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(57) ABSTRACT 

Methods, systems, and computer-readable media for trouble 
shooting a problem associated With a communication system 
are provided. First information regarding the communication 
system is retrieved, and a determination is made Whether the 
?rst information indicates a probable cause of the problem 
associated With the communication system. If the ?rst infor 
mation does indicate a probable cause of the problem, then a 
probable solution is provided based on the indicated probable 
cause. If, on the other hand, the ?rst information does not 
indicate a probable cause of the problem, then information 
regarding the problem is retrieved. The retrieved information 
regarding the problem is used to determine a probable cause 
of the problem and a probable solution to the problem. 
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METHODS, SYSTEMS, AND 
COMPUTER-READABLE MEDIA FOR 
ASSISTING IN TROUBLESHOOTING 

CROSS REFERENCE TO RELATED 
APPLICATIONS 

[0001] The present application claims priority under 35 
U.S.C. § 119 to co-pending US. provisional application No. 
60/800,097 entitled “Systems, Methods, and Computer 
Readable Media for Analyzing Communication Problems” 
?led on May 12, 2006, and Which is expressly incorporated in 
its entirety herein by reference. 

TECHNICAL FIELD 

[0002] The present invention is related to troubleshooting 
problems. More particular, the present invention relates to 
determining a problem associated With a communication sys 
tem and a solution to the problem using a computer-imple 
mented troubleshooting methodology. 

BACKGROUND 

[0003] Users of technical devices, such as computers and 
computer-related systems, often experience technical or 
operating issues related to those systems Which require assis 
tance in identifying the issues as Well as a solution to the 
issues. Often, computers and computer-related systems are 
supported by people having technical knowledge and training 
in assisting customers With issues most likely to occur With 
the systems or related applications. In such situations, the 
customer of the problematic system may contact such a tech 
nical-support person Who, With input from the customer, may 
recogniZe and help solve the system problems. 
[0004] Typically, technical-support persons contacted to 
assist With system problems are located remotely from the 
site of the system and must, therefore, talk With a customer of 
the system by telephone to understand and resolve a problem 
occurring With the customer’s system. Troubleshooting a 
technical or operating issue With a computer or computer 
related system can be a dif?cult task for a technical-support 
person for a number of reasons. In particular, since a techni 
cal-support person typically cannot be physically present at 
the site of the problematic system to directly observe the 
problems occurring With the system, the technician must rely 
on information about the problem from the customer of the 
system to make a decision about the cause of and solution to 
the problem. Often, the customer of the system is not techni 
cally knoWledgeable and thus may not understand or be able 
to convey the issues occurring With the system in a manner 
meaningful to the technical-support person, leading the tech 
nical-support person to misdiagnose the system problem. 
Moreover, technical-support persons may not folloW a uni 
form procedure for gathering information from a customer 
and thus ask questions that are not understandable to the 
customer or forget to ask particular questions Which Would 
provide the technician With a clearer vieW of the problem and 
solution. If the technician can more ef?ciently troubleshoot 
system issues experienced by customers, both the technician 
and the customers may avoid Wasteful and time-consuming 
efforts in solving the problem. 

SUMMARY OF THE INVENTION 

[0005] In accordance With embodiments of the present 
invention, the above and other problems are addressed by 
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providing methods, systems, and computer-readable media 
for troubleshooting a problem associated With a communica 
tion system. According to one aspect of the present invention, 
a method is provided for assisting in troubleshooting a prob 
lem associated With a communication system. The method 
involves retrieving ?rst information regarding the communi 
cation system and determining Whether the ?rst information 
indicates a probable cause of the problem associated With the 
communication system. If the ?rst information does indicate 
a probable cause of the problem, then a probable solution is 
provided based on the indicated probable cause. If, on the 
other hand, the ?rst information does not indicate a probable 
cause of the problem, then information regarding the problem 
is retrieved. The retrieved information regarding the problem 
is used to determine a probable cause of the problem and a 
probable solution to the problem. 
[0006] According to another aspect of the present inven 
tion, a computer-readable medium is provided having 
instructions stored thereon Which, When executed by a com 
puter, causes the computer to receive a request to troubleshoot 
a problem associated With a communication system. In 
response to the request, a ?rst inquiry about the problem is 
provided and a response to the ?rst inquiry is received. Based 
on the response to the ?rst inquiry, a second inquiry about the 
problem is provided and a response to the second inquiry is 
received. Based on the response to the second inquiry, a 
probable cause of the problem and a probable solution to the 
problem are determined. The probable solution is then imple 
mented to solve the problem associated With the communi 
cation system. 
[0007] According to yet another aspect of the present 
invention, a system for assisting in troubleshooting a problem 
associated With a communication system is provided. The 
system includes a memory device for storing a program for 
assisting in troubleshooting a problem associated With a com 
munication system, and a processor functionally coupled to 
the memory device and responsive to instructions contained 
in the program. The program is operative to retrieve ?rst 
information regarding the communication system from a ?rst 
database and determine Whether the ?rst information indi 
cates a probable cause of the problem associated With the 
communication system. If the ?rst information indicates a 
probable cause of the problem, then a probable solution to the 
problem based on the probable cause is provided. If, on the 
other hand, the ?rst information does not indicate a probable 
cause of the problem, then information regarding the problem 
is received, and based on the received information regarding 
the problem, a probable cause of the problem and a probable 
solution to the problem are identi?ed. 

[0008] The above-described aspects of the invention may 
also be implemented as a computer-controlled apparatus, a 
computer process, a computing system, or as an article of 
manufacture such as a computer program product or com 
puter-readable medium. The computer program product may 
be a computer storage media readable by a computer system 
and encoding a computer program of instructions for execut 
ing a computer process. The computer program product may 
also be a propagated signal on a carrier readable by a com 
puting system and encoding a computer program of instruc 
tions for executing a computer process. 
[0009] These and various other features as Well as advan 
tages, Which characterize the present invention, Will be appar 
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ent from a reading of the following detailed description and a 
review of the associated draWings. 

BRIEF DESCRIPTION OF THE DRAWINGS 

[0010] FIG. 1 illustrates a network operating environment 
utilized in various embodiments of the present invention; 
[0011] FIGS. 2-5 illustrate graphical user interfaces pro 
vided by various embodiments of the present invention; 
[0012] FIG. 6 is a How diagram illustrating aspects of a 
process for troubleshooting a problem associated With a com 
munication system based on various embodiments of the 
present invention; and 
[0013] FIGS. 7A-7C are How diagrams illustrating a 
troubleshooting methodology utiliZed for troubleshooting a 
problem associated With a communication system based on 
various embodiments of the present invention. 

