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Administration
Virtual Front Office Tutorial
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Overview of Trouble Administration

Virtual Front Office (VFO) TA Module is used to:
• Create Trouble Reports/Tickets
• Modify Trouble Reports/Tickets
• Escalate Trouble Reports/Tickets
• Verify or Deny Trouble Resolutions
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▪ Browse to VFO URL in Microsoft Edge or Google Chrome.

The URL is found on this site: 

https://www.fidiumwholesale.com/wholesale-

resources/customer-tools

▪ Enter User Name.

▪ Enter Password.

▪ Select TA Module.

▪ Click Login.

Optionally click Change Password Check Box and if you

forget your User Name or Password, click those links.

Login
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If you click “Change Password.”
• Enter Old Password.
• Enter New Password.

• Must be 8-16 characters and include 3 of the 
following:
– Upper alpha characters
– Lower alpha characters
– Numbers
– Special Characters (~ ` ! @ # $ % ^ & * ( ) - _ = + [ ] {

} \ | ; : ' " , . < > / ?)

• Reenter New Password.
• Click Update Password.

Change Password
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• Login, as usual, with the new password.

NOTE:

• You will be asked three security questions that

will be used if you forget your password and need 

to reset it.

• You will then enter your email address. This will 

be used if you forget your user name and need to 

be provided this by email.

• A code will be sent to the email address. After 

you enter the code, you will be allowed to 

proceed into the full Virtual Front Office (VFO) 

experience.
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Change Password (continued)



•Home

– Takes you back to the Work List 
from anywhere in the application.

•About

– Opens the About Box with 
information about the 
application.

•Help

– Opens the On-line Help System.

•Logout

– Logs you out of the application.6

VFO Main Menu Bar



• Click page number in the Table of •

Contents to move to that section.
Below is example of Rejects with 
Error Descriptions:

Working with the VFO User Guide
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Another Place to Get Help…
• https://www.fidiumwholesale.com/wholesale-

resources/customer-documentation/trouble-administration
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https://www.fidiumwholesale.com/wholesale-resources/customer-documentation/trouble-administration


Trouble Administration Menus
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▪ Hover the mouse over

each tab to display the

dropdown menu.
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This document references difference processes between the East
and West Regions of Consolidated. Let’s review these territories:

• East is the EC20 and FP01 ICSC territories, formerly FairPoint 
in Northern New England.
– Network ID = FRP

• West is the other territories consisting of CA, IA, IL, KS, MN, 
MO, ND, PA, SD, TX states.
– Network ID = CCI
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Overview of Consolidated Territories



• Below is the path a ticket takes in the systems.

Trouble Process

Synchronoss SystemClient ConsolidatedSystem

EP Checks the 
Ticket is a valid 

format and 
interconnection 
is established.

Business Rules are 
checked

TA Agent checks if
ticket is

• Already in process
(then Late Bonded)

• Waiting for a response
already (Error “Create
in Progress”)

Remedy receives 
the ticket after 
the Circuit/TN 

has been 
validated.

An Agent ID is
then assigned.

VFO or
Client
System
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Trouble Status

Trouble Tickets Move through different statuses on the way to completion.

State: New
Status: New
User Creates
Trouble Report

State: Open Active 
Statuses:
• Screening
• Testing
• Pending Dispatch
• Dispatch Out

State: Cleared 
Status: Awaiting 
Cust Verification 
(This is for circuits 
only. TNs go 
directly to Closed)

State: Closed 
Status: Closed Out

Exceptions to the path above are:
• “Force Closed” occurs when there is an issue with the ticket, and it can’t be processed.
• “Deferred” typically occurs when there is no access to the premise.
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VFO State VFO Status Description Code
Cleared Cleared Awaiting

Cust Verification
CCI work is complete- waiting on accept or deny response from carrier. 26

