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Introduction

On May 1, 1993, the management and assignment of 800 numbers transitioned from the Interim 800-NXX Plan to ten-digit management in the national 800 Service Management System (SMS/800) database.

The following guidelines were cooperatively developed, reviewed and approved by the Ad Hoc 800 Database Committee (a committee of the Carrier Liaison Committee) for the purpose of providing the industry with a set of working principles for the administration of 800 Service in this changed environment.

At the February 1995 session of the OBF (#49), the Ad Hoc 800 Database Committee officially adopted a new name and began to function operationally as the SMS/800 Number Administration Committee (SNAC).

These guidelines were partially modified in planning for the implementation of 8XX Service Access Codes by the SNAC to contain agreements reached to support resource exhaust, when applicable.  Resource exhaust is defined as an emergency situation where the industry has agreed to invoke conservation measures to delay exhaustion of the toll fee number resource.   Conservation measures proved ineffective, however, and the FCC invoked allocation on January 25, 1996, with the issuance of the Report and Order (Toll Free Service Access Codes, Report and Order, 11 FCC Rcd 2496.  888 Allocation was eliminated May 27, 1997, with the issuance of FCC Order 97-123 which codified portions of these guidelines.*

These guidelines are arranged in five sections; Resp Org Responsibilities, Ten-Digit Toll Free Number Administration, Coordinated Conversion of Toll Free Service, SMS/800 Help Desk Responsibilities, and a Glossary.  It is expected that all participants in the provision and use of Toll Free Service demonstrate a good faith effort towards adherence to these guidelines, and while compliance is voluntary, deliberate abuse of these guidelines may be referred by any participant to the Federal Communications Commission of the United States government, or to the Director General, Spectrum Engineering, Industry Canada, as appropriate.


*CODIFIED PORTIONS WILL BE ITALICIZED AND IDENTIFIED BY A “C” IN THE LEFT-HAND MARGIN

Effective with the release of Issue 13 of the Industry Guidelines for Toll Free Number Administration (July 2003) all Resp Orgs who are operational at that time are eligible to receive a complimentary copy of this document (refer to CSB #SMS-03-22, Issued on July 25, 2003). Please note that Resp Orgs must initiate the request via the ATIS Document Center prior to the expiration date noted on the CSB. 

On a going forward basis, any newly established Resp Org is entitled to receive a one-time complimentary copy (the most recent document in publication) of the Industry Guidelines for Toll Free Number Administration.  Requests for additional documents after receipt of a complimentary document will be provided to the requestor via the existing ATIS ordering process at a fee. 

1. Resp Org Responsibilities

1.1 Preface

The entity identified by the Toll Free Service Customer that assumes the duty of managing and administering the appropriate records in the 800 Service Management System (SMS/800) is referred to as the Responsible Organization (Resp Org).  This section outlines the responsibilities of the Resp Org for managing and administering the SMS/800 record.  The following are principles that have been identified as being essential to operating as a Customer's Resp Org:

(
Adhere to the “Industry Guidelines for Toll Free Number Administration”

(
Work with the SMS/800 Help Desk Administrator to obtain, maintain, and correctly utilize SMS/800 interface capabilities and the Toll Free number resources allocated to SMS/800 for Customer assignment.

(
Adhere to agreements established through the Alliance for Telecommunications Industry Solutions (ATIS, formerly ECSA) industry forum process.  (Refer to the "Reference List for Toll Free Service", which can be obtained from the SMS/800 Help Desk).

1.2 General Responsibilities

The Resp Org is responsible to its Customer for management of the SMS/800 record and the appropriate coordination with other entities involved in providing the Customer’s Toll Free Service.  This may include, but is not limited to, coordination with Toll Free Service Providers and the SMS/800 Help Desk.  The following general responsibilities are necessary for proper management of the SMS/800 record.

A Resp Org will:
(
Have only one Customer for an SMS/800 record.

NOTE: For Shared Use Toll Free or Bundled Services, the Provider of the Shared Use Toll Free or Bundled Service is treated as the Customer.

NOTE: The process for managing duplicate Toll Free numbers that existed prior to May 1, 1993, is outlined in Section 2.2.2.

NOTE: The process for managing the temporary referral of a mis-advertised number is outlined in Section 2.2.7.

(
Inform its Customer of the specific function that it, as a Resp Org, will perform.

(
Inform its Customer of the specific responsibilities the Customer assumes for identifying its requirements to the Resp Org.

(
Inform its Customer of the specific responsibilities the Customer assumes for identifying its requirements to the Toll Free service Provider. 

(
Develop its own process for its Customer to notify it of changes to an SMS/800 record. 

(
Implement, in a timely manner, all Customer requested changes to the SMS/800 record to support the Customer's Toll Free Service.

(
Treat all Customer information as confidential unless otherwise instructed by the Customer.  This information is and must be treated as Customer Proprietary Network Information.  However, all non-proprietary information will be made available to all other Resp Orgs and Toll Free Service Providers on an equal basis.  Non-proprietary information has been identified as: the Toll Free number, the Resp Org identification, the status of the Toll Free number or Customer Record in SMS/800, and the associated effective date and time of the Customer Record.  For multi-carrier routing situations, the Area of Service (AOS) of the Customer Record is considered proprietary but viewable by those Toll Free Service Providers (with SMS/800 access) listed on the Customer Record.

NOTE: Multi-carrier routing cannot be provided for the Canadian portion of any SMS/800 Customer Record.  It is to be noted that multi-carrier Selection Capability (MCSC)( in Canada and multi-carrier Routing in the U.S. are different.

(
If requested by any party, provide the Toll Free number status, Resp Org identification, and trouble referral number for any Toll Free number listed in SMS/800.

( Upon request or related discussion, a Resp Org may either provide the Customer with a copy of the Overview of Toll Free Responsible Organization Change Process Document or inform the Customer of the contents of that Document (see Appendix 1).  This is particularly important when a new relationship is being established with the Customer.  

(
Conduct an internal reconciliation process annually to ensure that Toll Free number resources are being properly assigned to SMS/800 categories, are being utilized effectively, and allow for the reclamation (return) of number resources as appropriate.

1.3 Trouble Reporting Responsibilities

The Resp Org is responsible for accepting, referring, coordinating, and/or resolving all trouble reports related to a Toll Free Service for which it is identified as the Resp Org in SMS/800.  The following general responsibilities are necessary for proper management of the Toll Free Service trouble.

(
Provide the appropriate contact number(s) for Toll Free Service troubles on a 24-hour-a-day, 7-day-a-week basis, for accepting Toll Free Service trouble reports from its Customer or other parties who have identified a potential trouble condition.

(
Provide the appropriate trouble reporting management interface(s) for Customers and the SMS/800 Help Desk.

(
Confirm and, when appropriate, correct the information contained on the SMS/800 record to resolve the trouble.  When the trouble is not SMS/800 related, the Resp Org will refer the trouble to the appropriate Toll Free Service Provider(s) for resolution as outlined in Network Operations Forum (NOF) Trouble Reporting documents.

(
Advise its Customer and the affected Toll Free Service Provider(s) of the appropriate status during resolution of the Toll Free Service trouble, and maintain appropriate documentation of the trouble resolution.

1.4 Media Stimulated Mass Calling (MSMC) Events Notification Section

When the Resp Org has been informed that an MSMC event is going to take place, they have the responsibility to proactively notify the appropriate Telecommunications Service Providers Network Management Centers of the impending event in accordance with the Network Interoperability Interconnection Forum (NIIF) defined procedures as defined in NIIF Issue #0044, Media Stimulated Mass Calling (MSMC) Notification.

The Resp Org is responsible for informing their Customers (including Resellers) that they have the obligation to inform the Resp Org of any intention to have a MSMC event.

The Resp Orgs should advise the Resellers that they need to inform their Customers (End-Users) that if they engage in or plan a MSMC event, they should inform the reseller prior to that event taking place.

MSMC event notification shall be provided by the Resp Org no less than 10 working days prior to the event.  If the 10-day advance notification is not possible, then the Resp Org shall contact potentially impacted network management centers as soon as they become aware of the event.  Either notification shall be in accordance with NIIF defined procedures.

Resp Org primary contacts should be aware of Network Management centers.  A list of network management Centers can be found in the NIIF Reference Document.  The NIIF Reference Document is available on the ATIS website on the NIIF Documents pass-word protected site at http://www.atis.org/clc/niif/niifmtoc.htm#password or available via the ATIS Document Center at https://www.atis.org/atis/docstore/index.asp.