DETAILED DESCRIPTION OF THE INVENTION 

[0014] Embodiments of the present invention provide 
methods, systems, apparatus, and computer-readable media 
for troubleshooting a problem associated With a communica 
tion system. In the folloWing detailed description, references 
are made to the accompanying draWings that form a part 
hereof, and in Which are shoWn by Way of illustration speci?c 
embodiments or examples. Referring noW to the draWings, in 
Which like numerals represent like elements through the sev 
eral ?gures, aspects of the present invention and the exem 
plary operating environment Will be described. 
[0015] FIG. 1 and the folloWing discussion are intended to 
provide a brief, general description of a suitable computing 
environment in Which the invention may be implemented. 
While the invention Will be described in the general context of 
program modules that execute in conjunction With an appli 
cation program that runs on an operating system on a com 
puter system, those skilled in the art Will recogniZe that the 
invention may also be implemented in combination With 
other program modules. 
[0016] Generally, program modules include routines, pro 
grams, components, data structures, and other types of struc 
tures that perform particular tasks or implement particular 
abstract data types. Moreover, those skilled in the art Will 
appreciate that the invention may be practiced With other 
computer system con?gurations, including hand-held 
devices, multiprocessor systems, microprocessor-based or 
programmable consumer electronics, minicomputers, main 
frame computers, and the like. The invention may also be 
practiced in distributed computing environments Where tasks 
are performed by remote processing devices that are linked 
through a communications netWork. In a distributed comput 
ing environment, program modules may be located in both 
local and remote memory storage devices. 
[0017] Turning noW to FIG. 1, an illustrative operating 
environment 100 for practicing the various embodiments of 
the present invention Will noW be described. In particular, a 
customer may use a communication device 102 to contact and 
communicate With a customer support technician at a Work 
station 106 to assist in identifying and solving one or more 
problems the customer is experiencing With a communication 
system 146. According to embodiments of the present inven 
tion, the communication system 146 may include a commu 
nication device such as, but not limited to, a cellular tele 
phone, a Wireline telephone, a Voice over Internet Protocol 
(“VoIP”) telephone, a WI-FI telephone, a WiMAX telephone, 
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or a personal data assistant (“PDA”); a computing device such 
as, but not limited to, a general purpose desktop computer, a 
laptop computer, a hand-held computer, or any other device 
capable of executing one or more application programs; or an 
entertainment device such as, but not limited to a television or 

a digital video recorder (“DVR”). The communication sys 
tem 146 may also include one or more netWorks providing 

services to the communication, computing, and/or entertain 
ment device including, but not limited to, a cellular netWork, 
a public sWitched telephone netWork (“PSTN”), an integrated 
services digital netWork (“ISDN”), a Wireless Local Area 
NetWork (“WLAN”) such as a WI-FI netWork, a Wireless 
Wide Area NetWork (“WWAN”), a Wireless Personal Area 
NetWork (“WPAN”) such as BLUETOOTH, a Wireless Met 
ropolitan Area NetWork (“WMAN”) such a WiMAX net 
Work, a Wired Wide Area NetWork (“WAN”) such as the 
Internet, a Wired (“Local Area NetWork”) LAN such as the 
Ethernet, a Wired Personal Area NetWork (“PAN”), a Wired 
Metropolitan Area NetWork (“MA ”), satellite netWork, a 
cable netWork, or any combination thereof. For example, a 
customer may contact a customer support technician to report 
that the customer is not able to access the Internet using her 
desktop computer. 
[0018] The communication device 102 used to communi 
cate With a customer support technician may include any 
device capable of sending and receiving communications 
including, but not limited to, a cellular telephone, a Plain Old 
Telephone Service (“POTS”) telephone, a VoIP telephone, a 
WI -FI telephone, a WiMAX telephone, a computer, or a PDA. 
The technician may receive a communication from the cus 
tomer using a device similar to the communication device 
102. The communication betWeen the customer and the cus 
tomer support technician may occur through a telephone call, 
email correspondence, text messages, or instant messages. 

[0019] According to an embodiment of the present inven 
tion, the communication device 102 and the device used by 
the customer support technician to communicate With the 
customer may be associated With a netWork 104 such that 
communications provided by the communication device of 
the customer is sent via the netWork to the communication 
device used by the technician, and vice versa. The netWork 
104 may include a Wireless netWork such as, but not limited 
to, a WLAN such as a WI-FI netWork, a WWAN, a WPAN 
such as BLUETOOTH, a WMAN such a WiMAX netWork, 
or a cellular netWork. Alternatively, the netWork 104 may be 
a Wired netWork such as, but not limited to, a WAN such as the 
Internet, a LAN such as the Ethernet, a PAN, or a MAN. 

[0020] Once a customer support technician is contacted by 
a customer reporting a problem With a communication sys 
tem, such as the communication system 146, the technician 
may utiliZe the Workstation 106 to access and use a trouble 
shooting tool and an associated troubleshooting methodology 
of the present invention to assist the technician in identifying 
and curing the problem affecting the communication system 
146 of the customer. Although the description provided 
herein refers to troubleshooting problems associated With a 
computing device receiving broadband Internet service such 
as Digital Subscriber Line (“DSL”) service or cable modem 
service, it should be appreciated that various embodiments of 
the present invention may be used to troubleshoot problems 
encountered by customers using any communication, com 
puting, or entertainment device receiving service provided by 
one or more netWorks as described above. 
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[0021] As shown in FIG. 1, a network 108 interconnects the 
workstation 106 and one or more server computers 110. It 

should be appreciated that the network 108 may comprise any 
type of wireless computing network including, but not limited 
to, a WLAN such as a WI-FI network; a WWAN; a WPAN 
such as BLUETOOTH; a WMAN such a WiMAX network, 
or any type of wired computing network including, but not 
limited to, a WAN such as the Internet; a LAN such as the 
Ethernet; a PAN; or a MAN. The network 108 provides a 
medium for enabling communication between the worksta 
tion 106, the server computer 110, and other computer sys 
tems connected to or accessible through the network 108. In 
an embodiment of the present invention, the workstation 106 
may communicate with the server computer 110 through the 
network 108 to access and utiliZe a troubleshooting method 
ology 128 provided by a troubleshooting tool (“TT”) program 
126 stored on the server computer 110, as will be discussed in 
greater detail below. 

[0022] In an embodiment of the present invention, the 
workstation 106 may include a general purpose desktop, lap 
top, or hand-held computer capable of executing one or more 
application programs. In particular, according to the various 
embodiments of the present invention, the workstation 106 is 
operative to execute a web browser application, such as the 
INTERNET EXPLORER browser from MICROSOFT 
CORPORATION of Redmond, Wash., from a mass storage 
device for retrieving, viewing, and interacting with content 
provided by the server computer 110. In particular, the web 
browser application of the workstation 106 may be operative 
to retrieve and view content provided by the TT program 126 
during troubleshooting of a problem, as discussed in greater 
detail below. 

