advise you are on the correct input
· Advise the issue persists
· Advise the wires are tight on the box and on the wall jack
· Advise there is no splitter
· Advise the issue persists
· Advise there are no devices between the cable box and television
· Advise you are using an HDTV
· Advise you are using an HDMI cable and it is securely connected
· Advise no other HDMI or component cables are available
· Advise the issue persists
· Advise that audio language is set to off (English)
· Advise TV is not in SAP mode
· Advise the volume is up on both the cable box and TV
· Advise you have lowered the volume on the TV and raised volume on the cable box
· Advise the issue persists
· Wait one minute, advise the box is back online and powered up
· Advise the issue is resolved
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Instructions
· You will be paired with a representative on the floor or observe as a group in the classroom
· Pay attention to the focus area and representative attribute assigned to the interaction
· Answer the questions based your observations
· Be prepared to discuss your findings with the rest of your group the following morning

	Focus Area
	Rep Attributes
	Assigned Interaction

	Clear Communication
	Communicating effectively displays confidence. Customer will have confidence they are connected with an expert and may not feel the need to call back after speaking with you
	Call One

	Optimize Self-Service
	Educate the customer about the Support App (via their SMART phone) as they will then have the ability to manage their own account and address most common issues, including troubleshooting
	Call Two

	
	Send your customer emails via DART, to help educate them on the issue they called in for or other relative information
	Call Three

	Recapping
	At the end of every call recap what you did for the customer
	Call Four

	
	Ask “Are there any other Suddenlink related questions or concerns which I can address for you today?”
	Call Five

	Hold
	Excessive hold time may make the customer lose confidence by feeling that you are not the right person to handle their issue. Break your hold every 2 minutes to let the customer know what you are doing for them.
	Call Six








Call One 
Why did the customer contact Altice?
_____________________________________________________________________________________
Did the representative communicate effectively and display confidence?
_____________________________________________________________________________________
Was there any additional opportunities to communicate effectively and display confidence?
_____________________________________________________________________________________
Call Two 
Why did the customer contact Altice?
_____________________________________________________________________________________
Did the representative educate the customer about the Support App?
_____________________________________________________________________________________
If no, was there an opportunity to educate the customer about the Support App? _____________________________________________________________________________________
Call Three 
Why did the customer contact Altice?
_____________________________________________________________________________________
Did the representative use DART to send the customer any self-support emails?
_____________________________________________________________________________________
If no, was there an opportunity to use DART to send the customer self-support emails relevant to the customer? 
_____________________________________________________________________________________



Call Four 
Why did the customer contact Altice?
_____________________________________________________________________________________
Did the representative recap what occurred during the interaction at the end of the call?
_____________________________________________________________________________________
If no, how would of you recapped the call?
_____________________________________________________________________________________
Call Five 
Why did the customer contact Altice?
_____________________________________________________________________________________
Did the representative ask “Are there any other Suddenlink related questions or concerns which I can address for you today?” 
_____________________________________________________________________________________
If yes, how did the customer respond?
_____________________________________________________________________________________
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How many Ethernet ports are located on the back of the Hitron CGNM225?
____________________________________________________________________________________________________________________________________________________________
Where is the WPS button located on the Hitron CGN3033?
____________________________________________________________________________________________________________________________________________________________
How many lights does the Arris DG1660 have?
____________________________________________________________________________________________________________________________________________________________
How many Ethernet ports are located on the back of the Arris CM820? ____________________________________________________________________________________________________________________________________________________________
How many telephone ports is the Arris TM822G equipped with?
____________________________________________________________________________________________________________________________________________________________
How can the battery backup be removed from the Arris TM822G? ____________________________________________________________________________________________________________________________________________________________
How many Ethernet ports are located on the back of the Arris TG852G? ____________________________________________________________________________________________________________________________________________________________
How can the customer purchase a battery backup?
____________________________________________________________________________________________________________________________________________________________
What Suddenlink modems are compatible with battery backups?
____________________________________________________________________________________________________________________________________________________________
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What is the DMCA?
____________________________________________________________________________________________________________________________________________________________
How is service restored for a customer who has received their eight DMCA violation?
____________________________________________________________________________________________________________________________________________________________
What will cause a Residential email account to be deactivated?
____________________________________________________________________________________________________________________________________________________________
Is there customer notified prior to their email account deactivation? ____________________________________________________________________________________________________________________________________________________________
What should be confirmed with the customer prior to resetting the I-gateway device?
____________________________________________________________________________________________________________________________________________________________
What is the suggested span of performance for the 400 Mbps tier? ____________________________________________________________________________________________________________________________________________________________
What troubleshooting steps are performed for a third party router not purchased through Suddenlink?
____________________________________________________________________________________________________________________________________________________________
What troubleshooting steps are performed for a Suddenlink Wi-Fi @ home customer?
____________________________________________________________________________________________________________________________________________________________

