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VFO-TA

Creating Trouble Tickets

Quick Reference Guide

June 2025 Page 1



=

um

¢

Logging into Trouble Administration Module

1. Go to Microsoft Edge / Google Chrome browser and enter "

URL: https://vfoprod-fidium.razorflow.ai/ I
2. Enter your username and password. — et e
3. Select TA as the module. e
4. Click “Login” button. '

Virtual Front Office =
powered by N RazorFlow

Create New TICket 1. Select the Trouble Report Form

Hover the Ticket Tab and Designation (TRFD)

[ — select “Create Trouble | e 1is for circuit with premise address
:l.l!ll‘Yloubl.R.le ReportJ' (UNE, DSL' etc-)
ETED { Lot oo . , 2 is for circuit without a premise
Force Close | Upd: D )

Modify Attributes
Ratriave Trouble Info 42314
Ratriave Trouble Status QAP

Trouble Report Initiation address (Message Trunks, T1, etc.)
3 is for POTS (Not supported in

FRP Cloared

Retrieve Technician Notes WAV e " Use template

v loaro
i e ’ CA, TX,PA,MN,SD,IA,ND, IL)
Bulk Change Assignment | ML ppp Cloared |2

1 - Services with Premises Address

§ - :z:)iﬁ'uv;gh putPremsss Address TICKET MLT SEARCH TEMPLATE
[ext]
Trouble Report Initiation
Select Account Name —
Select Network ID -
[TRFD Account Name
(CA,TX,PA,MN,SD,IA,ND,IL 1- Services vith Promisss Addriess  + -
etworl Senice ID
is CCl; ME,NH,VT is FRP) = ;
Enter Service ID (CKT or TN) Next
Click Next.
Completing Ticket Info Tab
Create Trouble Report Request Complete the following fields on
TRFD Account Name Network ID Senice ID the TiCket Info tab:

1 - Senvices with Premises Address o FRF Tasnoumecoanmar:

1. Trouble Type
2. Enter zeros in the Status

Ticket Info  Loc & Access Info  Authorization  Escalation  Call Back Info

Status ﬁndnw

P <) Il ST e Window fields. This indicates
Additional Trouble Info you on|y want updates when
Additional information goes here. . .
e Tr—— ST ioiem information changes.
Percanved Troubls Severity TSP Priorty Commitment Tima Raquest N 3 Customer Trouble Ticket

- -
1P State Number.
Disog 4. Additional Trouble Info
Manager Contact Parson: 5. Manager Contact Person Name
e — Fiskter Prone = and Phone fields.
<] i
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Completing Loc & Access Info

TicketInfo  Loc & Access Info  Authorization  Escalation  Call Back Info

Circuit Info

Access From Time Access To Time

Cireuit Access Hours: Add Populate access times to the circuit.

R T T I B B e e This example shows 24 hour access.

1¥ Vv ¥ |[¥ | ¥ ¥ [1200am |[11589pm | Delete

A Location Access Address: ThIS |S the
Premises Name Civic Address City State Zip

Joe's Pizza Palace 1 Main St Sanford ME 04073 |0catI0n Of
A Location Access Person: the CII’CUIt

Name Number Phone Fax
Joe Smith 2075551212

Pager

This is the contact person on the
premise. Remember to put a phone

Civic Address Zip

A Location Access Hours: Add

# Sun Mon Tue Wed Thu Fri Sat Start Time End Time Action .
FRF ] B I [ e smm sl o Enter the access hours to the premise.

7 Location Accoss Address: This is only applicable to TRFD 1 or 3.
W hese fields are not required for TRFD 2.

Zis only needed for issues
with point-to-point circuits
# Request State Org Levi

€ Escalation Person \ Action
1 Provided v  First-level ~ [MName Number  Phone Fax Name Number  Phone Fax Delete

Raiach

Note: You can delete the Authorization and Escalation items.

Submitting Tickets

Click the Submit icon # to send the ticket to Fidium Fiber.

TICKET LT SEARCH TEMPLATE % 2 2%

Create Trouble Report Request

Managing Tickets

The Ticket appears in the Work List. You can view the latest statuses and open the ticket to view more.

TICKET N . SEARCH "\ TEMPLATE N\ vER e
Work List
v Customer
Creation Last TP Network Agent Trouble  Trouble Last . Commit Close Qut
fcon 1t Time Update ID Slaiciy Slatu= ReportID Ticket Assignment [acubleglvee el Time Narrative
Number
o o s SO0 SR FRe Closed  gooe 1006 - LossOfSync N
© o 5508799 3?’2?;‘; gi{ﬂﬂ‘hﬂ FRP Closed g‘&“d 615 - NoContinuity N 1
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