[0023] The workstation 106 may also include a central 
processing unit (“CPU”), a system memory, including a ran 
dom access memory (“RAM”) and a read-only memory 
(“ROM”), and a system bus that couples the system memory 
to the CPU. The workstation 106 may connect to the network 
108 through a network interface unit connected to the bus of 
the workstation. It should be appreciated that the network 
interface unit may also be utiliZed to connect to other types of 
networks and remote computer systems. The workstation 1 06 
may also include an input/output controller for receiving and 
processing input from a number of other devices, including a 
keyboard, mouse, scanner, digital computer, or electronic 
stylus. Similarly, the input/output controller of the worksta 
tion 106 may provide output to a display screen, a printer, or 
other type of output device. It should be understood by those 
skilled in the art that the TT program 126 may be stored on 
and executed from the workstation 106 to assist a technician 
in troubleshooting issues affecting a communication system 
146 of a customer. 

[0024] The server computer 110 may include a standard 
server computer capable of providing services to other com 
puting systems, such as the workstation 1 06, over the network 
108. The server computer 110 is operative to store and 
execute a web server application 124, such as the INTERNET 
INFORMATION SERVER from MICROSOFT CORPORA 
TION. It should be appreciated by those skilled in the art that 
other web server applications may also be utiliZed. In an 
embodiment of the present invention, the web server appli 
cation 124 may be stored in a mass storage device 122 of the 
server computer 110. The web server application 124 is 
operative to execute the TT program 126, which may also be 
stored in the mass storage device 122, and receive and 
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respond to requests from computer systems connected to the 
network 108 for information and services provided by the TT 
program 126 described herein. As illustrated in FIG. 1 and 
discussed further below, the mass storage device 122 of the 
server computer 110 may also include business rules 130 used 
by the TT program 126 when troubleshooting a problem 
associated with the communication system 146. It should be 
appreciated that the business rules 130 may be stored in a 
database (not shown) located external to the server computer 
110. In an embodiment of the present invention, a database 
storing the business rules 130 may be connected to the server 
computer 110 by a computing network, such as the network 
108, such that the TT program 126 of the server computer 110 
can access the business rules 130. 

[0025] The server computer 110 my also include a CPU 
114, a system memory 116, including a RAM 118 and a ROM 
120, and a system bus 132 that couples the system memory 
and the mass storage device 122 to the CPU 114. The CPU 
114 of the server computer 110 may be a standard central 
processor that performs arithmetic and logical operations, a 
more speci?c purpose programmable logic controller 
(“PLC”), a programmable gate array, or other type of proces 
sor known to those skilled in the art and suitable for control 
ling the operation of the server computer. CPUs are well 
known in the art, and therefore not described in further detail 
herein. The mass storage device 122 is connected to the CPU 
114 through a mass storage controller (not shown) connected 
to the bus 132. The mass storage device 122 and its associated 
computer-readable media provide non-volatile storage for the 
sever computer 110. Although the description of computer 
readable media contained herein refers to a mass storage 
device, such as a hard disk or CD-ROM drive, it should be 
appreciated by those skilled in the art that computer-readable 
media can be any available media that can be accessed by the 
server computer 110. 

[0026] By way of example, and not limitation, computer 
readable media may comprise computer storage media and 
communication media. Computer storage media includes 
volatile and non-volatile, removable and non-removable 
media implemented in any method or technology for storage 
of information such as computer-readable instructions, data 
structures, program modules, or other data. Computer storage 
media includes, but is not limited to, RAM, ROM, Erasable 
Programmable ROM (“EPROM”), Electrically Erasable Pro 
grammable ROM (“EEPROM”), ?ash memory or other solid 
state memory technology, CD-ROM, digital versatile disks 
(“DVD”), or other optical storage, magnetic cassettes, mag 
netic tape, magnetic disk storage or other magnetic storage 
devices, or any other medium which can be used to store the 
desired information and which can be accessed by the server 
computer 110. 
[0027] As discussed above and according to various 
embodiments of the invention, the server computer 110 oper 
ates in a networked environment using logical connections to 
remote computers through the network 108, such as the Inter 
net. The server computer 110 may connect to the network 108 
through a network interface unit 112 connected to the bus 
132. It should be appreciated that the network interface unit 
112 may also be utiliZed to connect to other types of networks 
and remote computer systems, as discussed in further detail 
below. 

[0028] In an embodiment of the present invention, the TT 
program 126 communicates with systems and databases 
located external to the server computer 110 to assist in diag 
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nosing and solving customer communication system 146 
problems. In particular, When a customer contacts a customer 
support technician at the Workstation 106 regarding a com 
munication system 146 problem, the technician may use the 
Workstation to access the TT program 126 provided by the 
server computer 110 to troubleshoot the problem. Based on 
information about the problem provided to the TT program 
126, the program may send requests to and retrieve informa 
tion relevant to the communication system 146 and the prob 
lem affecting the communication system 146 from one or 
more systems 134, 136, 138, 140, and 142 and one or more 
databases 132, 144 through the netWork 108. It should be 
appreciated that the systems and databases utiliZed by the TT 
program 126 may be stored on computing systems similar to 
the server computer 110. In an embodiment of the present 
invention, the server computer 110 may communicate With 
the systems 134, 136, 138, 140, and 142 and the databases 
132, 144 over the netWork 108 through the netWork interface 
unit 112 as Well as through servlets associated With the sys 
tems and databases. 

[0029] As illustrated in FIG. 1, the systems 134, 136, 138, 
140, and 142 and databases 132, 144 accessed by the TT 
program 126 may include, but are not limited to, a Master 
Customer Database (“MCDB”) 132, a Services Outage Noti 
?cation System (“SONS”) 134, a Service Order Entry Gate 
Way (“SOEG”) 136, a System Operation Technical Assis 
tance Center (“STAC”) 138, a repair system 140 such as the 
EREPAIR SYSTEM from BELLSOUTH CORPORATION 
of Atlanta, Ga., a Service Test Management (“STM”) system 
142, and an Online Solution Systems (“OSS”) articles data 
base 144. 

[0030] According to embodiments of the present invention, 
the MCDB 132 provides a variety of information about a 
particular customer and the services and communication sys 
tems, such as the communication system 146, used by the 
particular customer. The MCDB 132 may provide billing 
information associated With customers for a number of appli 
cations, including the TT program 126, and doWnstream sys 
tems and may be the core component on Which critical appli 
cations, such as billing and registration, act. 
[0031] According to embodiments of the present invention, 
the SONS 134 provides information regarding outage infor 
mation, if any, associated With a particular communication 
system 146. In particular, the SONS 134 may provide a con 
solidated vieW of outage time, date, duration, and estimated 
time to repair. The SONS 134 may be used to determine 
information regarding dial, email, and DSL non-Broadband 
gateWay outages. 
[0032] The SOEG 136 provides information regarding ser 
vice requests associated With a particular customer or com 
munication system 146 including, but not limited to, the type 
of service request associated With the system and the status of 
the service request as Well as identi?cation information 
regarding paths over Which data is transported through the 
communication system 146. Service requests may be auto 
matically provisioned for service using the SOEG 136. To 
receive information regarding a service request, the SOEG 
136 may provide a service request form to be completed by a 
customer With information regarding a particular request and 
then submitted to a service group based on the completed 
information. 