A residential customer is requesting that Port 80 be unlocked on their modem for their security camera system, how should you respond to the customer?
____________________________________________________________________________________________________________________________________________________________
The customer requests that Port 21 be opened on their WiFi @ Home router, what is the suggested course of action for the customer?
____________________________________________________________________________________________________________________________________________________________
The customer is unable to use a third party email server on Port 25, what is an alternative solution for the customer?
____________________________________________________________________________________________________________________________________________________________
The customer is reporting that a website is indicating that they are in a different state or country, what is the suggested course of action for the customer?
____________________________________________________________________________________________________________________________________________________________
The customer is seeking assistance changing the NAT type on their third party router, what should the customer be advised?
______________________________________________________________________________
The customer reports all wireless devices within their home are able to access the Internet except their PS4. The customer reports they are using the correct wireless SSID and password, what is the next course of action? ______________________________________________________________________________
The customer is requesting that their IP address be changed, what should the customer be advised?
______________________________________________________________________________
The customer reporting they received a phishing email from Suddenlink, where can it be forwarded for investigation?
______________________________________________________________________________
What is a VPN? What is Suddenlink’s scope of support for VPN’s?
______________________________________________________________________________
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Instructions
· Your Learning Specialist will create teams of two and assign your team an account number below
· Each team of two will take turns being both the “representative” and the “customer” 
· Use ITT MT in association with your account number to “troubleshoot”
· When prompted by the “rep” the “customer” will answer questions based on the responses provided below
· Please Note: ITT MT suggested work flow will vary based on the account being used (i.e. modem online/modem offline). Feel free to improvise as the “customer”
· When prompted by ITT MT to select a modem (if account has multiple modems) select the modem closest to the bottom of the list
· Auto-populate the call into Remedy once the interaction with your “customer” is over
· Do NOT save the Remedy ticket
· Do NOT schedule any service appointments, if recommended by ITT MT
· If you experience difficulty please reach out to your Learning Specialist or Learning Assistant for guidance
· Please note you will be required to perform these tasks in order to be certified for Production

Scenario One - No Internet (Rep)
You are the rep, use ITT MT to handle the “customer’s” inquiry. 

Scenario One - No Internet (Customer)
You are the customer. When prompted by your rep, please provide the following responses:
· Advise the rep you are home to troubleshoot
· Advise you are using your own Linksys router
· Advise your router is connected to the modem and is powered on
· Advise you have completed the reboot of your router
· Advise you are using your own Linksys router
· Advise the device connected to the modem is a router
· Advise you are now connected to the Internet

Scenario Two – Slow Speeds (Rep)
You are the rep, use ITT MT to handle the “customer’s” inquiry. 

