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(57) ABSTRACT 

A trouble ticket handling system is provided. The system 
typically includes a login logic, a monitoring device, and a 
user interface logic. The login logic typically operates to log 
a user into several trouble ticket systems. The monitoring 
device typically polls the trouble ticket systems for open 
trouble tickets. The user interface logic enables the user to 

(21) App1_ NO; 12/111,805 automatically load a proper trouble ticket from any of the 
open trouble tickets in the trouble ticket systems. Methods 

(22) Filed; Apr. 29, 2008 and other systems are also provided. 
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TROUBLE TICKET ASSIGNMENT 

CROSS-REFERENCE TO RELATED 
APPLICATION 

[0001] This application is a continuation of copending US. 
utility application entitled, “Trouble Ticket Assignment,” 
having Ser. No. 10/734,681, ?led Dec. 12, 2003, which is 
entirely incorporated herein by reference. 

TECHNICAL FIELD 

[0002] The present disclosure is generally related to tele 
communications and more particularly to handling trouble 
tickets for telecommunications companies. 

DESCRIPTION OF THE RELATED ART 

[0003] Telecommunications companies (telcos) are typi 
cally run under tight regulation by federal and state agencies. 
These regulations affect many details of the telecommunica 
tions business, from inventory to customer service. Typically 
the regulations relate to taxes, competition, repairs, etc. and 
are punishable by ?nes and other penalties. 
[0004] One area of regulation in customer service relates to 
trouble ticket handling. Trouble tickets typically occur when 
a customer calls in to a business repair center (BRC) and 
places a service request. In particular the federal communi 
cation commission and state public service commissions 
typically require these trouble tickets to be closed within a 
certain period of time. Typically, the agencies require a telco 
to report the resolution of these trouble tickets as an average 
period of pendency for open trouble tickets. This average is 
typically calculated monthly, and ?nes can be levied by fed 
eral and state agencies when the average pendency of trouble 
tickets exceeds a certain threshold. The thresholds and ?nes 
are typically set by each state’s public service commission. 
[0005] Traditionally, in the telco industry the BRC enters 
the trouble ticket into a Work Force Administration/Control 
(WFA/C) program. WFA/C is a trouble ticket logging and 
tracking program from Telcordia Technologies, Inc. of Pis 
cataway, N]. The BRC then performs a handoff to a Work 
Force Admini stration/ Dispatch In or Dispatch Out (WFA/ DI 
or WFA/DO) program (both also from Telcordia Technolo 
gies, Inc. of Piscataway, N.J.), depending on the type of 
problem the customer is reporting, and according to a job aid 
methods and procedures document. The WFA/ DI program is 
typically used for internal trouble tickets, while the WFA/DO 
system is used for outside plant trouble tickets. Moreover, the 
WFA/DI system is broken down into regions. Each central 
o?ice (CO) then retrieves trouble tickets from the WFA/DI 
system that serves the CO area. However, there are also cen 
ters, such as a Network Infrastructure Service Center (N ISC), 
which are required to serve each of several regions. The NI SC 
in particular is typically required to search each of the 
regional systems for information related to the NISC and 
choose the appropriate trouble ticket. This process can be 
time consuming and ine?icient. Therefore, there is a need for 
systems and method that address these and/ or other perceived 
shortcomings of the prior art. 

SUMMARY OF THE DISCLOSURE 

[0006] One preferred embodiment, among others, of the 
present disclosure provides for a trouble ticket handling sys 
tem. A representative system, among others, includes a login 
logic which can log a user into several trouble ticket systems. 
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A representative system, among others, also includes a moni 
toring device to poll the trouble ticket systems for open 
trouble tickets, and a user interface logic to enable the user to 
automatically load a proper trouble ticket from any of the 
open trouble tickets on the trouble ticket systems. 
[0007] Another preferred embodiment of the present dis 
closure provides methods for assigning trouble tickets. A 
representative method, among others, can include the follow 
ing steps: periodically polling trouble ticket systems for a 
trouble ticket associated with a support center; sorting the 
trouble ticket with any previously received trouble tickets; 
storing the sorted trouble tickets in a memory device; receiv 
ing a request for a trouble ticket from a technician at the 
support center; and, providing the technician with a proper 
trouble ticket from the sorted trouble tickets. 
[0008] Another preferred embodiment of the present dis 
closure provides a program for assigning a trouble ticket to a 
responsible technician. A representative program, among 
others, can perform the following steps: periodically polling 
trouble ticket systems for a trouble ticket associated with a 
support center; sorting the trouble ticket with previously 
received trouble tickets according to a tracking key and time 
stamp included with each of the trouble tickets; storing the 
sorted trouble tickets in a memory device; receiving a request 
for a trouble ticket from a technician at the support center; 
and, assigning the technician to a proper trouble ticket from 
the sorted trouble tickets. 
[0009] Other systems, methods, and/or computer programs 
products according to embodiments will be or become appar 
ent to one with skill in the art upon review of the following 
drawings and detailed description. It is intended that all such 
additional system, methods, and/ or computer program prod 
ucts be included within this description, be within the scope 
of the present disclosure, and be protected by the accompa 
nying claims. 