Closed Closed Out Ticket is closed 27
Open Active Refer Mtce Center Ticket is active with CCI, waiting on more details - could be a call back from the

customer, a test running in the background, etc.
11

Open Active Screening Ticket is actively being worked 1
Open Active Start Repair Ticket is actively being worked in the field 7
Open Active Tech Left Site Field technician had to leave for a bit, possibly lunch or to get parts; when tech

leaves because it's fixed it will go to Cleared Awaiting Cust Verification
35

Open Active Tech On Site Field technician has arrived but has not started working yet 34
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Trouble State and Status Code
Network ID = FRP



VFO State VFO Status Description Code
Closed Canceled Pending

Work In Progress
Cancelled by either carrier or CCI 31

Cleared Cleared Awaiting
Cust Verification

CCI work is complete- waiting on accept or deny response from carrier 26

Closed Closed Out Ticket is closed 27
Open Active Refer Mtce

Center
Ticket is active with CCI, waiting on more details - could be a call back from the
customer, a test running in the background, etc.

11

Open Active Screening Ticket is actively being worked 1
Open Active Start Repair Ticket is actively being worked in the field 7
Open Active Tech Left Site Field technician had to leave for a bit, possibly lunch or to get parts; when tech

leaves because it's fixed it will go to Cleared Awaiting Cust Verification
35

Open Active Tech On Site Field technician has arrived but has not started working yet 34
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Trouble State and Status Code
Network ID = CCI



Users log into VFO to:

• Create tickets

• Close and Restart tickets

• Retrievestatus updates

• Modify tickets

• Verify or deny the ticket is resolved

• Escalate tickets

Trouble Transactions Start with Ticket Tab
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Transaction Type New

Open/

Active Deferred Cleared Closed*

Add Trouble Info Request Yes Yes

Retrieve Trouble Report Status Request Yes Yes

Modify Attributes Request Yes Yes

Verify Repair Completion Request Yes

Cancel Trouble Report Request (NOT SUPPORT BY

CONSOLIDATED EAST)

Yes Yes

Retrieve Attributes By Trouble Report Id Request Yes Yes

Escalate Trouble Ticket Yes Yes

*Closed can only come from Consolidated Communications.
17

The actions available are determined by the ticket status.

Trouble Transactions Supported



The Work List and Ticket ID Terms
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ID: The VFO
Reference ID.

Agent Trouble Report 
ID: This is the
Consolidated Trouble
Ticket Number, also
called the OP ticket
number in the East
Region.

Trouble ReportID: The VFO Reference 
ID for the create ticket transaction.

Response ID: 
This is the VFO 
Reference ID for 
the response 
received from 
Consolidated.

Note: When calling
Consolidated to discuss 
the ticket, use the Agent 
Trouble ID value.



WARNING:
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Any transactionthat is sent and remains in “NEW” state, needs to be investigatedby
Consolidated if no “Last TP Update” value is populated. Please call Consolidatedto alert 
them to this issue.

DO NOT OPEN A NEW TICKET WHEN THE LAST TP UPDATEIS BLANK

If Status is New and Last TP Update is populated, go to Ticket menu and use the Force
Close option. You can then start a new request with the corrected information.

NOTE: In the future, tickets will go to “Force Closed” after being created when there is an 
issue. Click the Last TP Update to view the error generated on this ticket.
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Green 10 minutes

Yellow 30 minutes

Red 60 minutes

Ticket Aging Process

Note: The colors in the below example are used to show the aging
of the ticket. Green shows the ticket has been open in the last 10 
minutes. Yellow shows open 10-30 minutes ago and Red is 30 
minutes to 4 hours.. No color is shown for tickets older than 4 hours.



Create Trouble Reports
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Create Trouble Report
▪ TRFD = Trouble Report Form Designation

▪ TRFD 1 = Circuit with Address

▪ TRFD 2 = Circuit without Address

▪ TRFD 3 = Resold POTS (only in the East)

▪ Account Name = Carrier Name Abbreviation

▪ Network ID = FRP for the East and CCI for the 
West

▪ Service ID = Exchange Carrier Circuit ID
Telephone Number

▪ Click Next .