· Assume the rates on the account are correct and the modem is reflecting the proper tier of service
· When prompted by ITT MT to select a modem (if account has multiple modems) select the modem closest to the bottom of the list. 
· Please do not use IDA to check the rates

Scenario Two – Slow Speeds (Customer)
You are the customer. When prompted by your rep, please provide the following responses:
· Advise you have slow speeds on your modem
· Advise you are not speaking on the Phone line
· Advise you are receiving speeds of 2 Mbps down and 2 Mbps up.
· Advise you are using your own Linksys router. 
· Advise you have unplugged the power from your modem and router
· Advise you have reconnected the power to your modem and router
· Advise you are still receiving slow speeds 
· Advise only one device has slow speeds
· Advise the one device with slow speeds is wireless
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What is the fee to have incoming/outgoing call records mailed to the service address?
____________________________________________________________________________________________________________________________________________________________
A visually impaired customer states they should not have to pay for directory assistance services and is asking for an exemption form. How can you assist?
____________________________________________________________________________________________________________________________________________________________
Are analog alarm systems compatible with Suddenlink Phone service?
____________________________________________________________________________________________________________________________________________________________
What are the differences between a simple and non-simple port? ____________________________________________________________________________________________________________________________________________________________
Are ported telephone numbers ported on major holidays?
____________________________________________________________________________________________________________________________________________________________
Will Anonymous Call Rejection block “Out of Area” or “Unavailable” calls?
____________________________________________________________________________________________________________________________________________________________
Will a customer retain their voicemail messages when a modem is swapped?
____________________________________________________________________________________________________________________________________________________________
What ticket type should be opened if the customer cannot call 911?
____________________________________________________________________________________________________________________________________________________________
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Instructions
· Your Learning Specialist will create teams of two and assign your team an account number below
· Each team of two will take turns being both the “representative” and the “customer” 
· Use ITT MT in association with your account number to “troubleshoot”
· When prompted by the “rep” the “customer” will answer questions based on the responses provided below
· Please Note: ITT MT suggested work flow will vary based on the account being used (i.e. modem online/modem offline). Feel free to improvise as the “customer”
· When prompted by ITT MT to select a modem (if account has multiple modems) select the modem closest to the bottom of the list
· Auto-populate the call into Remedy once the interaction with your “customer” is over
· Do NOT save the Remedy ticket
· Do NOT schedule any service appointments, if recommended by ITT MT
· If you experience difficulty please reach out to your Learning Specialist or Learning Assistant for guidance
· Please note you will be required to perform these tasks in order to be certified for Production

Scenario One - Static on OV Line (Rep)
You are the rep, use ITT MT to handle the “customer’s” inquiry. 

Scenario One - Static on OV Line (Customer)
You are the customer. When prompted by your rep, please provide the following responses:
· Advise you have static on line one of your modem
· Advise you are currently not on your Phone line
· Advise the problem is happening now. 
· Advise you are using a wireline. 
· Advise you can bypass the wireline. 
· Advise you have bypassed the wireline and the static persists. 
· Advise the phone is cordless.
· Advise the static occurs on all handsets. 
· Advise you rebooted the cordless phone base. 
· Advise the static persists.
· Advise you do have an alternate phone and RJ-11 to try.
· Advise you connected the alternate phone and RJ-11 and the static is gone. 

Scenario Two – No Dial Tone (Rep)
You are the rep, use ITT MT to handle the “customer’s” inquiry. 

Scenario Two – No Dial Tone (Customer)
You are the customer. When prompted by your rep, please provide the following responses:
· Advise you have No Dial Tone on line one of your modem
· Advise you have taken the phone off the hook
· Advise the line assignment on the modem is correct
· Advise you are using a wireline
· Advise you have bypassed the wireline
· Advise you still have no dial tone
· Advise the phone is cordless
· Advise you rebooted the cordless phone base
· Advise you still have no dial tone
· Advise you do have an alternate phone and RJ-11 to try
· Advise you connected the alternate phone and RJ-11 and now have dial tone





Scenario Three – One Way Audio (Rep)
You are the rep, use ITT MT to handle the “customer’s” inquiry. 