Suggested NIIF Issue #0044, Media Stimulated Mass Calling (MSMC) Notification form:

Media Stimulated Mass Calling 

Event Notification Form

Name of Promotion:  ______________________________________________

Nature of Service:  Ticket sales ____  Tele-vote contest  ____
Other  _____
Scope of Promotion: National  ____    Regional  ____        Local  ____
Promotional Media: Internet     ____    Newspaper   ____   Radio  ____


  

                      TV ____ 
           Other     _____
Event Start Date:
_______________  Event End Date: _________________

Time of Program(s):        Start time(s)/zone(s) ___________________________
                                       Finish time(s)/zone(s)  ___________________________
Dialed Advertised Number(s): ______________________________________

Terminating Characteristics: POTS return number _____________________
                                                  Voice  ____ Automatic Response Unit (ARU) ___ 
          



                 Other  ____
Type of Event: Planned Event   ____         Unplanned Event   ____

Event Description: _______________________________________________

________________________________________________________________

________________________________________________________________

· Estimated participation volume (total calls) _________________________

· Projected average holding time per completed call  __________________

· # of terminating lines  ___________________________________________

· # of operators _________________________________________________

· Contest rules and “prize” information  _____________________________

     _____________________________________________________________

Date/Time sent:  ____________   Initial Notice: _____   Follow Up Notice:  _____ 

Originator's Name:  _______________________
     Company:  ______________

Originator's Tel Number:  _________________________
While it is suggested that all fields be completed, provision of information on this form is voluntary.

2. Ten-Digit Toll Free Number Administration

2.1 Preface

Ten-digit Toll Free Carrier Identification enables a Toll Free Service Customer to retain use of its existing Toll Free number when changing Resp Org and/or Toll Free Service Provider.  This section outlines the principles to be followed by the Resp Org and its Customers to properly manage and utilize this resource.

2.2 Basic Principles

Toll Free Service numbers are fundamentally a resource of the North American Numbering Plan Administrator.  Toll Free Service numbers are assigned by Resp Orgs to their Customers from a common pool of available numbers.  The following form the foundation of the Ten-Digit Toll Free Number Administration guidelines.

2.2.1 Toll Free numbers are not to be treated as commodities which can be bought or sold, and no individual or entity is granted a proprietary interest in any Toll Free number assigned.  Resp Orgs and Toll Free Service Providers are prohibited from selling, brokering, bartering, or releasing for a fee (or other consideration) any Toll Free number.

Reserving, Assigning, or activating (Working) Toll Free numbers by Resp Orgs, Toll Free Service Providers, or Customers for the primary purpose of selling, brokering, bartering, or releasing for a fee (or other consideration) that Toll Free number is prohibited.  

“C” 
The reservation of a number serves as certification that a RESP ORG has an identified Subscriber agreeing to be billed for service associated with each Toll Free number.  Resp Orgs found to be in violation of this warehousing* rule risk penalties including forfeiture, fine, imprisonment and/or Resp Org decertification.  If a Subscriber hoards numbers that Subscriber’s Toll Free service provider must terminate service because hoarding* is contrary to the public interest, leads to depletion of Toll Free numbers and number brokering, and is contrary to the rules adopted in the Second Report and Order. (Ref:  FCC 97-123, Paragraphs 25-42). 

However, the Toll Free Service End-User Subscriber has the ultimate right to control its Toll Free Service, and its reserved, active, or assigned Toll Free Service numbers.



* Warehousing occurs when Resp Orgs directly or indirectly reserve Toll Free numbers from the SMS database without having an identified Toll Free Subscriber.

** Hoarding occurs when a Toll Free Subscriber acquires more numbers from a RESP ORG than it intends to use for the provision of Toll Free service.

2.2.2 An individual Toll Free Service number can be assigned to only one Toll Free Service End-User Subscriber.  Duplicate Toll Free number assignment to multiple Toll Free Service End-User Subscribers existed prior to May 1, 1993.  The appropriate Resp Orgs, Toll Free Service Providers, and the SMS/800 Help Desk have identified procedures for managing these situations with the intent of eventually eliminating these duplicate number assignments.  New Toll Free number duplication between multiple Toll Free End-User Subscribers is prohibited.

2.2.3 Certain Toll Free NXX codes are not open for ten-digit line number assignment in the United States and Canada because of specific Toll Free Service applications outside the U.S. and Canada, but within the North American Numbering Plan.

In addition certain Toll Free NXX codes or portions thereof (e.g., Radio Common Carrier Service 800-N0/12, Hearing Impaired Services 800-855, are not open for general assignment.  250 0000 - 250 1499 are held for Resp Org testing applications.

NOTE: The NANPA will continue to manage line number assignments associated with the 800-855 codes.

NOTE: Assignment of Intrastate Radio Common Carrier (RCC) codes are currently managed in the following manner:

(
Special 800 NXX codes which are not available for general ten-digit line number assignment are utilized (800 - N0/12).

(
As an Intrastate service only, number duplication between states is permitted and is not restricted by Section 2.2.2 above.

(
Specific guidelines for RCC number administration are managed by and available from the Local Exchange Carriers.

The SMS/800 Help Desk will update lists of Open and Closed Toll Free NXX codes as changes occur, and provide a capability for a Toll Free NXX code administration activity audit trail.

A complete list of NXXs, and associated status, to be used in SMS/800 will be maintained by the SMS/800 Help Desk, provided to all Resp Orgs, and made available to all Toll Free Service Providers through the North American Numbering Plan Administrator.

2.2.4 Toll Free Service End-User Subscribers are able to retain use of their Reserved, Assigned, or Active Toll Free Service numbers despite changes in their Resp Org and/or Toll Free Service Provider(s).  When Toll Free Service End-User Subscribers initiate a change in Resp Org and/or Toll Free Service Provider(s), the SMS/800 status of the numbers will remain the same.  (See Section 3 of these guidelines.)

2.2.5 Reservation, Assignment or Activation (Working) of Toll Free numbers may only be made by a Resp Org based upon negotiations with a specific prospective Customer.  When the Resp Org learns of the Customer’s decision not to utilize the Reserved or Assigned Toll Free number, the Resp Org must release the Toll Free number back to spare status and the pool of numbers available for assignment within 48 hours of Customer notification.

“C”
Note: The FCC orders that each reservation serve as certification that there is an associated and identifiable Customer agreeing to be billed for the associated service for each number.

To meet Customer demand and maximize the availability of ten-digit Toll Free numbers, the following limits for the quantity of Toll Free Service number reservations each Resp Org can have at any given time have been established:

“C”
At any given time, each Resp Org entity can have up to 2000 numbers reserved or 7.5% of its total quantity of working Toll Free Service numbers, whichever is greater.  This reservation limit will continue to be reviewed periodically.  Additionally, RESP ORGs may not individually have in reserve status more than 3% of the total number of “SPARE” resource available at the start of the business week.

2.2.6 Upon verification that a Toll Free Service Number record has been moved out of the transitional or disconnect status in violation of FCC 97.123 via the Help Desk Resp Org Change Process (for a Customer other than the previous Customer of record), the previous authorized Resp Org may move the Toll Free service record via the SMS10 form without an attached LOA back to the transitional or disconnect status to ensure proper aging, the rights of the previous Customer to reactivate the number, and compliance with the FCC order.

2.2.7 When the Toll Free Service is disconnected or canceled, the Toll Free number must be recovered, returned to the common assignment pool (SMS/800), and made available for reassignment to other potential Toll Free Service End-User Subscribers.  Toll Free Service disconnects and cancellations require Toll Free number recovery to provide fair and equitable treatment for Toll Free number assignment among all Resp Orgs, Toll Free Service Providers, and Toll Free Service End-User Subscribers.

“C”
Resp Orgs may not retrieve disconnected numbers and return them to working status at the expiration of the disconnect interval.

“C”
As a result of FCC Order 97-123, in order to return transitional numbers to the Toll Free resource pool, aging is reduced to four (4) months as the business norm.
2.2.8 Directory or other publication errors occurring during the Toll Free Service provisioning process present a distinct set of problems that often requires special handling.  An investigation of the specific facts and circumstances surrounding a given situation will often be required by the involved Toll Free Service Providers, in conjunction with the Resp Org and the Toll Free Service End-User Subscribers, before such situations can be resolved.  It should be noted that there may be certain situations where a remedy may not be available.

When the situation of a mis-advertised Toll Free Service number exists, temporary referral arrangements may be negotiated between the existing Toll Free End-User Subscriber, the company that mis-advertised the Toll Free number and the involved Toll Free Service Providers.  Every effort should be made to limit the amount of time that the referral arrangement exists.  A suggested arrangement could be a message referral recording.

2.2.9 It is expected that Resp Orgs and their Customers will demonstrate a good faith effort toward adherence to the principles outlined above, and while compliance is voluntary, any suspected abuse may be referred to:

(In the United States)
(In Canada)

Chief of Informal Complaints
Director General

Federal Communications Commission
Spectrum Engineering

2025 M Street N.W., Room 6202
Industry Canada

Washington, DC  20054
Ottawa, ON, Canada



K1A 0C8

NOTE:  All Canadian concerns relating to Toll Free numbering resources should be directed to the Chairman of the Canadian Interconnection Liaison Committee (CILC) as shown above.

Although the single point of contact for the Canadian Government is the Chairman of the CILC, all correspondence received will be copied internally to the Canadian Radio, Television and Telecommunications Commission (CRTC) and the Telecommunications Policy Branch of Industry Canada.  This will ensure that all the necessary aspects of any issue (e.g., technical, discriminatory, and/or telecommunications policy) are addressed.