BRIEF DESCRIPTION OF THE DRAWINGS 

[0010] The disclosure can be better understood with refer 
ence to the following drawings. The components in the draw 
ings are not necessarily to scale, emphasis instead being 
placed upon clearly illustrating the principles of the present 
disclosure. Moreover, in the drawings, like reference numer 
als designate corresponding parts throughout the several 
views. 
[0011] FIG. 1A is a block diagram illustrating an embodi 
ment, among others, of a system used for receiving and enter 
ing trouble tickets. 
[0012] FIG. 1B is a block diagram illustrating an embodi 
ment, among others, of a system for retrieving trouble tickets 
from the system shown in FIG. 1A. 
[0013] FIG. 1C is a block diagram illustrating an embodi 
ment, among others, of a system detailing retrieval of trouble 
tickets by the NISC shown in FIG. 1B. 
[0014] FIG. 2 is a block diagram illustrating the architec 
ture of a computer in which an embodiment, among others, of 
the present disclosure is included. 
[0015] FIG. 3 is a ?owchart illustrating the operation of the 
BRC shown in FIG. 1A. 
[0016] FIG. 4 is a ?owchart illustrating the operation of the 
WFA/DI system shown in FIG. 1B. 
[0017] FIG. 5 is a ?owchart illustrating the operation of an 
embodiment, among others, of a trouble ticket handling sys 
tem used by the NISC of FIG. 1C. 
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[0018] FIG. 6 is a ?owchart illustrating the operation of an 
embodiment, among others, of an algorithm for determining 
the proper trouble ticket to load in FIG. 5. 