Scenario Three – One Way Audio (Customer)
You are the customer. When prompted by your rep, please provide the following responses:
· Advise you have one-way audio on line one of your modem
· Advise the problem is happening now. 
· Advise you rebooted the cordless phone base. 
· Advise the one-way audio persists.
· Advise you are using a wireline. 
· Advise you can bypass the wireline. 
· Advise you have bypassed the wireline and the one-way audio persists. 
· Advise the phone is cordless.
· Advise the one-way audio occurs on all handsets. 
· Advise you do have an alternate phone and RJ-11 to try.
· Advise you connected the alternate phone and RJ-11 and the one-way audio is gone. 
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Instructions
· You will be paired with a representative on the floor or observe as a group in the classroom
· Pay attention to the focus area and representative attribute assigned to the interaction
· Answer the questions based your observations
· Be prepared to discuss your findings with the rest of your group the following morning

	Focus Area
	Rep Attributes
	Assigned Interaction

	Personality
	Provide an engaging and low-effort experience for the customer.
	Call One

	Personality
	Use empathy, display urgency, and make the customer feel like you want to help them.
	Call Two

	Confidence
	Make the caller feel that you are the right person to speak with. Project your confidence to the customer.
	Call Three

	Relevant Education
	Explain what is being done to address the customer’s issue.
	Call Four

	Resolution
	Identify the underlying cause through questioning and tools. Provide an efficient and complete solution.
	Call Five

	Recapping & Recommendations
	Briefly summarize the steps taken to help the customer. Set expectations for what will happen next. Identify any additional needs of customers and upsell services.
	Call Six

	Call Management
	Spend enough time with the customer to fully address their concerns. Be respectful of the customer’s time by keeping the call on track. Minimize the use of silence, hold, and transfer.
	Call Seven

	Process Compliance
	Adhere to all departmental policies and procedures.
	Call Eight






Call One - Provide an engaging and low-effort experience for the customer
Why did the customer contact Altice?
_____________________________________________________________________________________
Did the representative provide an engaging and low-effort experience for the customer? If yes, how so?
_____________________________________________________________________________________
Was there any additional opportunities to provide an engaging and low-effort experience?
_____________________________________________________________________________________
Call Two - Use empathy, display urgency, and make the customer feel like you want to help them
Why did the customer contact Altice?
_____________________________________________________________________________________
Did the representative use empathy, display urgency, and make the customer feel like we wanted to help them? If yes, how so?
_____________________________________________________________________________________
Was there any additional opportunities to use empathy or display urgency?
_____________________________________________________________________________________
Call Three - Make the customer feel that you are the right person to speak with. Project your confidence to the customer
Why did the customer contact Altice?
_____________________________________________________________________________________
Did the representative project confidence and make the customer feel that they were the right person to speak with? If yes, how so?
_____________________________________________________________________________________
Was there any additional opportunities to project confidence to the customer?
_____________________________________________________________________________________

Call Four - Explain what is being done to address the customer’s issue.
Why did the customer contact Altice?
_____________________________________________________________________________________
Did the representative explain what was being done to address the customer’s issue? If yes, how so?
_____________________________________________________________________________________
Was there any additional opportunities to explain what was being done to address the customer’s issue?
_____________________________________________________________________________________
Call Five - Identify the underlying cause through questioning and tools.
Why did the customer contact Altice?
_____________________________________________________________________________________
Did the representative identify the underlying cause through questioning and tools?
_____________________________________________________________________________________
Was there any additional opportunities to identify the underlying cause using questioning and tools?
_____________________________________________________________________________________
Call Six - Briefly summarize the steps taken to help the customer. Set expectations for what will happen next. Identify any additional needs of customers and upsell services.
Why did the customer contact Altice?
_____________________________________________________________________________________
Did the representative summarize the steps taken to help the customer and set expectations for what will happen next?
_____________________________________________________________________________________
Was there any opportunities to upsell services?
_____________________________________________________________________________________


Call Seven - Minimize the use of silence, hold, and transfer.
Why did the customer contact Altice?
_____________________________________________________________________________________
Did the representative minimize the use of silence, hold, and transfer?
_____________________________________________________________________________________
Was there any additional opportunities to minimize the use of silence, hold, and transfer? _____________________________________________________________________________________
Call Eight - Adhere to all departmental policies and procedures.
Why did the customer contact Altice?
_____________________________________________________________________________________
Did the representative adhere to all departmental policies and procedures? 
_____________________________________________________________________________________
Did the customer voice any displeasure with departmental policies and procedures?
_____________________________________________________________________________________
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Instructions
· Utilize Prime Home to answer the questions below
· If you experience difficulty please reach out to your Learning Specialist or Learning Assistant for guidance
· Please note you will be required to perform these tasks in order to be certified for Production