2.3 Specific Toll Free Number Requests

The status of all ten-digit Toll Free numbers is tracked for all U.S. and Canadian services, and potential Toll Free Service End-User Subscribers have significant flexibility in Toll Free number selection.  Specific Toll Free number reservations will be honored whenever possible.  To ensure fair treatment to all potential Toll Free Service End-User Subscribers, Toll Free Service Providers, and Resp Orgs, the following guidelines apply.

2.3.1 Specific Toll Free number requests are honored based upon availability, on a first-come, first-served basis, at the time the reservation request is initiated by a Resp Org into SMS/800.

2.3.2  “C”
A specific Toll Free number may be reserved for a maximum of 45 calendar days on behalf of a Resp Org's Customer.  However, if the Toll Free number status in SMS/800 does not change to Assigned or Working prior to the end of the Toll Free number reservation period, SMS/800 will automatically change the status on the number back to Spare and return it to the general pool for assignment.  This process supports the need to recover ten-digit Toll Free numbers for use by all Resp Orgs and their Customers.

2.3.3 To ensure the capability to move a Reserved Toll Free number from one Resp Org to another (as outlined in Section 3), it is recommended that the potential Toll Free Service Customer sign and submit a Toll Free number reservation agreement form to its Toll Free Service Provider.  This agreement form should stipulate the actual Toll Free number reserved, as well as the basic assignment principles regarding the Customer's non-proprietary interest in the specific Toll Free number.

2.3.4 The Resp Org may mark the toll-free number with the special Resp Org ID, XXX99 (i.e. XXX representing the Resp Org entity) to notify all Resp Orgs that conditions exist that may require extra verification before the toll-free number can be ported either 1) between Submitting and Executing Resp Orgs or 2) through SMS/800 Help Desk Resp Org change request procedures.

2.3.5 The Resp Org may request the Help Desk to make a number unavailable (FCC 97.123) under the Help Desk Special Resp Org ID of BRU99 (See also Section 2.4.8) at the request of the Customer or as Customer need dictates as per the instructions outlined in Sections 52.103 of the same FCC regulations as noted above.  The Resp Org’s request must be documented on letterhead and be addressed to DSMI (the Help Desk).  The letter must outline the need for the special request, and record the Customer of record requiring the special status assignment.  Toll Free records that are unavailable will not contain routing instructions in the SMS/800.  The SMS/800 record will be returned to the original Resp Org upon request in a reserved status when the record is to be reestablished in SMS/800 for routing purposes.   

2.4 Service Management System for Toll Free Numbers

To effectively administer ten-digit Toll Free numbers, the Service Management System for Toll Free numbers (SMS/800) is being utilized by all Resp Orgs.  Within SMS/800, nine Toll Free number statuses have been defined.  A brief explanation of each Toll Free number status is provided.  For further details, the Resp Org should review procedures outlined in the "800 Service Management System User's Guide.”

“C”
2.4.1 SPARE: The Toll Free number is available for assignment by a Responsible Organization.


2.4.2 RESERVED: The Toll Free number has been reserved from the Service Management System database by a Responsible Organization for a Toll Free Subscriber.  Toll free numbers may remain in reserved status for up to 45 days.  There shall be no extension of the reservation period after expiration of the initial 45-day interval. 


2.4.3 ASSIGNED: A Toll Free number record that has specific Subscriber routing information entered by the Responsible Organization in the Service Management System database and is pending activation in the Service Control Points.  Toll free numbers may remain in unassigned status until changed to working status or for a maximum of 6 months, whichever occurs first.  Toll free numbers that, because of special circumstances, require that they be designated for a particular Subscriber far in advance of their actual usage shall not be placed in assigned status, but instead shall be placed in unavailable status.


2.4.4 WORKING: The Toll Free number is loaded in the Service Control Points and is being utilized to complete Toll Free service calls.


2.4.5 DISCONNECT: The Toll Free number has been discontinued and an exchange carrier intercept recording is being provided.  Toll free numbers may remain in disconnect status for up to 4 months.  No requests for extension of the 4-month disconnect interval shall be granted.  All Toll Free numbers in disconnect status must go directly into the spare category upon expiration of the 4-month disconnect interval.  Responsible Organizations shall not retrieve a Toll Free number from disconnect status and return that number directly to working status at the expiration of the 4-month disconnect interval.


2.4.6 TRANSITIONAL: The Toll Free service has been disconnected for less than 4 months, but no Exchange Carrier intercept recording is being provided.  At the end of 4 months, the Toll Free number status is systematically changed to Spare.


2.4.7 SUSPEND: The Toll Free service has been temporarily disconnected and is scheduled to be reactivated.  Toll free numbers may remain in suspend status until changed to working status or for a maximum of 8 months, whichever occurs first.  Only numbers involved in billing disputes shall be eligible for suspend status.


2.4.8 UNAVAILABLE: The Toll Free number is not available for assignment due to an unusual condition.


A.
Individual Numbers classified as UNAVAILABLE.



(1)
Written requests to make a specific Toll Free number unavailable must be submitted to DSMI by the Responsible Organization managing the records of the Toll Free number.  The request shall include the appropriate documentation of the reason for the request.  DSMI is the only entity than can assign this status to or remove this status from a number.  Responsible Organizations that have a Toll Free Subscriber with special circumstances requiring that a Toll Free number be designated for that particular Subscriber far in advance of its actual usage may request that DSMI place such a number in unavailable status.



(2)
Seasonal numbers * shall be placed in unavailable status.  The Responsible Organization for a Toll Free Subscriber who does not have a year round need for a Toll Free number shall follow the procedures outlined in Sections 52.103 (f)(1) of these rules if it wants DSMI to place a particular Toll Free number in unavailable status.

*Note:  Seasonal Numbers:  Toll free numbers held by Toll Free Subscribers who do not have a year-round need for a Toll Free number.


B.
Unavailable Numbers Due to Unopen NXX Code:  a Toll Free number that is in an NXX code which is not open or available for general ten-digit number assignment.

Note:  Lag Time: is the interval between a Toll Free number’s reservation in the Service Management System database and its conversion to working status, as well as the period of time between disconnection or cancellation of a Toll Free number and the point at which that Toll Free number may be reassigned to another Toll Free Subscriber.
3. Coordinated Conversion of Toll Free Service
3.1 Preface

This section describes the process that enables a Toll Free Service End-User Subscriber to retain the use of an active, reserved, or assigned Toll Free Service number when changing Responsible Organizations (Resp Orgs), and potentially, Toll Free Service Provider(s).  This section outlines the responsibilities of the Customer, the Resp Org, and the Toll Free Service Provider(s).

3.2 Change of Resp Org

NOTE: A change of Resp Org should not be confused with changes to the Toll Free Service(s) of Toll Free Service Provider(s). It is the responsibility of the Customer to separately advise its Toll Free Service Provider(s) of any proposed changes to the Toll Free Service(s) (i.e., change of Resp Org only, conversion to multi-carrier, disconnection of service).  Additionally, the Customer may choose to initiate the request to change Resp Org to either its Executing Resp Org or to the Submitting Resp Org.  The Submitting Resp Org will initiate the LOA for Resp Org change in all instances where the Customer wants the Submitting Resp Org to act as its agent.   On an individual case basis, the Resp Org may elect whether or not to accept instructions from its Customer in a manner other than an LOA.  

3.2.1 Responsibilities of the Customer: 
· Establish a business relationship with the Submitting Resp Org Provide the Submitting Resp Org with requested documentation/information as necessary when the Submitting Resp Org is to act as the Customer’s agent in:

1) Securing the release of the Customer’s Toll Free number from the Executing Resp Org (Requirements for Letter of Agency to Change Resp Org – See Section 3.2.9).

2) Securing services on behalf of the Customer such as in a multi-carrier scenario.    

(Requirements for Letter of Authorization to Place Service Orders - See Section 3.3). 

· Notify the Submitting Resp Org of the requested date for the Resp Org change to occur. 

· When applicable, notify the Executing Resp Org of the effective date to terminate the business relationship for managing the SMS/800 record for a Toll Free number.

· Notify its Toll Free Service Providers of any changes in service arrangements (new service, disconnection of service, etc.).

3.2.2 Responsibilities of the Submitting Resp Org: 

(
Establish a business relationship with the Customer for Resp Org management of the SMS/800 record, and confirm with the Customer the Customer's obligation to define the Toll Free Service requirements directly to the Toll Free Service Provider(s).

(
Obtain the necessary information from the Customer to assume SMS/800 record management.  This information includes the Toll Free number and the requested effective date of the Resp Org change.

· Upon request or related discussion the Resp Org may either provide a copy of the Overview of the Toll Free Responsible Organization Change Process (See Appendix 1) to the Customer or review the contents of the document with the Customer.

(
Implement, in a timely manner, all Customer-requested changes to the SMS/800 record to support the Customer's Toll Free Service.

· Properly and completely document the requested change via the LOA to change Resp Org (See list of requirements as documented in Section 3.2.9) and forward the LOA of Resp Org Change request to the Executing Resp Org per the information provided via the Resp Org Change Contact List available via the SMS/800 Website.