DETAILED DESCRIPTION OF THE PREFERRED 
EMBODIMENTS 

[0019] The disclosure noW Will be described more fully 
With reference to the accompanying draWings. The disclosure 
may, hoWever, be embodied in many different forms and 
should not be construed as limited to the embodiments set 
forth herein; rather, these embodiments are intended to con 
vey the scope of the disclosure to those skilled in the art. 
Furthermore, all “examples” given herein are intended to be 
non-limiting. 
[0020] Referring to FIG. 1, shoWn is an embodiment, 
among others, of a system for receiving trouble tickets from a 
customer. ShoWn in the system are the customer premises 
100, a business repair center 102, and a data center 104. At the 
customer premises 100 a customer computer 106 is typically 
connected to a server, router, sWitch, etc. 110, Which carries 
data traf?c to a designated location. One skilled in the art 
should recogniZe that in the event of a regulated carrier (or an 
ISP using regulated lines), a line is typically connected to a 
CO, and is then sWitched through a packet netWork to an ISP 
or another data connection. The ISP or other data connection 
is a division of the regulated carrier in some embodiments, 
among others. Moreover, one skilled in the art should recog 
niZe that, in some implementations, the customer premises is 
connected to a far end data connection (FEDC) 108 through a 
digital access and cross-connect systems (DACS). The cus 
tomer computer 106 typically accesses content from any 
server that is coupled to the FEDC 108. Sometimes, hoWever, 
the customer computer 106 is unable to retrieve content from 
the FEDC 108 because of problems With a connection, or 
problems Within the FEDC 108. In these instances the cus 
tomer Will typically use a telephone 112 to call his or her data 
service provider. 
[0021] In an embodiment, among others, of the present 
disclosure, customer service request calls get routed to a 
business repair center 102. The business repair center 102 is 
typically staffed by a number of operators (not shoWn). Each 
of the operators is trained and have methods and procedures 
for handling customer service request calls. Typically the 
calls fall into one or more categories, including, among oth 
ers, physical problems, logical problems, and customer pre 
mises problems. Physical problems usually result from prob 
lems With the data provider’s lines or equipment 110 used for 
the customer’s connection to the FEDC 108. Logical prob 
lems usually involve those problems at the data provider’s 
equipment 110 that have to do With softWare and con?gura 
tion rather than device problems. Customer premises prob 
lems typically are related to problems With the equipment that 
the customer is using to access the FEDC 110. 
[0022] All of these problems are logged by the operators 
into a Work Force Admini stration/ Control (WFA/ C) database 
1 14 at a data center 1 04. Interaction With the WFA/ C database 
114 is typically done through a mainframe IBM 3270 emu 
lation interface (not shoWn) Which alloWs the operators to 
enter a number of details about a problem the customer is 
experiencing. These details are typically collected according 
to the methods and procedures (or job aid) manuals distrib 
uted to each of the operators. 
[0023] Upon completion of entering the trouble ticket into 
the WFA/C 114 database, the operator makes a decision, in 
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accordance With the methods and procedures manual, to per 
form a handoff to a Work Force Administration/ Dispatch In 
(WFA/DI) database 116a-g or a Work Force Administration/ 
Dispatch Out (WFA/DO) database 118. The WFA/DI data 
base 116a-g is typically used for physical and logical prob 
lems experienced by the customer, While the WFA/DO 
system is typically used for outside facilities or customer 
premises problems. As mentioned above, the operator can 
handoff the problem to more than one database (WFA/DI 
116a-g or WFA/DO 118) based upon the problem the cus 
tomer is experiencing. 
[0024] The operator also typically determines the location 
that should handle the trouble ticket. This is typically done by 
pulling a record of the locations through Which a particular 
customer receives service. Each location is typically identi 
?ed using a common language location identi?er (CLLI) 
code. Typically the methods and procedures manual also 
identi?es the speci?c location to Which the trouble ticket 
should be sent. These methods and procedures often instruct 
the operator to send the ticket to the facilities responsible for 
the physical level prior to sending it to a facility responsible 
for the logical level. The facilities responsible for the physical 
level are typically the central o?ice and/ or outside forces. The 
central of?ce or outside forces check the equipment associ 
ated With the customer having problems and determine 
Whether any physical problems exist With regard to the net 
Work, such as for example, sWitch alarms, disconnected 
cables, etc. The facility typically responsible for logical prob 
lems in the netWork is a called the netWork infrastructure 
support center (NISC). 
[0025] Referring noW to FIG. 1B, shoWn is the connection 
betWeen the WFA/DI 116a-g and the NISC 120 and a plural 
ity of central of?ce groups 122a-g. It should be recognized 
that multiple central of?ces typically connect to each of the 
WFA/ DI 116a-g. For example, central of?ces 122a typically 
include each of the central of?ces assigned to a particular 
region, and WFA/DI 116a Will include a database assigned to 
process trouble tickets for that particular region. 
[0026] In contrast, a NISC 120 is typically assigned to 
handle trouble tickets regardless of region. Thus, the NISC 
120 Will receive trouble tickets from each of the plurality of 
WFA/DI databases 116a-g. Referring noW to FIG. 1C, shoWn 
is a more detailed vieW of the NISC 120. The NISC 120 
typically includes a netWork interface 122 such as a router, a 
number of terminals 124a-c (typically computers), and a 
number of technicians 126a-c. In the past, technicians 126a-c 
Working at the NISC 120 have had to retrieve trouble tickets 
from the WFA/DI databases 116a-g by logging into each of 
the databases 116a-g With their usemame(s) andpassWord(s), 
and then choosing a trouble ticket to Work. Typically, a meth 
ods and procedures guide instructs the technicians 216a-c to 
Work oldest maintenance tickets ?rst, and then oldest instal 
lation tickets if there are no open maintenance tickets. HoW 
ever, vieWing any of the databases 116a-g typically requires 
opening up a separate WindoW for the IBM 3270 terminal 
emulation and logging on to the system. Because multiple 
WindoWs are used, the technicians 126a-c sometimes become 
focused on the active WindoW (database) at the expense of the 
other WindoWs (databases). Thus, trouble tickets that may 
come ?rst in priority sometimes go unnoticed. Further, When 
technicians do cycle through the terminal emulation WindoW 
representations to determine the proper trouble ticket to 
Which the technician should load, the technician can make 
mistakes. Moreover, the process of cycling through the ter 
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minal emulation WindoW representations itself can be ine?i 
cient and wasteful. The technicians sometimes also attempt to 
avoid a trouble ticket because the ticket appears to be com 
plicated. 
[0027] Referring noW to FIG. 2, shoWn is block diagram of 
a technician’s computer 124 including an embodiment, 
among others, of the present disclosure. Generally, in terms of 
hardWare architecture, as shoWn in FIG. 2, the computer 124 
includes a processor 200, memory 210, and one or more input 
and/ or output (I/ O) devices 220 (or peripherals) that are com 
municatively coupled via a local interface 230. The local 
interface 230 can be, for example but not limited to, one or 
more buses or other Wired or Wireless connections, as is 
knoWn in the art. The local interface 230 may have additional 
elements, Which are omitted for simplicity, such as control 
lers, buffers (caches), drivers, repeaters, and receivers, to 
enable communications. Further, the local interface may 
include address, control, and/or data connections to enable 
appropriate communications among the aforementioned 
components. 
[0028] The processor 200 is a hardWare device for execut 
ing softWare, particularly that stored in memory 210. The 
processor 200 can be any custom made or commercially 
available processor, a central processing unit (CPU), an aux 
iliary processor among several processors associated With the 
host computer 124, a semiconductor based microprocessor 
(in the form of a microchip or chip set), a macroprocessor, or 
generally any device for executing softWare instructions. 
[0029] The memory 210 includes any one or combination 
of volatile memory elements (e.g., random access memory 
(RAM, such as DRAM, SRAM, SDRAM, etc.)) and nonvola 
tile memory elements (e.g., ROM, hard drive, tape, CDROM, 
etc.). Moreover, the memory 210 may incorporate electronic, 
magnetic, optical, and/or other types of storage media. Note 
that the memory 210 has a distributed architecture, in some 
implementations, Where various components are situated 
remote from one another, but can be accessed by the proces 
sor 200. 