[0033] The STAC 138 provides further information regard 
ing a particular customer and the customer’s communication 
systems, such as the communication system 146, including, 

Aug. 14, 2008 

but not limited to, usemame and passWord information, IP 
address information, email mailbox information, and speed 
test and ping test results. 
[0034] The repair system 140 provides information about 
service order tickets and technician dispatches associated 
With a particular communication system 146 and provides 
troubleshooting testing of communication systems to deter 
mine issues With the systems.A service order ticket including 
information about a customer’s service issue may be elec 
tronically entered through the repair system 140. The repair 
system 140 may also provide repairs for issues associated 
With communication systems and provide real-time status 
information regarding all service order tickets. 
[0035] The STM system 142 may receive and store infor 
mation from the TT program 126 regarding results of tests 
performed on communication systems during troubleshoot 
ing, and the OSS articles database 144 may provide detailed 
information to a technician using the TT program 126 about 
the troubleshooting methodology provided by the TT pro 
gram 126. It should be understood by those skilled in the art 
that the systems and databases accessed by the TT program 
126 of the present invention are provided by Way of illustra 
tion only and that any systems and databases capable of 
providing information and conducting tests and repairs help 
ful to troubleshooting problems associated With a communi 
cation system 146 may be used. 
[0036] According to embodiments of the present invention, 
the TT program 126 may be integrated With collaboration 
softWare such as GROOVE VIRTUAL OFFICE program. By 
using the TT program 126 in combination With collaboration 
softWare, entities located remotely from a technician using a 
Workstation to access the TT program 126 such as, but not 
limited to, other technicians, customers, call centers, outside 
experts, and vendors, may be able to vieW graphical user 
interfaces provided by the TT program 126 via Workstations 
associated With each of the entities. The remotely located 
entities may be able to discuss and debate troubleshooting 
issues With the technician accessing the TT program 126 to 
assist in troubleshooting a customer’s communication system 
146 problem. 
[0037] Turning noW to FIGS. 2-5, graphical user interfaces 
(“GUIs”) 200, 300, 400, and 500 provided by the TT program 
126 during troubleshooting of a problem associated With a 
communication system 146 Will be described. It should be 
appreciated by those skilled in the art that the layout and 
design of the interfaces provided by the TT program 126 and 
described herein are provided by Way of illustration only and 
should not be construed to limit the present invention. When 
a technician at the Workstation 106 receives a call from a 
customer experiencing a problem With a communication sys 
tem 146 supported by the technician, the technician may 
access the TT program 126 by providing a universal resource 
locator (“URL”) address associated With the TT program at 
the Workstation. In response, the server computer 110 may 
execute the TT program 126 Which may provide a TT home 
GUI 200, as illustrated in FIG. 2, to the Workstation 106 
through the netWork 108. 
[0038] In an embodiment of the present invention, the TT 
home GUI 200 provides an identi?cation ?eld 202 for receiv 
ing information identifying the customer reporting the prob 
lem and/or information identifying the communication sys 
tem 146 associated With the customer experiencing the 
problem. The identi?cation information may include a tele 
phone number associated With the customer, an email 
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address, a physical address, or any other information that 
uniquely identi?es a customer and/or the communication sys 
tem 146 associated With the customer. The TT home GUI 200 
may also provide a troubleshoot issue button 204 Which, 
When selected, initiates a request to begin a troubleshoot 
session to identify and resolve a problem affecting the com 
munication system 146 associated With the information 
received at the identi?cation ?eld 202. In an embodiment of 
the present invention, the TT home GUI 200 may further 
include a notes portion 206 for displaying information gath 
ered and notes taken during previous troubleshooting ses 
sions regarding the communication system 146 associated 
With the information received at the identi?cation ?eld 202. 

[0039] When the troubleshooting issue button 204 is 
selected, the TT program 126 may provide an information 
GUI 300, as illustrated in FIG. 3. According to embodiments 
of the present invention, the information GUI 300 may 
include a service order portion 302 for receiving and display 
ing information regarding service requests associated With 
the communication system 146 at issue from the SOEG 136, 
an outage portion 304 for receiving and displaying outage 
information regarding the communication system 146 from 
the SONS 134, and a customer information portion 306 for 
receiving and displaying account information corresponding 
to the customer of the communication system 146 from the 
MCDB 132. The information displayed in the portions 302 
306 of the information GUI 300 may be associated With 
indications 3 0811-3 08f Which represents Whether, based on the 
business rules 130, the information passed, failed, or received 
a Warning, as Will be discussed in greater detail beloW. In an 
embodiment of the present invention, a passing indication 
may be a green ?ag, a failing indication may be a red “x”, and 
a Warning indication may be an orange ?ag. 

[0040] The information GUI 300 may also include a 
troubleshooting questions portion 310 Which displays ques 
tions and instructions provided by the troubleshooting meth 
odology 128 of the TT program 126 to be asked by the 
technician to the customer for assisting in diagnosing and 
resolving the communication system 146 problem. The 
troubleshooting questions portion 310 may include response 
buttons 312, 314 Which may be selected to respond to the 
displayed questions. As Will be discussed in further detail 
beloW, the questions displayed in the troubleshooting ques 
tions portion 310 may be provided in a sequence determined 
by the troubleshooting methodology 128 of the TT program 
126. The information GUI 300 may further include a close 
button 316 for closing the information GUI 300 and a ?nish 
button 318 for ending the troubleshooting session With the TT 
program 126. 

[0041] In response to the ansWer selected to the trouble 
shooting questions displayed in the troubleshooting ques 
tions portion 310, the TT program 126 may provide an infor 
mation and testing GUI 400 for displaying further 
information about the communication system 146 at issue as 
Well as results from tests performed on the communication 
system 146, as illustrated in FIGS. 4A-4B. In particular, the 
information and testing GUI 400 may include an information 
portion 402 for displaying information from the STAC 138 
regarding the customer and the communication system 146 
including, but not limited to, username and passWord infor 
mation, IP address information, email mailbox information, 
and results of speed and ping tests performed on the commu 
nication system 146, as shoWn in FIG. 4A. 
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[0042] A testing portion 412 may also be provided by the 
information and testing GUI 400 for displaying a selected 
process How provided by the repair system 140 and results of 
tests performed by the repair system on the communication 
system 146 at issue based on the selected process How, as 
illustrated in FIG. 4B. As shoWn in FIG. 4A, prior to receiving 
information in the testing portion 412, the information and 
testing GUI 400 may also include a close button 420 for 
closing the GUI and a ?nish button 422 for ending the trouble 
shooting session. According to various embodiments of the 
present invention, Whether information is provided by the 
STAC 138 and displayed in the information portion 402 of the 
information and testing GUI 400 or provided by the repair 
system 140 and displayed in the testing portion 412 may 
depend on responses to the troubleshooting questions and the 
troubleshooting methodology 128 of the TT program 126, as 
discussed in greater detail beloW. 