· Ensure that the Customer is aware that service orders to disconnect and reconnect the Toll Free number must be carefully coordinated in order that the Resp Org change is seamless, i.e., that there are no service interruptions.

When the Submitting Resp Org acts as agent on behalf of the Customer via written authorization to the Executing Resp Org, the following additional information is required of the Submitting Resp Org:

1) The Toll Free numbers that need to be transferred to the Submitting Resp Org.

2) Customer name and address, requested date of change, contact name and telephone number, Customer authorized signature or PIN for Third Party Verification Sales.

3) Date and time the written authorization is sent to the Executing Resp Org.

4) Submitting Resp Org SMS/800 identification and Submitting Resp Org contact number.

3.2.3 Responsibilities of the Executing Resp Org:
3.2.3.1 When a Customer directs their change request to the Executing (Current) Resp Org, it is the responsibility of the Executing (Current) Resp Org to:

(
Ensure that it has, from the Customer, the information necessary to validate the request and transfer management of the SMS/800 record to the Submitting Resp Org.  The transfer information includes, but is not limited to: the identity of the Submitting (New) Resp Org, the Toll Free number, and the requested date of transfer.

· Determine if the change is indicative of a multi-carrier request or future disconnection and advise the Customer what he must do to implement his request.

· Inform the Customer that any subsequent service arrangements or changes to the SMS/800 record must be initiated through the Submitting (New) Executing Resp Org.

· Ensure that the Customer is aware that service orders to disconnect and reconnect the Toll Free number must be carefully coordinated in order that the Resp Org change is seamless, i.e., that there are no service interruptions.

· Work the requested change as directed by the Customer within the timeframes requested or those provided in the Number Administration Guidelines.

3.2.3.2 When a Customer directs their change request to the  Submitting (New) Resp Org, the Executing (Current) Resp Org should:

· Ensure that in the verification process, the intent of the Customer is the primary focus. As a result all Customer record data should be utilized to support the request, not as a 
means to block the request.  It is relevant to keep in mind that a port may be accompanied by the following activities:

· A change in service

· A change in address

· A change in ownership

· A change in contact information

Therefore all categories of data provided on the LOA by the Submitting Resp Org and used for confirmation by the Executing Resp Org may not match the Executing Resp Org’s record; this fact in and of itself should not negate the Customer’s transfer intent. 

· Appropriate verification methods should be followed in order to verify that the Customer is in fact the End-User Subscriber prior to carrying out the Customer’s intention to change Resp Org.  

Validate the LOA change of Resp Org request against internal Customer information to ensure the request has been authorized by the Customer.  A Customer’s request may be compared to multiple sources internally that may include the following examples:

–
Service Name/Address Name 

–
Billing Name/Address Name

–
Does Business As (DBA) information 

–
Additional Listing information 

*Note:  Multiple sources of verification should be utilized in order to determine that a request is valid and not as a means to disqualify the request of the Customer to move.


When an address has been matched, but no Customer name matches, the Executing (Current) Resp Org should attempt to contact its Customer to verify the information to complete the Resp Org change.

(
When the internal Customer information reveals the probability that the Toll Free number is a Resold Toll Free Service, the Executing (New) Resp Org should contact the Toll Free Service Reseller to validate the Toll Free Service End-User Subscriber information, and to confirm it is the only user of the Toll Free number.

(Note: The following section can be deleted, as it is redundant to what is listed at section 3.2.2).  

When the Submitting Resp Org acts on behalf of the Customer via written authorization to the Executing Resp Org, the following additional information is required:

–
The Toll Free numbers that need to be transferred to the Submitting Resp Org.

–
Customer name and address, requested date of change, contact name and telephone number, Customer authorized signature.

–
Date and time the written authorization is sent to the Executing Resp Org.

–
Submitting Resp Org SMS/800 identification and Submitting Resp Org contact number.

(
 Release management of the SMS/800 record by changing the record to reflect the Submitting (New) Resp Org’s Resp Org ID as requested on the LOA or authorization forms.  The Resp Org change, according to the industry standardized counting interval (see note) should be made no later than two full business days after receipt of the change request (unless a later date is requested by the Customer), or the Executing (Current) Resp Org should communicate back to the Submitting (New) Resp Org and or the Customer the reason the requested Resp Org change cannot be made.  

All Applicable reject reasons and/or reject reason codes should be provided on the initial rejection notification in order to negate a need to send multiple requests for change.  

3.2.4 Third Party Verification

Supporting documentation on the FCC Rules and Regulations governing the Sale of network services via Third Party Verification can be located in the Code Of Federal Regulations, Title 47, Chapter I, Subchapter B, Part 64 and Subpart K. Third Party Verification is widely used and recognized by Industry Resp Org participants as a means of verifying authorization from the Subscriber in conjunction with an order for Resp Org Services, as not all Resp Orgs are also carriers, it should be noted that the FCC regulations governing Third Party Verification pertain only to those Carrier Resp Orgs which use Third Party Verification as a means of processing orders for Toll Free Service.  

In order to conform to the rules applicable to changes in Resp Org service with the FCC rules for orders for outbound telecommunications services, the industry is implementing Third Party Verification procedures for Resp Org services.  

Verification:  The Letter of Agency (LOA) associated with a Third Party Verified sale differs from a “wet signature” LOA in that the TPV LOA carries a PIN or Authorization Number that is selected by the Customer as significant.  The PIN is entered on the LOA and the signature will be typed in by the agent where the “wet signature” LOA would carry the hand written (actual) signature. 

Those Resp Orgs Carriers who elect to use Third Party Verification must have a letter of compliance on file with the Help Desk and retain the TPV record for five years.  Those Resp Org Carriers using Third Party Verification must also volunteer to deliver a wave file or recording of the sale when the Executing Resp Org indicates its Customer has an issue with the Resp Org change that resulted from the Third Party Verified sale.  Deliverability Requirements are as follows:

	Date of Request as it relates to the RO Change
	Delivery Timeframe

	Resp Org Change occurred within 2 years from the date the request is initiated
	Within two full Business Days

	Resp Org Change occurred more than 2 years from the date that the request was initiated
	Within five full Business Days


3.2.5 Industry Standard Intervals for Resp Org Changes 


Note:  The industry agreed to adopt the following counting standards in order to 
establish a common expectation for completion of a Resp Org change request:


DAY O
Receipt of Resp Org Change


DAY 1
Clock Starts for Change Request


DAY 2
Change Occurs by Close of Business


DAY 3      Submitting Resp Org Can Expect Change in Place at Start of Business


Day 0 can be any day of the week, i.e., Sunday through Saturday

Days 1,2, 3 must be a normal business day, i.e., Monday-Friday and the standardized cutoff time for requests received is 5:00 p.m. (CT). If the request is received after 5:00 p.m. (CT) the next business day will be the day of receipt (DAY 0).


*Change Occurs by Close of Business of Executing (Current) Resp Org


(Changes that have been rejected and are resubmitted are considered as a new 
request, i.e., the counting interval begins again at the start of the new request.)

If the request for the Resp Org change is initiated by the Submitting Resp Org, the Executing Resp Org is responsible to:

(
Assist the Submitting Resp Org with any outstanding trouble conditions as outlined in Section 3.4.

(
Advise the Customer of its inability to affect any further SMS/800 record management after completing the transfer of the specified record to another Resp Org.

A Mass Resp Org Change request can be facilitated when a large number of records are changing hands from a single Executing (Current) Resp Org to a single Submitting (New) Resp Org.  An example could be an acquisition situation or could also be used for a large number of Resp Org Change requests.  There is an additional requirement that the process accommodates the second situation only in the instance that a single Customer is involved in the move/transfer.  The reference to a large number of records is further specified to indicate a transfer of 500 records or more.

For Mass Resp Org Changes, scheduling will be determined at the time of the request. For Customer initiated changes, the Submitting (NEW) Resp Org submits the media and the appropriate authorization form to the Executing (Current) Resp Org.  The file submission to the DSMI must be provided by the Executing (Current) Resp Org.  The file should be sent to:

SMS/800 Help Desk

1721 South Sykes Street

Bismarck, ND 58504

Email: SMS800hd@bismarck.sykes.com 

In addition, the appropriate form must be authorized and received with the electronic file input.  Acceptable media type includes NDM file, tape media, or disk (floppy).  The Executing (Current) Resp Org must specify in the electronic file whether unsolicited Resp Org change messages should be sent to the Submitting, the Executing, or both Submitting and Executing Resp Orgs.

The Executing Resp Org is responsible to perform all validation processes applicable to ICB Resp Org changes and is therefore responsible to resolve any disputes arising from data input.

System validation that occurs on the Mass Resp Org Change is limited to the following:

· The Toll Free Number is not spare.

· Each Toll Free Number is under the control of the RO ID (5 character) listed on the input file.