[0030] The softWare in memory 210 includes one or more 
separate programs 240, 250, each of Which comprises an 
ordered listing of executable instructions for implementing 
logical functions. In the example of FIG. 2, the softWare in the 
memory 210 includes a trouble ticket assignment system 250 
and a suitable operating system (O/S) 240. A nonexhaustive 
list of examples of suitable commercially available operating 
systems 240 is as folloWs: (a) a WindoWs operating system 
available from Microsoft Corporation; (b) a NetWare operat 
ing system available from Novell, Inc.; (c) a Macintosh oper 
ating system available from Apple Computer, Inc.; (e) a 
UNIX operating system, Which is available for purchase from 
many vendors, such as the HeWlett-Packard Company, Sun 
Microsystems, Inc., and AT&T Corporation; (d) a LINUX 
operating system, Which is freeWare that is readily available 
on the Internet; or (e) an appliance-based operating system, 
such as that implemented in handheld computers or personal 
data assistants (PDAs) (e.g., PalmOS available from Palm 
Computing, Inc., and WindoWs CE available from Microsoft 
Corporation). The operating system 240 essentially controls 
the execution of other computer programs, such as the trouble 
ticket assignment system 250, and provides scheduling, 
input-output control, ?le and data management, memory 
management, and communication control and related ser 
vices. 
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[0031] The trouble ticket assignment system 250 include, 
in various embodiments, source programs, executable pro 
gram (object code), script, or any other entity comprising a set 
of instructions to be performed. When a source program, then 
the program needs to be translated via a compiler, assembler, 
interpreter, or the like, Which may or may not be included 
Within the memory 210, so as to operate properly in connec 
tion With the O/ S 240. Furthermore, the trouble ticket assign 
ment system 250 is preferably Written as (a) an object oriented 
programming language, Which has classes of data and meth 
ods, or (b) a procedure programming language, Which has 
routines, subroutines, and/or functions, for example but not 
limited to, C, C++, Pascal, Basic, Fortran, Cobol, Perl, Java, 
and Ada. 