[0043] In an embodiment of the present invention, the 
information portion 402 may be associated With an Activate 
button 404, a Ping button 406, a Ping 1.2 button 408, and a 
Match PassWord button 410. When selected, the Activate 
button 404 may cause a request to retrieve data from the 
STAC 138 to be sent to the STAC folloWed by a request to 
perform a ping test on the communication system 146. The 
ping test may be performed by the TT program 126, another 
application associated With the server computer 110, or the 
systems 134-142 accessed by the TT program. The retrieved 
data and test results may be displayed in the information 
portion 402. Selection of the Ping button 406 and the Ping 1.2 
button 408 may send a request to perform a regular ping test 
and a heavy ping test, respectively, on the communication 
system 146. When received, the results of the tests may be 
displayed in the information portion 402. The Match Pass 
Word button 410, When selected, may issue a request to the 
STAC 138 to correct customer information provided by the 
STAC When the customer information indicates that an email 
passWord and a point to point passWord associated With the 
customer do not match. In an embodiment of the present 
invention, enablement of the Match PassWord button 410 for 
selection may depend on Whether information received from 
the STAC 138 indicates mismatched customer passWords. 

[0044] According to various embodiments of the present 
invention, the testing portion 412 of the information and 
testing GUI 400 may be associated With a Sync No Surf 
button 414, a Port Reset button 416, and a No Sync button 
418. When selected, the port reset button 416 may cause a 
request to be sent to the repair system 140 to reset one or more 
ports associated With the communication system 146 at issue 
to try and cure the communication system 146 problem. 
Results of the port reset may be displayed in the testing 
portion 412. The Sync No Surf button 414, When selected, 
may cause a request to be sent to the repair system 140 to 
provide a process How associated With a Sync No Surf prob 
lem. The Sync No Surf How may be displayed in the testing 
portion 412 and executed by the technician to initiate tests 
associated With a Sync No Surf problem to be performed on 
the communication system 146 by the repair system 140. 
Once completed, the results of the tests performed by the 
repair system 140 may also be displayed in the testing portion 
412. In an embodiment of the present invention, results of the 
tests associated With the Sync No Surf How may also be 
transmitted by the server computer 110 executing the TT 
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program 126 to the STM system 142 Which stores informa 
tion regarding all tests performed on a communication system 
146 for future referral. 

[0045] Similarly, the No Sync button 418, When selected, 
may cause a request to be sent to the repair system 140 to 
provide a process How associated With a No Sync problem. 
The No Sync How may be displayed in the testing portion 412 
and executed by the technician to initiate tests associated With 
a No Sync problem to be performed on the communication 
system 146 by the repair system 140. The results of the tests 
may be displayed in the testing portion 412. In an embodi 
ment of the present invention, results of the tests associated 
With the No Sync How may also be transmitted by the server 
computer 110 executing the TT program 126 to the STM 
system 142 Which stores information regarding all tests per 
formed on a communication system 146 for future referral. 
Tests associated With the Sync No Surf How and the No Sync 
How may include, but are not limited to, a ports status test 
Which takes a snapshot of the communication system 146 at 
issue to analyZe the health of the lines of the system; a pro 
visioning check audit Which checks Whether provisioning of 
all lines associated With the communication system 146 is 
complete, and a sync test Which drops the sync rate of lines 
associated With the communication system 146 to a loWest 
sync rate to try and gain sync. 
[0046] The results from the tests performed based on both 
the Sync No Surf How and the No Sync How are used by the 
technician to further determine a possible cause for the com 
munication system 146 problem. Moreover, once the results 
are displayed in the testing portion 412, a Do Not Call Digital 
Services Group (“DSG”) button 422 and a Contact DSG 
Button 424 may be provided by the information and testing 
GUI 400, as illustrated by FIG. 4B. Depending on the results 
of the tests, the technician may select the Do Not Call DSG 
button 422 to request a dispatch of a technician to assist in 
solving the communication system 146 problem or the Call 
DSG button 424 to contact a DSG to assist in solving the 
problem. Once either of these buttons 422, 424 is selected, the 
troubleshooting session may be closed. 
[0047] When a possible solution to the communication sys 
tem 146 problem has been determined, the TT program 126 
may provide a solutions GUI 500 including a solutions por 
tion 502 for displaying the solution to the problem and a 
summary portion 504 providing a synopsis of the tests per 
formed and corresponding results found as Well as any notes 
provided by the technician during the troubleshooting session 
With the TT program, as illustrated in FIG. 5. All or a portion 
of the synopsis from the summary portion 504 of the solutions 
GUI 500 may be provided to the TT home GUI 200 for 
display in the notes portion 206, illustrated in FIG. 2. The 
solutions GUI 500 may also include a feedback hyperlink 510 
Which, When selected, alloWs a technician to provide feed 
back information regarding pros and cons of the TT program 
126. Moreover, the solutions GUI 500 may include a close 
button 506 for closing the GUI and a ?nish button 508 for 
ending the troubleshooting session. 
[0048] Referring noW to FIG. 6, further details regarding 
the operation of the TT program 126 Will be described. In 
particular, FIG. 6 illustrates a routine 600 for troubleshooting, 
using the TT program 126, an issue experienced by a cus 
tomer of the communication system 146. The routine 600 
begins at operation 602, Where the TT program 126 receives 
a request to troubleshoot a problem With a communication 
system 146. As discussed above, When information is pro 
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vided in the identi?cation ?eld 202 of the TT home GUI 200 
displayed at the Workstation 106 and the troubleshoot issue 
button 204 is selected, a request is received by the TT program 
126 through the netWork 108 to troubleshoot a problem With 
the communication system 146 associated With the informa 
tion provided at the identi?cation ?eld. The routine 600 then 
proceeds to operation 604, Where the TT program 126, in 
response to receiving the troubleshoot request, may retrieve 
?rst information regarding the communication system 146 
associated With the information provided at the identi?cation 
?eld 202 and the customer of the system. In an embodiment of 
the present invention, the TT program 126 may retrieve the 
?rst information from one or more external systems and data 
bases through the netWork 108 or from the mass storage 
device 122 of the server computer 110. In an embodiment of 
the present invention, the ?rst information may include cus 
tomer account information associated With the communica 
tion system 146 from the MCDB 132; outage information 
associated With the communication system 146 from the 
SONS 134; and service request information associated With 
the communication system 146 from the SOEG 136 includ 
ing, but not limited to, status information concerning the 
service request, the type of service request associated With the 
system, and identi?cation information regarding a path over 
Which data is transported through the communication system 
146. It should be understood that the ?rst information may 
include any data about the communication system 146, the 
problem associated With the communication system 146, the 
customer of the communication system 146, or any combi 
nation thereof. 