3.2.6 Processing of Changes Involving Special Resp Org IDs (XXX99 and XXX00)
XXX99 and XXX00 are unique voluntary Resp Org ID that may be used by a Resp Org to identify its customers’ toll-free numbers that warrant extra care in the verification of the Subscriber’s identity before a Resp Org change is made and, in the cas of XXX00, special procedures for processing Resp Org changes through the SMS/800 Help Desk.  These Resp Org IDs may be used to identify toll-free numbers involving special conditions, e.g:

· Shared/bundled services

· Fraudulent or unauthorized Resp Org change attempts 

· Government directives/Court Orders

· Specific Customer request

The XXX99 Unique/Distinct code is a voluntary Resp Org ID that may be assigned at the direction of the Toll Free Service Subscriber, and must be supported by a written request of the Service Subscriber or other internal documentation (from an account team, account rep, legal, etc.) indicating that the Service Subscriber has requested special protection for the particular toll free number.
The XXX00 Unique/Distinct code is a voluntary Resp Org ID that may only be assigned at the direction of the Toll Free Subscriber, and must be directly authorized by the End User Subscriber, who must file a signed and dated Subscriber Directive with its Resp Org.  The Subscriber Directive (Exhibit I) must contain language that supports and authorizes the use of the “00”code, and specifically requests that its Resp Org must be notified by the SMS/800 Help Desk in advance of all SMS/800 Help Desk Resp Org Change requests on that number.  
If the Submitting Resp Org elects to request that the SMS/800 Help Desk make a Resp Org change to a Toll Free number that is coded with an XXX99 or XXX00 Resp Org ID, the Submitting Resp Org is required to exercise extra care in validating the Subscriber information to assure that the Toll Free number is assigned to the end-user requesting the change.  This verification of Subscriber information may be accomplished by:

· Obtaining verification from the Executing Resp Org and/or the XXX99 authorization documentation 

· Reviewing bill-copy that clearly indicates the current End-User Subscriber of the toll-free number

· Such other verification that clearly confirms that the customer requesting the Resp Org change is the current and valid End-User Subscriber
Resp Orgs are encouraged to dial number(s) submitted for a Resp Org change, to avoid errors resulting from Toll Free numbers that have been submitted incorrectly due to misidentification or transposition errors.  Dialing a number, however, should not be used as a method for identifying the End-User Subscriber of a Toll Free number designated XXX99 or XXX00 because Share/Bundled services generally have multiple end users to which calls are terminated.
Special steps for SMS/800 Help Desk processing of Resp Org changes to Toll Free numbers with XXX00 Resp Org IDs are contained in Section 3.2.7.

Resp Orgs utilizing the BRU99 or BRU00 codes for seasonal applications must forward to DSMI the letter of request (in the case of BRU99 number) or the Subscriber Directive (in the case of a BRU00 number) and a letter identifying the customer of record and detailing the reason for the request to suspend the service temporarily.

3.2.7 SMS/800 Help Desk Resp Org Changes
The SMS/800 Help Desk will process change requests for all XXX00 numbers, and will provide initial notification to the Incumbent Resp Org within sixty (60) minutes of receiving the request, during normal business hours (9:00 a.m. to 2:00 p.m., ET) on business days (Monday to Friday, excluding holidays).  

Upon receiving a Resp Org change request for an XXX00 number, the SMS/800 Help Desk will, within sixty (60) minutes, notify the Incumbent Resp Org Change Contact, via email and a phone call, that the request has been received, providing the contact name and contact number (via the SMS10-00 Form) of the Requesting Resp Org.   

For requests received by 1:00 p.m. CT (day 0), the SMS/800 Help Desk will allow two additional full business days for the Incumbent Resp Org to confirm the request with the Service Subscriber and to work out any discrepancies with the Requesting Resp Org.  The SMS/800 Help Desk will then process the order by 1:00 p.m. CT on the fourth business day (day 3) following notification to the Incumbent Resp Org, unless the Requesting Resp Org has rescinded the request.

The SMS-10-00 Form is used to rescind a request.  The appropriate information fields are to be checked to indicate the reason for rescission (e.g.. “worked out an agreement with the old Resp Org”, “original request included a wrong dial number”, or “other_description”). 

Emergency Process for SMS/800 Help Desk Resp Org Changes for XXX00 Coded Numbers  
For situations in which the Service Subscriber with an XXX00 coded number has been rendered out of service, the Resp Org may request an Emergency Resp Org Change. The Resp Org will call the SMS/800 Help Desk first, and then submit the emergency paperwork for XXX00 numbers.  The request will be completed by the SMS/800 Help Desk no later than eight hours following receipt of the form.

The SMS/800 Help Desk will not work Resp Org Changes on XXX00 numbers on Holidays or weekends, but they will work emergency changes to restore service to a customer once they have received the appropriate paperwork.

Resp Org Holidays include New Year’s Day, Martin Luther King Day, Memorial Day, 4th of July, Labor Day, Thanksgiving, the Day after Thanksgiving, Christmas Eve, and Christmas Day 

 In requesting an Emergency Resp Org Change, the requesting Resp Org must advise the SMS/800 Help Desk (via the SMS-10-00 form) of when the service outage commenced, and must provide evidence that (a) the Service Subscriber is in fact out of service and (b) that traffic was being carried on the requesting Resp Org’s carrier network immediately prior to the service outage, and the point at which the Resp Org Code was changed to XXX00 (e.g.  by producing  call detail records showing calls on their network)

The SMS/800 Help Desk will require the following prior to completing the Emergency XXX00 change request:

· Completed SMS-10-00 form, signed by an authorized individual with recent call detail records attached;

· Evidence that the Service Subscriber is in fact out of service; and 

· Utilizing a history report from the SMS/800, confirmation that the requesting Resp Org was in fact Resp Org on the number immediately preceding the service outage.

Prior to making the change, the SMS/800 Help Desk will provide notification to the Resp Org Change Contact of the incumbent Resp Org, via email and a phone call.

Resp Orgs that wish to have the SMS/800 Help Desk process “mass” Resp Org Changes including  “XXX00” coded Toll Free numbers should contact the SMS/800 Help Desk directly. Timeframes will be worked out with the SMS/800 Help Desk on an individual case-by-case basis.

· 
· 
· 
· 
3.2.8 SNAC Standard Resp Org Change Request Information

The following list of Resp Org Change Request information has been compiled by SNAC representatives of the industry.  The purpose of this list is to provide common information between companies to enable an expedient Resp Org Change.

· Specific language that Customer wants to change Responsible Organization
· Customer Name
· Customer Address / Alternate Address (optional)
· Customer Contact Name (printed)
· Customer Signature
· Customer Signature Date (must be less than 30 days based on date received by Executing Resp Org))
· the Submitting (or New) Resp Org Id
· Submitting (or New) Resp Org Id contact information (address/fax/phone/contacts)
· Executing (or Current) Resp Org Id
· Minimum of 10 spaces to enter Toll-free numbers
3.2.9 SNAC Reject Codes Recommendations
The following Resp Org change reject reasons are the standards accepted and recommended by the industry.  EROC (Electronic Resp Org Change) codes are applicable to electronic Resp Org change in the SMS/800. The purpose of these is to provide common meaning to the reject phrases and corresponding codes.  Those reject reasons which cannot be electronically entered on screen will be noted under only the fax column.  Those reject reasons which can be electronically entered on the screen will be noted under both the fax column and the EROC column, shown below:

	Reject Reason**
	Code
	FAX
	EROC

	Customer name mismatch/missing
	01
	(
	(

	Address mismatch/missing (verification done if 

address is different but all other information 


same)

	02
	(
	(

	Contact/Customer signature missing
	03
	4
	4

	Toll-free shared or bundled
	04
	(
	(

	Customer signature date missing/or expired (must 

be less than 30 days)
	05
	(
	(

	Sent to Wrong Resp Org
	06
	(
	

	Toll-free number not listed on request
	07
	(
	

	All data mismatch
	08
	(
	(

	LOA/RCA/LOI missing or Linking reseller End-User 

LOA missing
	09
	(
	(

	Unsatisfactory business relationship
	10
	(
	(

	Illegible RCA/LOA/LOI
	11
	(
	

	More recent RCA (provide copy of RCA to Resp Org)
	12
	(
	(

	Resp Org internal number
	13
	(
	(

	Unauthorized contact/Customer signature
	15
	
	

	* Other 

	99
	4
	4

	
	
	
	



* Other needs to be identified clearly and concisely any reject reason that is not listed above.

** Reject Codes will not be reassigned with another definition.

PLEASE NOTE: ALL APPLICABLE REJECT REASONS AND / OR REASON CODES SHOULD BE NOTED ON THE INITIAL REJECTION OF THE REQUEST NEGATING THE NEED TO SEND MULTIPLE REQUESTS FOR CHANGE. 

3.3 Changing Toll Free Service Providers

NOTE: A change of Resp Org should not be confused with changes to the Toll Free Service(s) of Toll Free Service Provider(s). It is the responsibility of the Customer to separately advise its Toll Free Service Provider(s) of any proposed changes to the Toll Free Service(s) (i.e., change of Resp Org only, conversion to Multiple Carrier, disconnection of service).