Note: If the Service ID is 10-digit 
characters and the user selects TRFD 1 or 
2, the system will give the user an error.
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Populating Trouble Tickets

• User populates the 
different tabs with 
the trouble ticket 
information.

• Depending on the 
type of ticket, the 
required fields are 
different. (See next 
page for details)

• Then they submit it
by clicking icon.
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TRFD 1 Tickets – Circuit with Address

• Populate the following:
– Trouble Type
– Status Window (enter 0 in each.)
– Customer Trouble Ticket Number
– Additional Trouble Info
– Manager Contact Person Name 

and Phone

• Optionally populate:
– TSP Priority Code (enter priority

level(s) (E, 1, 2, 3, 4, and 5) )
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TRFD 1 Tickets – Circuit w/ Address

• Populate the following:
– Circuit Access Hours – check all the 

days and the hours the circuit can be 
tested remotely. You can add extra 
lines if the hours change on different 
days. (See next slide for details)

– A Location Access Address
– A Location Access Person
– A Location Access Hours

• Optionally populate Z Location 
Access address and person. This is 
only for point-to-point services that 
are down on both sides.
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Entering Access Hours

• When entering Circuit Access Hours, this is when testing can be done on the line. If it is 
available24/7, then you check all the days and enter 00:00 AM and 11:59 PM:

• When entering Access Hours for a location– enter when work can be done onsite. Click
“Add”to enter different hours for different days.
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TRFD 2 Tickets – Circuit w/o Addresses

• Populate the following:
– TroubleType
– Status Window (enter 0 in each.)
– Customer Trouble Ticket Number
– Additional Trouble Info
– Manager Contact Person Name and

Phone

• Optionally populate:
– TSP Priority Code (enter priority 

level(s) (E, 1, 2, 3, 4, and 5) )
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TRFD 2 Tickets – Circuit with No Address

• Populate Circuit Access 
Hours only.

NOTE: To indicate 24 hours,
select all the days and enter
12:00 AM to 11:59 PM.

28



TRFD 3 Tickets – POTS Lines Ticket Info

• Not supported by 
Consolidated West (CCI 
Network ID)

• Populate the following:
– Trouble Type
– Status Window (enter 0 in each.)
– Additional Trouble Info
– Manager Contact Person Name and

Phone

• Optionally populate:
– Customer Trouble Ticket Num
– TSP Priority Code (enter priority 

level(s) (E, 1, 2, 3, 4, and 5) )
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TRFD 3 Tickets – POTS Lines Loc & Access Info
• Populate the following:

– A Location Access Address
• Premise Name
• Civic Address, City, State, Zip

– A Location Access Person
• Name
• Phone

– A Location Access Hours (Select
the days available for a specific
set of hours. Then click “Add” to
enter a different set of hours for
a different set of days.

– Z Location Access should be
blank.
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Other Tabs
• TRFD = 3 If you don’t click on the other tabs, you will not activate them

and not have to populate them.

• TRFD = 1 or 2 You will need to either populate the sections or delete the
Authorization and Escalation sections.
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Submitting and Fixing Errors

• Click the Submit icon when you are finished populating the order.

• Any errors will appear as a pop-up message:

• Click the error to move to the field that needs to be corrected.
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Trouble Shooting Ticket Issues

33
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Visual indicators appear in the Work List to assist in 

letting you know Consolidated did not create a trouble 

ticket.

The Double GoldBars indicates no Trouble Ticket was created

The Time Stamp in the Last TP Update Columnindicates 
Consolidated processed your ticket and provided an explanation 
why a ticket was not created.

Identifying Failed Trouble Reports
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Open the ticket by clicking the Trouble ID or Last TP Update field.

Clicking the Trouble ID will open the Trouble Report Detail.
Go to the History Tab

Tickets Not Accepted – View Cause
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The history shows an Error

To see the Error:
• Click the Message ID for the Error
A pop up will open displaying the Error Message

Viewing Error Messages

36 This message says the Phone Number was Invalid.



Click the radio button next to the ticket you sent.

Go to the Ticket tab and select Force Close

WHY FORCE CLOSE A TICKET?