[0049] From operation 604, the routine 600 proceeds to 
operation 606, Where the TT program 126 accesses the busi 
ness rules 130 and analyZes the ?rst information retrieved 
regarding the communication system 146 against the business 
rules to determine Whether to associate the ?rst information 
With a passing, failing, or Warning indication. In an embodi 
ment of the present invention, the business rules 130 dictate 
Which values of the ?rst information pass, fail, or require a 
Warning. For example, if the outage information retrieved 
from the SONS 134 indicates that no knoWn outage affecting 
the communication system 146 at issue is scheduled or that an 
outage affecting the communication system 146 has already 
been closed, then the business rules 130 may provide that the 
outage informationbe associated With a pass indication. If, on 
the other hand, the retrieved outage information indicates that 
an outage affecting the communication is open or occurring, 
then the business rules 130 may provide that the outage infor 
mation be associated With a fail indication. Moreover, if the 
outage information received from the SONS 134 is blank or 
empty, then the business rules 130 may provide that the out 
age information be associated With a Warning indication. 

[0050] The business rules 130 may also determine Whether 
troubleshooting of the problem should continue or be discon 
tinued based on the indications associated With the retrieved 
?rst information. According to various embodiments of the 
present invention, a passing or Warning indication may sug 
gest that a probable cause of the problem has not or has likely 
not been determined based on the retrieved ?rst information, 
and thus, troubleshooting of the problem should continue. A 
failing indication may suggest that a probable cause of the 
problem has been determined based on the retrieved ?rst 
information, and thus, troubleshooting of the problem should 
discontinue and a probable solution to the problem be pro 
vided. Moreover, the business rules 130 may provide an 
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exception to information associated With a failing indication 
such that even if certain portions of the retrieved ?rst infor 
mation are associated With a failing indication, troubleshoot 
ing of the communication system 146 problem should con 
tinue. For example, if a failing indication is associated With 
outage information from the SONS 134 regarding an email 
system or associated With account information from the 
MCDB 132, the business rules 130 may instruct the TT pro 
gram 126 to continue the problem troubleshooting even 
though the information is associated With a failing indication. 
It should be appreciated that the business rules 130 described 
herein are provided by Way of illustration only and should not 
be construed to limit the present invention. 

[0051] From operation 606, the routine 600 proceeds to 
operation 608, Where the TT program 126 determines 
Whether any of the retrieved ?rst information is associated 
With a failing indication. If so, then the routine 600 proceeds 
from operation 608 to operation 610, Where a probable cause 
and solution to the problem affecting the communication 
system 146 are provided in the solution portion 502 of the 
solutions GUI 500. The routine 600 then proceeds to opera 
tion 612, Where the troubleshooting session is terminated, and 
the routine 600 ends. If, back at operation 608, a determina 
tion is made that all of the retrieved ?rst information is asso 
ciated With a passing and/or Warning indication, then the 
routine 600 proceeds to operation 614. 
[0052] At operation 614, the TT program 126 may access 
the troubleshooting methodology 128 to determine What 
actions to take to assist in troubleshooting the communication 
system 146 problem. According to exemplary embodiments, 
the troubleshooting methodology 128 is a process How 
schema Which provides a systematic approach for identifying 
probable causes of problems affecting a communication sys 
tem, such as the communication system 146, and probable 
solutions to the problems. In an embodiment of the present 
invention, the troubleshooting methodology 128 may provide 
a How of actions to be taken by the TT program 126 to identify 
and resolve a communication system 146 problem. In par 
ticular, the troubleshooting methodology 128 may provide 
questions to be ansWered by the customer and the technician 
about the communication system 146 and the problem affect 
ing the communication system 146, instructions regarding 
types of information to be retrieved about the communication 
system 146, and instructions regarding tests to be performed 
on the system to determine and solve the system problem as 
Well as the order in Which the questions should be asked, the 
information should be retrieved, and the tests should be per 
formed. The actions and sequence associated With perform 
ing the actions provided by the troubleshooting methodology 
128 may depend on the type of communication system 146 
associated With the problem. Moreover, the sequence of ques 
tions and actions provided by the troubleshooting methodol 
ogy 128 may also be dictated by ansWers provided to each of 
the questions. The troubleshooting methodology 128 used by 
the TT program 126 may be updated and revised to provide a 
more e?icient approach to determining a probable cause of a 
problem and a probable solution. Further functions capable of 
being provided by the troubleshooting methodology 128 are 
described in US. Ser. No. 11/239,524, entitled “Processes for 
Assisting in Troubleshooting” ?led on Sep. 29, 2005, and 
Which is expressly incorporated herein by reference in its 
entirety. 
[0053] From operation 614, the routine 600 proceeds to 
operation 616 Where a probable cause of the problem and a 
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probable solution to the problem are determined based on the 
information about the problem received through the trouble 
shooting actions provided by the troubleshooting methodol 
ogy 128 and performed by the TT program 126. In an embodi 
ment of the present invention, the probable cause and/or 
probable solution may be associated With a hyperlink Which, 
When selected, may provide further information about the 
cause and solution from the OSS articles database 144 The 
routine 600 then proceeds to operation 618, Where a determi 
nation is made Whether the solution can be implemented by 
the TT program 126. For example, if the probable solution to 
the problem includes resetting one or more ports associated 
With the communication system 146 at issue, the TT program 
may contact the repair system 140 With a request to reset the 
one or more ports of the system. If a determination is made 
that the probable solution cannot be implemented by the TT 
program 126, such as Where the solution includes dispatch of 
a technician, then the routine 600 proceeds from operation 
618 to operation 612, Where the troubleshooting session is 
terminated and the routine 600 ends. 

[0054] If, back at operation 618, a determination is made 
that the solution can be implemented by the TT program 126, 
then the routine 600 proceeds to operation 620, Where the TT 
program 126 may send a request to the repair system 140 to 
implement the determined solution. The routine 600 then 
proceeds to operation 622, Where a determination is made 
Whether the implemented solution solved the problem affect 
ing the communication system 146. If a determination is 
made that the implemented solution did not solve the prob 
lem, then the routine 600 proceeds back to operation 614, 
Where the TT program 126 receives further information about 
the problem through inquiries, tests, and retrieved informa 
tion based on the troubleshooting methodology 128. 