3.3.1 Customer Responsibilities: To change the Toll Free Service(s) purchased from Toll Free Service Provider(s), the Customer should:

(
Establish a business relationship with the new Toll Free Service Provider(s) and provide appropriate information as required by the new Toll Free Service Provider(s) for the ordering and provisioning of the Toll Free Service(s).

( Notify the current Toll Free Service Provider(s) of any modifications of their business relationship and current Toll Free Services(s) and provide the appropriate information (i.e., requested effective date) as required by the current Toll Free Service Provider(s).

(
Notify the appropriate Resp Org of the Toll Free Service modification and provide the appropriate information as required by the Resp Org for management of the SMS/800 record.

3.3.2 Responsibilities of the Resp Org: When modifications to the Toll Free Service(s) are not accompanied by a change of Resp Org:

(
The Resp Org should ensure it has an established business relationship with the appropriate Toll Free Service Provider(s) to support Toll Free Service(s) through SMS/800 record management.

(
The Resp Org should confirm with the Customer the Customer's obligation for defining the Toll Free Service requirements directly to the Toll Free Service Provider(s).

(
The Resp Org should implement, in a timely manner, all Customers requested changes to the SMS/800 record to support the Customer's Toll Free Services.

( Upon receipt of CIC owner referrals the Executing Resp Org should work to resolve SMS/800 routing disparities.)

When modifications to the Toll Free Service(s) are accompanied by a change of Resp Org, the guidelines in section 3.2.2 and 3.2.3 would apply.

3.4 Trouble Reporting Considerations

3.4.1 Whenever the Resp Org for an SMS/800 record is changed, the potential for mishandling trouble reports related to that Toll Free number increases substantially.  This is particularly true during the period of time between when the Resp Org change is being made on the SMS/800 record, and when the Submitting Resp Org completes the appropriate traffic routing changes on the SMS/800 record.

3.4.2 While the potential for increases in trouble report mishandling cannot be eliminated, it can be reduced significantly by:

(
Minimizing the time between the Resp Org change and completion of any associated routing changes on the SMS/800 record. 

(
Properly managing the timing of the SMS/800 record traffic routing change.  Since the volume of trouble reports is lowest during low traffic periods, SMS/800 record traffic routing changes performed during the Customer's lowest traffic periods should minimize trouble conditions.

3.4.3 All Resp Orgs should refer to the Network Operations Forum (NOF) Trouble Reporting documents for additional details.

3.4.4 The Submitting Resp Org is responsible for accepting, referring and/or resolving all Toll Free Service trouble reports related to a change of Resp Org in the SMS/800, in accordance with NOF Trouble Reporting documents.
4. SMS/800 Help Desk Responsibilities
4.1 Preface

SMS/800 Help Desk is the organization that administers the SMS/800 system for the centralized management of Toll Free numbers.  This section outlines the responsibilities of the SMS/800 Help Desk.

4.2 General Responsibilities  

The SMS/800 Help Desk will:

(
Have a service orientation and appreciation of SMS/800 user time and revenue-sensitive concerns.

(
Provide logons and passwords for the SMS/800 System upon receipt of valid requests for logons/passwords.

(
Provide access to the SMS/800 to manage and administer Toll Free records.

(
Provide coverage for user support with regard to the operation of the SMS/800: 7 days a week, 24 hours a day.

(
Maintain a complete list of Toll Free NXX codes and associated statuses and provide the list to all Resp Orgs as changes occur, and make the list available to all Service Providers through the North American Numbering Plan Administrator.

(
Receive requests for unavailable numbers and if the requests meet industry guidelines defined in Section 2.4.9, mark Toll Free numbers unavailable in SMS/800; the SMS/800 Help Desk will also monitor, verify and maintain unavailable numbers.

(
Publish quarterly reports to Resp Orgs detailing the current list of unavailable numbers, the requester and why the number is unavailable.

(
Provide adequate staffing for user support and SMS/800 trouble resolution.

(
Resolve any errors with the SMS/800 entry and SCP download process with the Resp Org within a reasonable time frame.

(
Upon Resp Org request and, where necessary, SCP owner/operator approval, obtain and deliver any of the available SMS/800 reports.

(
Provide the document entitled “Reference List for Toll Free Service.”

(
Treat all Customer information held by the SMS/800 Help Desk, or contained within support systems it uses, as confidential unless otherwise instructed by the Customer.  However, all non-proprietary information (as defined in Section 1.2) will be made available to all other Resp Orgs and Toll Free Service Providers on an equal basis.

(
The SMS/800 Help Desk will make Resp Org changes when requested by a Resp Org using the appropriate form(s).  The responsibility to verify the accuracy of End-User information belongs to the Submitting Resp Org (see Section 3.2.4).  Resp Org change requests may be accepted via Fax for emergency request.  The SMS/800 Help Desk will be responsible for providing appropriate procedure and form(s) upon request.  The SMS/800 Help Desk will provide the Executing Resp Org with a courtesy call and e-mail within 60 minutes after the XXX99 number has been released.  The forms submitted by the Submitting Resp Org will be sent to the Executing Resp Org.  The industry procedure is described in a separate document, ‘SMS/800 Help Desk Resp Org Change Process’.

· For BRUXX numbers in unavailable status, the Help Desk will verify the Customer of record information prior to making a change in Resp Org.  (The number may remain in unavailable status until the Help Desk receives a written request to remove the record from unavailable status).


Under normal conditions, the SMS/800 Help Desk should complete the Resp Org change request within 2 business days.

5. Subscriber Complaints, Customer of Record Disputes, Slamming Resolution and Regulatory Interfaces  
Terms:  The following terms are documented for Resp Org reference as those commonly utilized at the state and federal regulatory agencies pertaining to various types of Customer complaints.  

In recognition of the definitions, the term Submitting Resp Org has replaced Requesting Resp Org and Gaining Resp Org within the Toll Free Industry Guidelines.  
Additionally, the term Executing Resp Org has replaced Losing Resp Org, Incumbent Resp Org and Control Resp Org within the Toll Free Industry Guidelines.  
Other terms are listed here for reference but may not be used within the Guidelines until further development of this section (of the Guidelines) occurs.
Submitting Resp Org 
(a) The term Submitting Resp Org is the Resp Org that requests on the behalf of a Subscriber that the Subscriber's Toll Free number to be ported /changed, and seeks to become the control or managing Resp Org of the SMS/800 record .  A Resp Org may be treated as a Submitting Resp Org, however, if it is responsible for any unreasonable delays in the submission of Resp Org change requests or for the submission of unauthorized Resp Org change requests, including fraudulent authorizations.
Executing Resp Org
(b) The term Executing Resp Org is the Resp Org that effects /or is responsible to process a request that a Subscriber's Toll Free number Resp Org ID be changed/ported away. A Resp Org may be treated as an Executing Resp Org, however, if it is responsible for any unreasonable delays in the execution of Resp Org changes or for the execution of unauthorized carrier changes, including fraudulent authorizations. 
Authorized Resp Org
(c) The term authorized Resp Org is a Resp Org that submits a change, on behalf of a Subscriber, in the Subscriber's selection of a Resp Org with the Subscriber's authorization verified in accordance with the procedures as outlined in this document.
Unauthorized Resp Org
(d) The term unauthorized Resp Org is a Resp Org that submits a change, on behalf of a Subscriber, in the Subscriber's selection of a Resp Org but fails to obtain the Subscriber's authorization verified in accordance with the procedures as outlined in this document.
Unauthorized Change
(e) The term unauthorized change is a change in a Subscriber's selection of a Resp Org that was made without authorization verified in accordance with the verification procedures as outlined in this document.
State Commission
(f) The term state commission shall include any state entity with the state- designated authority to resolve the complaints of such state's residents arising out of an allegation that an unauthorized change of a telecommunication services provider / or change of Resp Org has occurred that has elected, in accordance with the requirements of this document.
Relevant Governmental Agency
(g) The term relevant governmental agency shall be the state commission if the complainant files a complaint with the state commission or if the complaint is forwarded to the state commission by the Federal Communications Commission, and the Federal Communications Commission if the complainant files a complaint with the Federal Communications Commission, and the complaint is not forwarded to a state commission.
6. Glossary
Agent: Any authorized representative of a Toll Free Service End-User Subscriber or a Toll Free Service Provider.  The agent is the entity whom the Toll Free Service End-User Subscriber or the Toll Free Service Provider has authorized to act on its behalf to establish, change or disconnect Toll Free Service.

Authorized Resp Org: a Resp Org that submits a change, on behalf of a Subscriber, in the Subscriber's selection of a Resp Org with the Subscriber's authorization verified in accordance with the procedures as outlined in this document.
Bundled Service: A service (e.g., paging, locator, or phone card service) where access to the service is via a Toll Free number.

Bundled Service Provider: An entity that offers Bundled Services to its Customers.

Customer: A Toll Free Service End-User Subscriber, a Toll Free Service Provider or an Agent of either.