VFO will prohibit you from creating another 
ticket on the same Circuit ID / Telephone 
Number if an existing ticket has not been 
closed.

This is to prevent duplicatetickets being 
open on the same Circuit ID or Telephone 
Number

37

Force Close Tickets



Step 3 A pop up window will appearA pop-up window will appear.
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Enter a note explaining why you are forceclosing this ticket.

Now click the Submit ICON (the blue running person)

You will receive positive confirmation theticket has been closed

The State and Status of your ticket
will now show the ticket is closed out

Force Close Tickets



• Force Close the ticket stuck in New Status before beginning, if it isn’t already.

• Click radio button, hovering the Ticket tab and click Create As.

39

Sending Corrected Ticket using “Create As”



No Time Stamp in the Last TP Update Column indicates your ticket 
failed to process

Contact the Wholesale Group - 877-648-3038 or whd@fidium.com regarding
the system issue, which must be closed by a DBA or resubmitted.

Contact CSMC at 866-972-8220 for assistance in getting a new ticket created.

FRP

The Double Gold Bars indicates no Trouble Ticket was created.

No Response on Submitted Ticket – CALL IT IN!!

mailto:whd@fidium.com


1. Click the radio button next to the Ticket and then the History Icon.

2. Click the ID in the Work List and then click the History tab.

3. Click Last TP Update link in the Work List or Search Results.

3 Ways to View the Ticket History
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AttributeValueChanges

• Status Updates

• Request to Close Notifications

– Cleared waiting Customer Verification

– Cleared customer not notified

NOTE: Progress Notifications are pulled updates receivedbased on Status Window intervals enteredin
the ticket. If you use zeros in these fields, you will not have these message types in your history.

History – Message Types
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▪ From Historyclick the Message ID to view the details on Closed or 

Cleared Tickets.

Closed Transactions
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Templates
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TA Templates are Available
• Users can apply a template and just populate the customer specific data to make 

entering tickets quicker.
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• Create Trouble Tickets can have a template, as well 
as all the other transactions covered in this 
training.

• Templates are created in the Template Tab by 
selecting the transaction type.

• The process is the same for each type, it is just the
fields that are different.

Creating TA Templates
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Create Trouble Report Template
• Hover the Template tab and click New Create Trouble Report.

• Enter a descriptive name for the template and select TRFD to
reveal the form to populate.

• Only populate the reusable values, i.e., Status Window, 
Contact information, etc.
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Filtering and Searching for 
Transactions

48



The Work List and Filter

49

There are two
hyperlinks on
the Work List:
1. ID – opens

the ticket.
2. Last TP 

Update –
Opens the 
ticket’s 
history

Click the page number or green
arrow to page through results.

To filter the list, click the Funnel.



Searching for Records
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You can search by different 
criteria and after reviewing the 
results, you can return to your 
matching records using the “Back 
to….” menu option.



Searching for Trouble Report
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You can search by several
criteria.

Note: This is an example of a
search for transactions with a
State and Status = “New.”

Please Note:
• The list generated can be 

exported to Excel with 
this icon .

• You can view the history 
of the transactions by 
clicking the radio button 
and clicking .

“%” is the wildcard character



Searching by Transaction Type
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Some of the things you 
can search by include 
user, and or type of 
request/ response.

This is an example of an 
escalation request 
query.

The results show at the 
bottom with links to the 
message itself (Message 
ID link), or the Trouble 
Ticket data (Trouble 
Report ID).



Viewing Histories, 
Transactions, and 
Troubleshooting Errors
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3 Ways to view the Transaction History
1. Click the radio button next to the 

Ticket and then the History Icon.

2. Click the ID in the Work List and 

then click the History tab.

3. Click Last TP Update link in the 

Work List or Search Results.
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Viewing Transactions in the History
After you retrieve the history, you can then view the specific transactions by clicking the

Message ID.
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Viewing Error Transactions
After you retrieve the history, you can then view the details on the error by clicking the
Message ID.