[0032] The I/O devices 220 preferably include input 
devices, for example but not limited to, a keyboard, mouse, 
scanner, microphone, etc. Furthermore, the I/O devices 220 
preferably include output devices, for example but not limited 
to, a printer, display, etc. Finally, the I/O devices 220 further 
preferably include devices that communicate both inputs and 
outputs, for instance but not limited to, a modulator/demodu 
lator (modem; for accessing another device, system, or net 
Work), a radio frequency (RF) or other transceiver, a tele 
phonic interface, a bridge, a router, etc. 
[0033] If the computer 124 is a PC, Workstation, or the like, 
the softWare in the memory 210 may further include a basic 
input output system (BIOS) (omitted for simplicity). The 
BIOS is a set of essential softWare routines that initialiZe and 
test hardWare at startup, start the O/ S 240, and support the 
transfer of data among the hardWare devices. The BIOS is 
stored in ROM so that the BIOS can be executed When the 
computer 124 is activated. 
[0034] When the computer 124 is in operation, the proces 
sor 200 is con?gured to execute softWare stored Within the 
memory 210, to communicate data to and from the memory 
210, and to generally control operations of the computer 124 
pursuant to the softWare. The trouble ticket assignment sys 
tem 250 and the O/ S 240, in Whole or in part, but typically the 
latter, are read by the processor 200, perhaps buffered Within 
the processor 200, and then executed. 
[0035] When the trouble ticket assignment system 250 is 
implemented in softWare, as is shoWn in FIG. 2, it should be 
noted that the trouble ticket assignment systems 250 can be 
stored on any computer readable medium for use by or in 
connection With any computer related system or method. 
Moreover, the trouble ticket assignment system 250 can inter 
act With a storage device 260 to store and retrieve information 
used in conjunction With the system 250. In the context of this 
document, a computer readable medium is an electronic, 
magnetic, optical, or other physical device or means that can 
contain or store a computer program for use by or in connec 
tion With a computer related system or method. The trouble 
ticket assignment system 250 can be embodied in any com 
puter-readable medium for use by or in connection With an 
instruction execution system, apparatus, or device, such as a 
computer-based system, processor-containing system, or 
other system that can fetch the instructions from the instruc 
tion execution system, apparatus, or device and execute the 
instructions. In the context of this document, a “computer 
readable medium” can be any means that can store, commu 

nicate, propagate, or transport the program for use by or in 
connection With the instruction execution system, apparatus, 
or device. The computer readable medium can be, for 
example but not limited to, an electronic, magnetic, optical, 
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electromagnetic, infrared, or semiconductor system, appara 
tus, device, or propagation medium. More speci?c examples 
(a nonexhaustive list) of the computer-readable medium 
Would include the following: an electrical connection (elec 
tronic) having one or more Wires, a portable computer dis 
kette (magnetic), a random access memory (RAM) (elec 
tronic), a read-only memory (ROM) (electronic), an erasable 
programmable read-only memory (EPROM, EEPROM, or 
Flash memory) (electronic), an optical ?ber (optical), and a 
portable compact disc read-only memory (CDROM) (opti 
cal). Note that the computer-readable medium could even be 
paper or another suitable medium upon Which the program is 
printed, as the program can be electronically captured, via for 
instance optical scanning of the paper or other medium, then 
compiled, interpreted or otherWise processed in a suitable 
manner if necessary, and then stored in a computer memory. 

[0036] In one embodiment, among others, of the present 
disclosure, the trouble ticket assignment system 250 Will be 
operable to log a technician into the plurality of trouble ticket 
systems 116a-g by saving his or her username and passWord 
in local storage 260. The trouble ticket assignment system 
250 can also poll the plurality ofWFA/DI databases 116a-g to 
determine if any open trouble tickets exist for the NISC 120. 
As one skilled in the art should recogniZe, the polling can be 
done based upon the CLLI code assigned to the NISC 120. 
Moreover, the polling in some implementations occurs on a 
regular basis, such as every three minutes. HoWever, it should 
also be recognized that the trouble ticket assignment system 
could poll the WFA/DI databases each time the technician 
requests a neW trouble ticket be loaded to his or her computer. 
Typically the polling is performed in the background of a 
graphical user interface (GUI) application, such that the tech 
nician has no vieW of the process(es) occurring in the back 
ground. 
[0037] In some embodiments, among others, the GUI for 
the trouble ticket assignment system 250 includes a button 
representation (not shoWn) alloWing the technician to select 
the button representation to automatically load a trouble 
ticket. Moreover, such GUI also includes a manual load ?eld 
representation (not shoWn). The manual load ?eld represen 
tation Would alloW the technician to manually load to trouble 
tickets for Which the technician has a trouble ticket number. 
Further, such GUI includes a manual load explanation ?eld 
(not shoWn) Which Would alloW the technician to enter a 
reason Why the manual load function Was used. The manual 
load function Would typically be used to load trouble tickets 
that are related to another trouble ticket on Which the techni 
cian has already started Working. The manual load explana 
tion ?eld could be used to discourage technicians from choos 
ing trouble tickets to Work, as opposed to Working on the 
ticket on Which the technician is supposed to be Working. In 
an alternative embodiment, among others, the trouble ticket 
assignment system 250 can also be con?gured to send a 
noti?cation to a supervisor When any technician has exceeded 
a threshold number uses of the manual load function. As one 
skilled in the art should understand, these functions could be 
used to help avoid the problem of technicians choosing a 
trouble ticket based upon dif?culty of the ticket. 