Executing Resp Org: The Resp Org that effects /or is responsible to process a request that a Subscriber's Toll Free number Resp Org ID be changed/ported away.. A Resp Org may be treated as an Executing Resp Org, however, if it is responsible for any unreasonable delays in the execution of Resp Org changes or for the execution of unauthorized carrier changes, including fraudulent authorizations.

GUI: A web-based user interface to the SMS/800.

Mass Resp Org Change: A Resp Org change that involves multiple records associated with one or more Customers with minimums defined by the processing parties.  These types of changes can normally be exception managed due to the nature of the request.

MGI: A machine based interface to the SMS/800.

North American Numbering Plan (NANP): The process for assigning ten-digit telephone numbers in North America where the first three numbers represent an area code, the second three a local telephone exchange within that area, and the final four digits a line numbers assignment within the exchange.

North American Numbering Plan Administrator (NANPA): The organization that is responsible for administering the NANP.  NeuStar currently fills this role.

SMS/800 Help Desk: The organization that administers the SMS/800 system for the centralized management of Toll Free numbers.

NXX Code: The three digits (in positions 4, 5, and 6) in an 8XX-NXX-XXXX number.

PIN or Authorization Number: A unique Customer selected number (significant to the authorizing party) purposefully used to validate authorization to change the Resp Org. 

Relevant Governmental Agency: The term relevant governmental agency shall be the state commission if the complainant files a complaint with the state commission or if the complaint is forwarded to the state commission by the Federal Communications Commission, and the Federal Communications Commission if the complainant files a complaint with the Federal Communications Commission, and the complaint is not forwarded to a state commission.

Resold Toll Free Service: Toll Free Service that is resold by the Customer of a Toll Free Service Provider to a Toll Free Service End-User Subscriber or another Toll Free Service Reseller.

Responsible Organization (Resp Org): The entity designated to manage and administer a Customer's SMS/800 records.  A Resp Org may define and assign the last three characters following its two character unique entity code, with the exception of the industry-defined codes addressed in Section 3.2.6, which have a specific meaning and application.

A Resp Org ID: A 5 character code that designates or points to the Responsible Organization associated with a specific Toll Free number.   The 5 characters include a unique 2 character entity code followed by 3 additional alphanumeric characters.   Every Toll Free number that resides in the SMS/800 database must have a Resp Org ID.  The SMS/800 Help Desk maintains and publishes for use by the Resp Org community the contact names, and phone numbers for Resp Org Operations, Primary Contacts, and Trouble Reporting Telephone Numbers associated with each operational Resp Org ID in the SMS/800.

Service Control Point (SCP): The real-time database systems in the Exchange Carrier network that contain routing instructions downloaded by the SMS/800.

Shared Use Toll Free Service: A Toll Free Service which terminates traffic to more than one purchaser based upon some unique identification capabilities (e.g., PINs, authorization codes).

Shared Use Toll Free Service Provider: Entity that offers Shared Use Toll Free Service to its Customers.

State Commission: The term state commission shall include any state entity with the state- designated authority to resolve the complaints of such state's residents arising out of an allegation that an unauthorized change of a telecommunication services provider / or change of Resp Org has occurred that has elected, in accordance with the requirements of this document.

Submitting Resp Org: The Resp Org that requests on the behalf of a Subscriber that the Subscriber's Toll Free number to be ported /changed, and seeks to become the control or managing Resp Org of the SMS/800 record.  A Resp Org may be treated as a Submitting Resp Org, however, if it is responsible for any unreasonable delays in the submission of Resp Org change requests or for the submission of unauthorized Resp Org change requests, including fraudulent authorizations.

Toll Free Number Administration: The process of assigning, reserving, and releasing Toll Free numbers for public use.

Toll Free Service: A telecommunications service for which the dialing party incurs no toll charges.

Toll Free Service End-User Subscriber: The entity which subscribes to Toll Free Service from the Toll Free Service Provider.  This entity defines and manages all final termination points for the Toll Free Service, and takes ultimate financial responsibility for tariff usage charges resulting from callers dialing the Toll Free number.

NOTE: The Toll Free Service End-User Subscriber definition specifically excludes Toll Free Service Resellers with respect to all situations of Resold Toll Free Service other than Shared Use Toll Free and Bundled Services.

Toll Free Service Provider: Telecommunications company that offers Toll Free Service to its Customer.

Toll Free Service Reseller: A Toll Free Service Provider that purchases Toll Free Service from another Toll Free Service Provider and resells the Toll Free Service to its Customer.

Traffic: Telephone calls sent and received over a communications channel, a quantitative measurement of telephone use, usually by number of calls and their length over a specific period.

Unauthorized Resp Org: a Resp Org that submits a change, on behalf of a Subscriber, in the Subscriber's selection of a Resp Org but fails to obtain the Subscriber's authorization verified in accordance with the procedures as outlined in this document.

Unauthorized Resp Org Change: a change in a Subscriber's selection of a Resp Org that was made without authorization verified in accordance with the verification procedures as outlined in this document.

XXX99 Letter of Agreement: A document that is signed by the End-User/Subscriber the purpose of which is to validate the unique assignment of the Resp Org’s 99 Code Identifier.

800 Service Management System (SMS/800): The main operations support system used to create and update Toll Free records that are then downloaded to SCPs for processing Toll Free Service calls.  The system is used by Resp Orgs to manage and administer SMS/800 records.

Issue 14 May 2005

Appendix I: Sample Forms
1)  Sample Form for Customer Directive

Dear [Resp Org]:

This is to confirm that [Company] is the valid End User Subscriber on the number(s) listed below, and is hereby requesting special consideration by assigning the unique/distinct Code [xxx00].   

XXX00 is a unique Resp Org ID that can be used to identify toll-free numbers that require special consideration before a Resp Org change is made through the Help Desk, in order to  avoid unauthorized or inadvertent Resp Org changes that could result in service interruptions or outages.     

This Resp Org ID is hereby requested to identify toll-free number(s) involving the following special conditions:

· Shared/bundled services

· Fraudulent or unauthorized Resp Org change attempt

· Government directives/Court Orders 

· Official carrier service numbers

· Other (specify condition) __________

I understand that any future Resp Org change requires documentation that adequate steps   validating Subscriber information will occur, to acknowledge that the number(s) is subject to special considerations and to ensure that the toll free number(s) is currently assigned to the end-user requesting the change.  Upon receiving a Resp Org change request for an XXX00 number, the Help Desk will, within sixty minutes, notify the Incumbent Resp Org that the request has been received, providing the contact name and contact number (via the SMS10 Form) of the Requesting Resp Org.  

List number(s) here:

____________________________

____________________________

____________________________

____________________________

____________________________

---------------------------------        ------------------  

Signed                                 Date 

2)  Sample Form for XXX99

Dear [Resp Org]:

This is to confirm that [Company] is the valid End User Subscriber on the number(s) listed below, and is hereby requesting special consideration by assigning the unique/distinct Code [xxx99].   

A unique/distinct (xxx99) code is an option that a Resp Org may utilize to identify toll-free numbers that may warrant special consideration, to avoid unauthorized or inadvertent Resp Org changes that could result in service interruptions or outages.     

This Resp Org ID is hereby requested to identify toll-free number(s) involving the following special conditions:

· Shared/bundled services

· Fraudulent or unauthorized Resp Org change attempt

· Government directives/Court Orders 

· Other (specify condition) __________

I understand that any future Resp Org change requires documentation that adequate steps   validating Subscriber information will occur, to acknowledge that the number(s) is subject to special considerations and to ensure that the toll free number(s) is currently assigned to the end-user requesting the change.  

List number(s) here:

____________________________

____________________________

____________________________

____________________________

____________________________

---------------------------------        ------------------  

Signed                                 Date 

3) Sample Form for Letter of Agency

RESPONSIBLE ORGANIZATION DESIGNATION AND AGREEMENT OF AGENCY

JOB AID

DO NOT INCLUDE THIS JOB AID WHEN FAXING TO THE CUSTOMER OR THE RESPORG

· ILLEGIBLE FORMS AND INCOMPLETE FORMS WILL BE REJECTED

· PRINT USING A FINE TIP INK PEN

· DO NOT USE A COVER SHEET

· PLACE YOUR NETWORK ORDER simultaneous TO FAXING YOUR RESPORG FORM

· RESPORG WILL NOT BE CHANGED AND TRAFFIC WILL NOT BE DIRECTED TO (Company Name) NETWORK UNTIL YOUR ORDER DUE DATE IS REACHED (DOES NOT APPLY TO SAVES).

· THE FOLLOWING FIELDS ARE REQUIRED FOR ALL RESPORG FORMS:
· Company Billing Name - Indicate the customer’s billing name as it appears on a current copy of the customer’s bill.  Include abbreviations and punctuation exactly as printed on the bill copy.  

· Company Billing Address, City, State, Zip - Indicate the customer’s billing address, city, state, and zip as it appears on a current copy of their bill.  Include abbreviations and punctuation exactly as printed on the customer’s bill copy.

· Company Contact - This is the contact person at the customer’s location who is responsible for the company’s telecommunications.

· Contact Phone # - This is the Company Contacts phone number.

· Fax # - This is the Company Contacts Fax number.