Note:

1. If the error is Invalid Service ID - TN or CID not valid, then 
the Service ID and the TRFD selected do not match.

2. If the error is Invalid Service ID - TN or CID not found, then 
the Service ID doesn’t match a value at Consolidated. One 
suggestion is to enter just the letters and numbers and 
leave off the special characters and spaces.
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• Once you have an error, the ticket is finished and no longer active. In VFO, it is 
important to Force Close this ticket, so you can enter a new one.

Note: A new feature is coming that automatically Force Closes these tickets for you.
You will know this feature is available if you no longer see Force Close in the menu.
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Fixing Errors - Step 1: Force Close

1. Click the radio button left of the ticket, hover 
the Ticket tab and select Force Close.

2. Enter a reason for the Force Close and click 
Submit icon.



3. Click Submit icon.

• Now that the ticket is Force Closed, VFO will allow you to enter a new ticket. Start a new
ticket using the “Create Trouble Report” menu option or “Create As” to pull in the previous
ticket data.

1. Click the radio button left 
of the ticket, hover the 
Ticket tab and select 
Force Close.

2. Change the data you 
need to correct, i.e., 
change Service ID, 
change Status Window, 
add a phone or email to 
the contact.
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Fixing Errors - Step 2: Create New Ticket

Don’t forget to fix the
Service ID, if needed.



• If the ticket’s row turns from 
green to orange (or is red or 
white) and the Last TP Update 
column is blank, then you will 
need to call Consolidated and 
report this issue.

• This could indicate a system 
issue that requires a VFO 
administrator to investigate.

• If the user tries again, without 
calling Consolidated, an error 
message will be generated,
“Ticket in Progress.”And you
will need to call to get this 
resolved and you will need to 
start over with a third ticket.
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Tickets with No Errors and No Responses



Other Trouble Ticket 
Transactions

60
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Other transactions available:

• Add Trouble Info

• Escalate tickets

• Modify tickets

• RetrieveTrouble Status

• Verify or deny the ticket is resolved

Other Trouble Transactions
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• If you have general information you want to add to your ticket:
1. Find the ticket in VFO, see Filtering and Search section for details on this step.

2. Click the radio button next to the ticket and hover the Ticket tab.

3. Click Add Trouble Info from the menu.

4. Enter additional information.

5. Click Submit Icon.

Add Trouble Info
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• If you need to change other 
information provided 
previously, you can send a 
modification request. Only 
the fields with new data 
should be provided.

1. Find the ticket in VFO, click 
the radio button next to the 
ticket and hover the Ticket 
tab.

2. Click Modify Attributes from 
the ticket menu.

3. Replace the data that has 
changed or the new data to 
add.

4. Click Submit Icon.

Modify Attributes
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• If you there is no resolution 
after an hour, you can 
escalate the ticket.

1. Find the ticket in VFO, click 
the radio button next to the 
ticket and hover the Ticket 
tab.

2. Click Escalate from the menu.

3. Enter:
1.
2.

Request State = Requested,

Org Level, must start with 1 and
can be incremented hourly
Requester’s Name and
Phone/email at a minimum.

3.

4. Click Submit Icon.

Escalate Trouble Ticket
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• To pull data on your ticket:
1. Find the ticket in VFO, click the radio button next to the ticket, and hover the Ticket tab.

2. Click Retrieve Trouble Info (All ticket updates) or Click Retrieve Trouble Status (Status Only)

3. Click Submit Icon.

Retrieve Trouble Info/Status
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• After the Access Lines are repaired, you get a chance to verify it is repaired. If you
do not verify the repair, the ticket will close after 24 hours.

1. Find the ticket in VFO, click the radio button next to the ticket and hover the Ticket tab.

2. Click Verify Repair Completion.

3. Select Close Out Verification, enter reason for that Verification response, Name and Phone.

4. Click Submit Icon.

Verify Repair Completion
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Examples of Responses
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Responses come as AVC Notifications
• This is an example of a closed ticket.
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Screening
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Trouble Escalated
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Cleared Awaiting Customer Verification
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Closed

72



Thank You!
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