[0055] If a determination is made that the implemented 
solution did solve the problem, then the routine 600 proceeds 
from operation 622 to operation 624, Where a determination is 
made Whether the customer is having any further problems 
With the communication system 146. If the customer is hav 
ing further problems, then the routine 600 proceeds back to 
operation 614, Where the TT program 126 receives informa 
tion about the problem through inquiries, tests, and retrieved 
information based on the troubleshooting methodology 128. 
If the customer is not having any further problems, then the 
routine 600 proceeds to operation 612, Where the trouble 
shooting session is terminated, and the routine 600 ends. 
[0056] Turning noW to FIGS. 7A-7C, an illustrative 
troubleshooting methodology 128 according to embodiments 
of the present invention Will be described. In particular, FIGS. 
7A-7C illustrates a routine 700 provided by the troubleshoot 
ing methodology 128 to be used by the TT program 126 When 
troubleshooting a communication system 146 problem. It 
should be understood that the troubleshooting methodology 
128 utiliZed by the TT program 126 and described herein is 
provided by Way of illustration only and should not be con 
strued to limit the present invention. 

[0057] As discussed above, once the TT program 126 deter 
mines that retrieved ?rst information regarding a communi 
cation system 146 associated With a reported problem and a 
customer of the system indicates that troubleshooting of the 
problem may continue, the TT program may access the 
troubleshooting methodology 128 to determine What actions 
to take to identify and solve the problem. In an embodiment of 
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the present invention, actions taken to retrieve and analyze the 
?rst information may also be provided by the troubleshooting 
methodology 128. 
[0058] The routine 700 begins at operation 702, Where the 
troubleshooting methodology 128 instructs the TT program 
126 to display a troubleshooting question “Can customer 
connect to the internet With other applications?”. Once an 
ansWer to the question is received, the TT program 126 
accesses the troubleshooting methodology 128 to determine 
hoW to proceed. From operation 702, the routine 700 pro 
ceeds to operation 704, Where a determination is made 
Whether the received ansWer to the question is yes. If the 
received ansWer is yes, then the routine 700 proceeds to 
operation 706, Where the troubleshooting methodology 128 
instructs the TT program 126 to display the question “Is this 
an email issue?”. 

[0059] When an ansWer to the question is received, the TT 
program accesses the troubleshooting methodology 128 to 
determine hoW to proceed. From operation 706, the routine 
700 proceeds to operation 708, Where a determination is made 
Whether the received ansWer to the question is yes. If the 
received ansWer is yes, then the routine 700 proceeds to 
operation 710, Where the troubleshooting methodology 128 
instructs the TT program 126 to provide a solution to the 
problem and contact the STAC 138. From operation 710, the 
routine 700 proceeds to operation 712, Where the trouble 
shooting methodology 128 further instructs the TT program 
126 to send notes summarizing the troubleshooting session to 
the solutions GUI 500 and to close the session. 

[0060] If, back at operation 708, the received ansWer to the 
question “Is this an email issue” is no, then the routine 700 
proceeds to operation 714, Where the troubleshooting meth 
odology 128 instructs the TT program 126 to display the 
troubleshooting question “Is this a broWser issue?”. When an 
ansWer to the question is received, the TT program accesses 
the troubleshooting methodology 128 to determine hoW to 
proceed. From operation 714, the routine 700 proceeds to 
operation 716, Where a determination is made Whether the 
received ansWer to the question is yes. If the received ansWer 
is yes, then the routine 700 proceeds to operation 718, Where 
the troubleshooting methodology 128 instructs the TT pro 
gram 126 to provide a solution to the problem. The routine 
700 then proceeds to operation 712, Where the troubleshoot 
ing methodology 128 further instructs the TT program 126 to 
send notes summarizing the troubleshooting session to the 
solutions GI 500 and to close the session. 

[0061] If, back at operation 716, the received ansWer to the 
question “Is this a broWser issue?” is no, then the routine 700 
proceeds to operation 720, Where the troubleshooting meth 
odology 128 instructs the TT program 126 to display the 
troubleshooting question “Is this an intermittent surf issue?”. 
When an ansWer to the question is received, the TT program 
126 accesses the troubleshooting methodology 128 to deter 
mine hoW to proceed. From operation 720, the routine 700 
proceeds to operation 722, Where a determination is made 
Whether the received ansWer to the question is yes. If the 
received ansWer is yes, then the routine 700 proceeds to 
operation 724, Where the troubleshooting methodology 128 
instructs the TT program 126 to send a request to the repair 
system 140 to perform an eRepair intermittent surf trouble 
How on the communication system 146 at issue to further 
identify and resolve the problem associated With the system. 
From operation 724, the routine 700 proceeds to operation 
712, Where the troubleshooting methodology 128 further 
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instructs the TT program 126 to send notes summarizing the 
troubleshooting session to the solutions GUI 500 and to close 
the session. 

[0062] If, back at operation 722, the received ansWer to the 
question “Is this an intermittent surf issue?” is no, then the 
routine 700 proceeds to operation 726, Where the trouble 
shooting methodology 128 instructs the TT program 126 to 
send a request to the repair system 140 to perform an inter 
mittent sync trouble How on the communication system 146 
at issue to further identify and resolve the problem associated 
With the system. From operation 726, the routine 700 pro 
ceeds to operation 712, Where the troubleshooting methodol 
ogy 128 further instructs the TT program 126 to send notes 
summarizing the troubleshooting session to the solutions 
GUI 500 and to close the session. 

[0063] If, back at operation 704, a determination is made 
that the ansWer to the question “Can customer connect to the 
internet With other applications?” is no, then the routine 700 
proceeds to operation 728, Where the troubleshooting meth 
odology 128 instructs the TT program 126 to select a modem 
of the communication system 146. Once the modem is 
selected, the TT program 126 accesses the troubleshooting 
methodology 128 Which, at operation 730, further instructs 
the TT program to display the troubleshooting question “Is 
modem in sync?”. 
[0064] When an ansWer to the question is received, the TT 
program 126 accesses the troubleshooting methodology 128 
to determine hoW to proceed. From operation 730, the routine 
700 proceeds to operation 732, Where a determination is made 
Whether the received ansWer to the question is yes. If the 
received ansWer is yes, then the routine 700 proceeds to 
operation 736, Where the troubleshooting methodology 128 
instructs the TT program 126 to display the question “Does 
customer have a valid IP address?”. When an ansWer to the 

question is received, the TT program 126 accesses the 
troubleshooting methodology 128 to determine hoW to pro 
ceed. From operation 736, the routine 700 proceeds to opera 
tion 738, Where a determination is made Whether the received 
ansWer to the question is yes. If the received ansWer is no, then 
the routine 700 proceeds to operation 740, Where the trouble 
shooting methodology 128 instructs the TT program 126 to 
provide a solution to the problem. The routine 700 then pro 
ceeds to operation 742, Where the troubleshooting methodol 
ogy 128 further instructs the TT program 126 to send notes 
summarizing the troubleshooting session to the solutions 
GUI 500 and to close the session. 