Account #1 - 0780156856302
What are the last two digits of the customers One Box MAC address? ______________________________________________________________________________
What is the current uptime on the One Box? ______________________________________________________________________________
What is the local IP address of the Ethernet device currently connected? ______________________________________________________________________________
What is the SSID of the customer’s private network? ______________________________________________________________________________
What is the customer’s wireless password? ______________________________________________________________________________
On the 2.4 GHz band, what wireless channel is the customer currently using? ______________________________________________________________________________
On the 2.4 GHz band, what wireless channel is the least saturated? ______________________________________________________________________________
On the 2.4 GHz band, what wireless channel is the most saturated? ______________________________________________________________________________

Account #2 - 0780157054101
What are the last two digits of the customers One Box MAC address? ______________________________________________________________________________
What is the current uptime on the One Box? ______________________________________________________________________________
What is the local IP address of the Ethernet device currently connected? ______________________________________________________________________________
What is the SSID of the customer’s private network? ______________________________________________________________________________
What is the customer’s wireless password? ______________________________________________________________________________
On the 5 GHz band, what wireless channel is the customer currently using? ______________________________________________________________________________


Account #3 - 783764842601
What are the last two digits of the customers One Box MAC address? ______________________________________________________________________________
What is the current uptime on the One Box? ______________________________________________________________________________
What is the local IP address of the Ethernet device currently connected? ______________________________________________________________________________
What is the SSID of the customer’s private network? ______________________________________________________________________________
What is the customer’s wireless password? ______________________________________________________________________________
On the 2.4 GHz band, what wireless channel is the customer currently using? ______________________________________________________________________________
On the 2.4 GHz band, what wireless channel is the least saturated? ______________________________________________________________________________
On the 2.4 GHz band, what wireless channel is the most saturated? ______________________________________________________________________________

Account #4 - 0783764842701
What are the last two digits of the customers One Box MAC address? ______________________________________________________________________________
What is the current uptime on the One Box? ______________________________________________________________________________
What is the local IP address of the Ethernet device currently connected? ______________________________________________________________________________
What is the SSID of the customer’s private network? ______________________________________________________________________________
What is the customer’s wireless password? ______________________________________________________________________________
On the 5 GHz band, what wireless channel is the customer currently using? ______________________________________________________________________________
On the 5 GHz band, what wireless channel is the least saturated? ______________________________________________________________________________
On the 5 GHz band, what wireless channel is the most saturated? ______________________________________________________________________________








Account #5 – 0783694994601
What are the last two digits of the customers One Box MAC address? ______________________________________________________________________________
What is the current uptime on the One Box? ______________________________________________________________________________
What is the local IP address of the Ethernet device currently connected? ______________________________________________________________________________
What is the SSID of the customer’s private network? ______________________________________________________________________________
What is the customer’s wireless password? ______________________________________________________________________________
On the 2.4 GHz band, what wireless channel is the customer currently using? ______________________________________________________________________________
On the 2.4 GHz band, what wireless channel is the least saturated? ______________________________________________________________________________
On the 2.4 GHz band, what wireless channel is the most saturated? ______________________________________________________________________________

Account #6 - 0783695038401
What are the last two digits of the customers One Box MAC address? ______________________________________________________________________________
What is the current uptime on the One Box? ______________________________________________________________________________
What is the local IP address of the Ethernet device currently connected? ______________________________________________________________________________
What is the SSID of the customer’s private network? ______________________________________________________________________________
What is the customer’s wireless password? ______________________________________________________________________________
On the 5 GHz band, what wireless channel is the customer currently using? ______________________________________________________________________________
On the 5 GHz band, what wireless channel is the least saturated? ______________________________________________________________________________
On the 5 GHz band, what wireless channel is the most saturated? ______________________________________________________________________________
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Instructions
· Utilize the KDB to answer the provided questions
· The facilitator will go around the room and ask each participant to explain a feature