· Authorized By (Signature or Pin) - This is the signature of the person who is authorized to make RESPORG changes for their company.  If utilizing third party verification, denote the PIN in this field.

· Authorized By (Print Name) - Print the name of the person who Authorized the RESPORG change.

· Authorized By (Title) - Print the title of the person who Authorized the RESPORG change.

· Authorized By (Date) - Print the date that the form was signed.  Caution: The date cannot be older than 30 days.

· (8YY) - Print the toll free numbers for which a RESPORG change is being requested.  Include a separate form for every toll free number with a differing RESPORG ID.

· ID (Old Responsible Organization) - Print the five characters REPORG ID for the losing carrier.  This information can be found on the Intranet at the following URL: http://class.ims.att.com/cgi-bin/pic.sh.  You may need to refresh to obtain the most current RESPORG data.   

· (Company Name) Name - Print your name here.  

· Phone Number - Print your phone number here.  We will phone this number when questions arise regarding this form.

· (Company Name) E-Mail Address - Print your complete E-Mail address here.  All correspondence relating to receipt of this form as well as rejects will be sent to this address.
	RESPONSIBLE ORGANIZATION DESIGNATION AND AGREEMENT OF AGENCY


	
	I hereby designate (company name) to act as Responsible Organization (“RESPORG”) for the following toll free service telephone numbers.  I further designate (company name) to act as my agent to transfer RESPORG functions to (company name).  These designations supersede all prior RESPORG designations pertaining to these toll free service numbers.


	Company Billing Name:
	     

	
	(As it appears on the customers bill copy)

	Company Billing Address:
	     

	
	

	City:  
	     
	State:
	     
	Zip:
	     

	
	

	Company Contact:
	     

	
	

	Contact Phone #:
	     
	   Fax #:
	     

	

	Authorized By:
	
	     
	
	     

	
	
	(Signature or PIN)
	
	(Print Name)

	
	
	     
	
	     

	
	
	(Title)
	
	(Date)

	Toll Free Service Numbers for which RESPORG Functions are being Transferred

	( 8  )      
	
	( 8  )      

	( 8  )      
	
	( 8  )      

	( 8  )      
	
	( 8  )      

	( 8  )      
	
	( 8  )      

	
	
	

	OLD RESPONSIBLE ORGANIZATION
	
	NEW RESPONSIBLE ORGANIZATION

	ID:
	     
	
	ID:
	ATX01

	Name:
	     
	
	Name:
	Company Name

	Address:
	     
	
	Address:
	Company Address

	
	     
	
	
	Company City,State and zip

	
	
	
	
	


	
	FOR (Company Name) USE ONLY
	

	
	
	
	

	Name: 
	     
	Phone No : 
	     

	
	
	
	

	E-Mail Address:
	     

	
	
	
	
	
	
	

	Branch:
	     
	Save 
	     
	Winback 
	     
	Nodal   
	     


	PRINT USING FINE TIP INK PEN WHEN COMPLETING THE RESPORG FORM - ILLEGIBLE FORMS WILL BE REJECTED!
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Appendix II: Overview of the Toll Free Responsible Organization Change Process 

1) Toll Free Customer of Record  Contacts the NEW Responsible Organization

The prospective Customer is contacted by a carrier, a carrier’s agent, a Responsible Organization, or the Responsible Organization’s agent.  Additionally, the Customer of record, associated with an existing Toll Free service application, can also contact the carrier to switch (change) the Responsible Organization’s control and/or service of the Toll Free service from that provided to the Customer by its current provider.

It is duly noted that while the Responsible Organization manages the SMS/800 record, and most of the time the Responsible Organization is also the Carrier that the Customer has selected, this is an independent Customer option.  In some instances, Responsible Organizations who are also carriers may elect not to provide service to an End-User unless they are also the Responsible Organization.

2) Customer and/or Responsible Organization Completes Responsible Organization Change Authorization and/or Letter of Authorization
The Customer of record and/or the Responsible Organization completes the Responsible Organization Change Authorization/Letter of Authorization ensuring that they use the bill name information as used by the Incumbent Responsible Organization and associated with the current End-User for the toll-free number.
3) Responsible Organization Change Authorization and/or Letter of Authorization Sent to Incumbent Responsible Organization
Generally* the gaining Responsible Organization is responsible for Submitting the Responsible Organization Change Authorization/Letter of Authorization to the incumbent Responsible Organization.
*The Industry Guidelines for Toll Free Number Administration provide for the Customer to contact the Current Responsible Organization to facilitate a change.  

4) Incumbent Responsible Organization Allowed Two (2) Full Business Days After the Date of Receipt to Process
The incumbent Responsible Organization has two full business days after the date of receipt of the Responsible Organization Change Authorization/Letter of Authorization to either port the number or reject the request.    

Reject*

If the incumbent Responsible Organization rejects a number, notification is returned to the Submitting Responsible Organization, including all applicable reject reasons.
*For a list of applicable reject reasons, see Attachment.
Past Due
If there has been no response from the incumbent Responsible Organization after two full business days, then the Submitting Responsible Organization will contact the incumbent Responsible Organization for status. 

Port
The incumbent Responsible Organization ports the number to the Submitting Responsible Organization.
5) Provisioning and Testing 

The New Responsible Organization converts the traffic when authorized by the Customer of record based on the Customer’s service instruction and the Customer’s requested service delivery date or “due date”.   In some cases, the service is then tested between the New Responsible Organization and the Customer. 

6) Customer Responsibility
Once the Customer has established that the conversion has been completed, the Customer is responsible for notifying any former Toll Free provider that service is no longer needed on specified Toll Free numbers. Proper notification ensures that applicable billing will be discontinued.

In the case of dedicated access, it is important that the Customer of record ensure that access capacity is arranged with a new carrier so that a service disruption does not result.  
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	Reject Reason
	Code

	Customer name mismatch / missing
	01

	Address mismatch / missing 
(verification done if address is different but all other information is the same
	02

	Contact/Customer signature missing or unauthorized
	03

	Toll- free shared or bundled
	04

	Customer signature date missing / or expired 
(must be less than 30-days)
	05

	Sent to wrong Responsible Organization  
	06

	Toll-free number not listed on request
	07

	All data mismatch
	08

	Letter of Authorization/Responsible Organization Change Authorization/Letter of Intent missing or Linking reseller End-User Letter of Authorization missing 
	09

	Unsatisfactory business relationship
	10

	Illegible Letter of Authorization/Responsible Organization Change Authorization/Letter of Intent
	11

	More recent Responsible Organization Change Authorization (provide copy of Responsible Organization Change Authorization to Responsible Organization)
	12

	Responsible Organization internal number
	13
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Appendix III: Historical Letters of Transmittal
Letter of Transmittal Supporting Issue 14 of the Toll Free Number Administration Guidelines
Version 14 of the Toll Free Industry Number Administration Guidelines supports the following changes:






1) 
2) 
3) 
4) 
5) 
6) 
7) 
8) 
9) 







1).Typographical Correction Changes number of sections contained within the Guidelines from 5 to 6.  Ref: Introduction
2) Typographical clarification of note regarding interpretation of the guidelines as related to the sale and brokering of toll free numbering resources.  Ref: Section 2.2.1

3).Correction to Reservatioon Limitation from 8% to 7.5% of the working base implemented in the October 15, 2003 System Release.  Ref: Section 2.2.5

4). Implementation of the New Resp Org Unique Code of “00” to indicate that the Customer f Record has a request on file with its incumbent Resp Org that documents that the customer of record requests to be notified in advance of a Help Desk Resp Org change.  Ref: Section 3.2.6-3.2.7

5). Addition of Resp Org Id Definition.  Ref: Section 6(Glossary)

6). Revised Help Desk Resp Org Change 10A Form.  Appendix (Forms)

7). Example Customer Directive Letter.  Appendix (Example Letters)

The SNAC sought guidance from the FCC as it relates to the anti-marketing rules.  The FCC suggested to the NANC that it could best serve as expert counsel in developing processes to yield best results.

If there are any questions about the content of these Guidelines, please direct your correspondence to the SNAC Co Leaders of the SNAC Administrator.
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( MCSC based on six-digit call routing criteria was implemented in Canada by February 1996.  The implementation complies with a CRTC Order (Telecom Order CRTC 95-574).  MCSC provides capabilities for toll-free access services to be selected based on originating NPA, originating NPA-NXX, time of day, day of week, specific date and percentage allocation for calls originating in Canada and terminating in Canada or originating in Canada and terminating in the U.S. (where a business relationship exists).  The SMS/800 view capabilities for MCSC are currently not available to SMS/800 users.





Provisioning Guidelines for MCSC will be incorporated into the “Canadian Industry Guidelines for 800 Toll Free Services” CIG-800, which can be obtained from Industry Canada, 300 Slater Street, 15th Floor, Ottawa, Ontario, KIA OC8, Canada, Attention DOS P-P Tel: (613) 990-4761, Fax: (613) 990-3341 or on the internet at http://www.tsacc.ic.gc.ca/CILC/.
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