[0065] If, back at operation 738, a determination is made 
that the ansWer to the question “Does customer have a valid IP 
address?” is yes, then the routine 700 proceeds to operation 
744, Where the troubleshooting methodology 128 instructs 
the TT program 126 to display the troubleshooting question 
“Can customer ping/ surf into modem?”. When an ansWer to 
the question is received, the TT program 126 accesses the 
troubleshooting methodology 128 to determine hoW to pro 
ceed. From operation 744, the routine 700 proceeds to opera 
tion 746, Where a determination is made Whether the received 
ansWer to the question is yes. If the received ansWer is no, then 
the routine 700 proceeds to operation 740, Where the trouble 
shooting methodology 128 instructs the TT program 126 to 
provide a solution to the problem. The routine 700 then pro 
ceeds to operation 742, Where the troubleshooting methodol 
ogy 128 further instructs the TT program 126 to send notes 
summarizing the troubleshooting session to the solutions 
GUI 500 and to close the session. 
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[0066] If, back at operation 746, a determination is made 
that the ansWer to the question “Can customer ping/ surf into 
modem?” is yes, then the routine 700 proceeds to operation 
748, Where the troubleshooting methodology 128 instructs 
the TT program 126 to contact the STAC 138 and enable the 
Sync No Surf button 414 and the Port Reset button 416 on the 
information and testing GUI 400. At operation 750, a deter 
mination is made Whether the Sync No Surf button 414 Was 
selected. If so, then the routine 700 proceeds to operation 756, 
Where the troubleshooting methodology 128 instructs the TT 
program 126 to send a request to the repair system 140 to 
perform a Sync No Surf trouble How on the communication 
system 146 at issue to further identify and resolve the problem 
associated With the system. From operation 756, the routine 
700 proceeds to operation 742, Where the troubleshooting 
methodology 128 further instructs the TT program 126 to 
send notes summarizing the troubleshooting session to the 
solutions GI 500 and to close the session. 

[0067] If, back at operation 750, a determination is made 
that the Port Reset button 416 Was selected, then the routine 
700 proceeds to operation 752, Where the troubleshooting 
methodology 128 instructs the TT program 126 to send a 
request to the repair system 140 to reset one or more ports 
associated With the communication system 146 at issue. From 
operation 752, the routine 700 proceeds to operation 754, 
Where a determination is made Whether resetting the one or 
more ports cleared the problem With the communication sys 
tem 146. If a determination is made that the port resetting did 
not clear the problem, then the routine 700 proceeds to opera 
tion 756, Where the troubleshooting methodology 128 
instructs the TT program 126 to send a request to the repair 
system 140 to perform a Sync No Surf trouble How on the 
communication system 146 at issue to further identify and 
resolve the problem associated With the system. From opera 
tion 756, the routine 700 proceeds to operation 742, Where the 
troubleshooting methodology 128 further instructs the TT 
program 126 to send notes summarizing the troubleshooting 
session to the solutions GUI 500 and to close the session. If, 
back at operation 754, a determination is made that the port 
resetting did clear the problem, then the routine 700 proceeds 
to operation 742, Where the troubleshooting methodology 
128 instructs the TT program 126 to send notes summarizing 
the troubleshooting session to the solutions GUI 500 and to 
close the session. 

[0068] If, back at operation 732, a determination is made 
that the ansWer to the question “Is modem in sync?” is no, 
then the routine 700 proceeds to operation 734, Where the 
troubleshooting methodology 128 instructs the TT program 
126 to display a solution and enable the No Sync button 418 
and the Port Reset button 416 on the information and testing 
GUI 400. From operation 732, the routine 700 proceeds to 
operation 758, Where a determination is made Whether the No 
Sync button 418 Was selected. If so, then the routine 700 
proceeds to operation 764, Where the troubleshooting meth 
odology 128 instructs the TT program 126 to send a request to 
the repair system 140 to perform a No Sync trouble How on 
the communication system 146 at issue to further identify and 
resolve the problem associated With the system. From opera 
tion 764, the routine 700 proceeds to operation 766, Where the 
troubleshooting methodology 128 further instructs the TT 
program 126 to send notes summarizing the troubleshooting 
session to the solutions GUI 500 and to close the session. 

[0069] If, back at operation 758, a determination is made 
that the Port Reset button 416 Was selected, then the routine 
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700 proceeds to operation 760, Where the troubleshooting 
methodology 128 instructs the TT program 126 to send a 
request to the repair system 140 to reset one or more ports 
associated With the communication system 146 at issue. From 
operation 760, the routine 700 proceeds to operation 762, 
Where a determination is made Whether resetting the one or 
more ports cleared the problem With the communication sys 
tem 146. If a determination is made that the port resetting did 
not clear the problem, then the routine 700 proceeds to opera 
tion 764, Where the troubleshooting methodology 128 
instructs the TT program 126 to send a request to the repair 
system 140 to perform a No Sync trouble How on the com 
munication system 146 at issue to further identify and resolve 
the problem associated With the system. From operation 764, 
the routine 700 proceeds to operation 766, Where the trouble 
shooting methodology 128 further instructs the TT program 
126 to send notes summarizing the troubleshooting session to 
the solutions GUI 500 and to close the session. If, back at 
operation 762, a determination is made that the port resetting 
did clear the problem, then the routine 700 proceeds to opera 
tion 766, Where the troubleshooting methodology 128 
instructs the TT program 126 to send notes summarizing the 
troubleshooting session to the solutions GUI 500 and to close 
the session. 
[0070] It Will be appreciated that embodiments of the 
present invention provide methods, systems, apparatus, and 
computer-readable media for troubleshooting a problem 
associated With a communication system. Although the 
invention has been described in language speci?c to computer 
structural features, methodological acts, and by computer 
readable media, it is to be understood that the invention 
de?ned in the appended claims is not necessarily limited to 
the speci?c structures, acts, or media described. Therefore, 
the speci?c structural features, acts, and mediums are dis 
closed as exemplary embodiments implementing the claimed 
invention. 
[0071] The various embodiments described above are pro 
vided by Way of illustration only and should not be construed 
to limit the invention. Those skilled in the art Will readily 
recognize various modi?cations and changes that may be 
made to the present invention Without folloWing the example 
embodiments and applications illustrated and described 
herein, and Without departing from the true spirit and scope of 
the present invention, Which is set forth in the folloWing 
claims. 

What is claimed is: 
1. A method for assisting in troubleshooting a problem 

associated With a communication system, the method com 
prising: 

retrieving ?rst information regarding the communication 
system; 

determining Whether the ?rst information indicates a prob 
able cause of the problem associated With the commu 
nication system; 

if the ?rst information indicates a probable cause of the 
problem, then providing a probable solution to the prob 
lem based on the probable cause; and 

if the ?rst information does not indicate a probable cause of 
the problem, then: 
receiving information regarding the problem, and 
based on the received information regarding the prob 

lem, 
identifying a probable cause of the problem and a prob 

able solution to the problem. 