Anonymous Call Rejection
What is the purpose of the feature? ______________________________________________________________________________
______________________________________________________________________________
How can it be activated? ______________________________________________________________________________
______________________________________________________________________________
How can it be deactivated? ______________________________________________________________________________
______________________________________________________________________________

Directory Assisted Calls
What is the purpose of the feature? ______________________________________________________________________________
______________________________________________________________________________
How can it be used? ______________________________________________________________________________
______________________________________________________________________________
What is the associated cost? ____________________________________________________________________________________________________________________________________________________________

Caller ID Blocking
What is the purpose of the feature? ______________________________________________________________________________
______________________________________________________________________________
How can it be activated indefinitely? ______________________________________________________________________________
______________________________________________________________________________
How can it be activated on a per call basis? ______________________________________________________________________________
______________________________________________________________________________



Call Forwarding
What is the purpose of the feature? ______________________________________________________________________________
______________________________________________________________________________
How can it be activated? ______________________________________________________________________________
______________________________________________________________________________
How can it be deactivated? ______________________________________________________________________________
______________________________________________________________________________

Selective Call Rejection
What is the purpose of the feature? ______________________________________________________________________________
______________________________________________________________________________
How can it be activated? ______________________________________________________________________________
______________________________________________________________________________
How can it be deactivated? ______________________________________________________________________________
______________________________________________________________________________

Three Way Calling
What is the purpose of the feature? ______________________________________________________________________________
______________________________________________________________________________
How can it be activated? ______________________________________________________________________________
______________________________________________________________________________
How can it be cancelled? ______________________________________________________________________________
______________________________________________________________________________

Call Trace
What is the purpose of the feature? ______________________________________________________________________________
______________________________________________________________________________
How can it be activated? ______________________________________________________________________________
______________________________________________________________________________



Voicemail 
What is the purpose of the feature? ______________________________________________________________________________
______________________________________________________________________________
How can a customer personalize their Voicemail? ______________________________________________________________________________
______________________________________________________________________________
How can a customer check their voicemail?
______________________________________________________________________________
______________________________________________________________________________

Call Return
What is the purpose of the feature? ______________________________________________________________________________
______________________________________________________________________________
How can a customer use the feature? ______________________________________________________________________________
______________________________________________________________________________














[bookmark: _Toc522885843][bookmark: _Toc522886076][bookmark: _Toc522889263][bookmark: _Toc525892832][bookmark: _Toc526335349][bookmark: _Toc526335744][bookmark: _Toc526336075]Certification Activity


	Account #
	Call Type
	Customer Scenario/Task
	Tool Used
	Targeted Scorecard Metric
	Demonstration Complete/
Incomplete

	Account # to be used
	Billing
	Sample: Customer is looking at their first bill and is disputing their installation date. What day was the customer installed?
	DART
	(VOC/Knowledgeable), Time to Resolve/AHT
	C

	780155424003
	Data & Phone
	The customer reports they have no phone or internet services, they feel there is an outage in the area? Determine what node the customer is on.
	DART
	(VOC/Knowledgeable), Time to Resolve/AHT
	

	780148234602
	Data & Phone
	The customer reports they have no internet services. How many internet outages are in the customer’s area? Is the customer being affected?
	DART
	(VOC/Knowledgeable), Time to Resolve/AHT
	

	780155763901
	TV
	The customer reports they have no TV services. How many TV outages are in the customer’s area? Is the customer being affected?
	DART
	(VOC/Knowledgeable), Time to Resolve/AHT
	

	780100343901
	Billing
	The customer is reporting a partial month charge on their bill two months prior to the current bill. Navigate IBA to confirm the customers claim.
	IBA
	Tools Compliance
	

	780100567301
	Billing
	What date was the most recent bill amount paid?
	IBA
	Tools Compliance
	

	780102040002
	Billing
	What was the most recent amount paid?
	IBA
	Tools Compliance
	

	Training Environment
	All Services
	Schedule a trouble call for all services out
	IDA
	(VOC/Knowledgeable)/Tools Compliance
	

	Training Environment
	General Inquiry
	Determine if there is an authorized user on the account
	IDA
	(VOC/Knowledgeable)/Tools Compliance
	

	Training Environment
	Billing
	Change billing address on account
	IDA
	(VOC/Knowledgeable)/Tools Compliance
	

	780100567301
	TV
	The customer reports no picture (black screen) when turned to Channel 12 on all cable boxes. Select symptoms needed to troubleshoot.
	ITT
	Tools Compliance/Time to Resolve/AHT
	

	780102040002
	TV
	The customer reports no program guide on all boxes. Select symptoms needed to troubleshoot.
	ITT
	Tools Compliance/Time to Resolve/AHT
	

	780102040301
	TV
	The customer reports Snow No Sound when turned to all cable boxes, regardless of channel. Select symptoms needed to troubleshoot.
	ITT
	Tools Compliance/Time to Resolve/AHT
	

	780100343901
	Data
	The customer reports no internet on all modems. Select symptoms needed to troubleshoot.
	ITT MT
	Tools Compliance/Time to Resolve/AHT
	

	780100567301
	Data
	The customer reports slow speeds on all modems. Select symptoms needed to troubleshoot.
	ITT MT
	Tools Compliance/Time to Resolve/AHT
	

	780102040002
	Phone
	The customer reports no dial tone on all phone lines/modems. Select symptoms needed to troubleshoot.
	ITT MT
	Tools Compliance/Time to Resolve/AHT
	

	780156856302
	Altice One
	The customer has forgotten the SSID to their wireless network. CPNI has been verified, locate and provide the information to the customer.
	Prime Home
	Tools Compliance/Time to Resolve/AHT
	

	780157054101
	Altice One
	The customer has forgotten the password to their wireless network. CPNI has been verified, locate and provide the information to the customer.
	Prime Home
	Tools Compliance/Time to Resolve/AHT
	

	783764842601
	Altice One
	The customer reports slow speeds, only when using wireless devices. Determine if the customer is currently using the most saturated 2.4 GHz channel.
	Prime Home
	Tools Compliance/Time to Resolve/AHT
	


















[bookmark: _Toc525892833][bookmark: _Toc526335350][bookmark: _Toc526335745][bookmark: _Toc526336076]KDB Scavenger Hunt – Altice One

What are the steps to un-pair the Altice One remote control?
____________________________________________________________________________________________________________________________________________________________
What are the steps to pair the Altice One remote control? ____________________________________________________________________________________________________________________________________________________________
What are the steps taken to ship the customer an Altice One remote control?
____________________________________________________________________________________________________________________________________________________________
In feet, what is the range (from Altice One) on a paired Altice One remote? ____________________________________________________________________________________________________________________________________________________________
What is the code used to program an Altice One remote to control an Insignia television?
____________________________________________________________________________________________________________________________________________________________
How can you pair an Altice Mini to the Altice One box?
____________________________________________________________________________________________________________________________________________________________













[bookmark: _Toc526335351][bookmark: _Toc526335746][bookmark: _Toc526336077]KDB Scavenger Hunt – Troubleshooting Features

The customer calls in reporting they are not receiving emails containing their voicemail messages and they would like you to update the email address, what is your next step? ____________________________________________________________________________________________________________________________________________________________
The customer calls in stating they are unable to hear audio when playing voicemail messages within the Customer Portal, what should be suggested? ____________________________________________________________________________________________________________________________________________________________
What is the next step if the customer is unable to call forward and all troubleshooting steps have been exhausted?
____________________________________________________________________________________________________________________________________________________________
When creating a ticket for incorrect outbound caller ID name, what information is required? ____________________________________________________________________________________________________________________________________________________________
The customer is requesting a change to how their Directory Listing information is displayed, what is your next step?
____________________________________________________________________________________________________________________________________________________________
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