[0038] In one embodiment, among others, of the present 
disclosure, the GUI also includes a ticket ?eld representation. 
The ticket ?eld representation Would alloW the technician to 
vieW the details of a ticket that Was loaded by the trouble 
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ticket assignment system 250. The technician, upon complet 
ing a trouble ticket assignment, could also close the trouble 
ticket through the GUI. 

[0039] Furthermore, using embodiments of the trouble 
ticket assignment system 250, the tickets are consistently 
loaded to the technician in the correct order. Moreover, in one 
embodiment, the tickets could be loaded based upon the 
maintenance ticket that arrived at any of the WFA/DI data 
bases 116a-g ?rst. If there are no maintenance tickets, the 
tickets could be loaded to the technician based upon the 
installation ticket that arrived at any of the WFA/ DI databases 
116a-g ?rst. One skilled in the art should recogniZe that exist 
other Ways to determine the proper trouble ticket Which are 
intended to be included Within the present disclosure. For 
example, among others, the trouble ticket assignment system 
could determine the proper trouble ticket based upon the ?nes 
that are levied against the regulated carriers in different states 
for trouble ticket pendency. As such, a regulated business may 
Wish to have the technician Work a trouble ticket from a state 
in Which the ?nes are largest. One skilled in the art should 
understand further that the trouble ticket assignment system 
250 alloWs more complicated algorithms than previously 
used, because the technicians are not required to parse the 
methods and procedures to determine the trouble ticket on 
Which the technician should Work. Moreover, it eliminates the 
ine?iciencies associated With technicians determining the 
proper trouble ticket on Which to Work. 

[0040] In an alternative embodiment, among others, of the 
present disclosure, a trouble ticket assignment system 
includes a connection to a scheduling database for techni 
cians. Thus, such a trouble ticket assignment system records 
Which trouble tickets Were Worked by a technician into the 
scheduling database. Moreover, such a trouble ticket assign 
ment system uses the schedule to assign tickets based on a 
technician’s availability. 
[0041] Referring noW to FIG. 3, shoWn is a ?owchart illus 
trating an embodiment, among others, of the process that a 
BRC 102 performs upon receiving a call from a customer. In 
step 300, the BRC 102 receives a call from the customer. In 
step 310, the BRC 102 logs the trouble ticket into WFA/ C 114 
(FIG. 1). Logging the trouble ticket typically involves inter 
acting With the customer to get some details of the problem 
that the customer is experiencing. The BRC 102 receives a 
ticket number related to the trouble ticket in step 320. The 
trouble ticket number is then given to the customer in accor 
dance With step 330. In step 340, the BRC 102 determines 
Whether the problem is part of the CO netWork, the outside 
plant facilities, or part of the customer premises equipment. 
[0042] As shoWn in step 350, if the problem is not part of 
the CO netWork, the BRC 102 performs a handoff, knoWn 
colloquially in the art as an “hdd” handoff, to WFA/ DO data 
base 118. In the WFA system, the “hdd” handoff occurs in one 
of the folloWing forms: pending price/logging (“hdds”), 
pending load (“hddp”), pre-assigned (“hdda”), craft loaded 
(“hddl”), jeopardy (“hddj”), and pseudo entity (“hdf”). The 
“hdds” handoff is the ?rst status a trouble ticket is given When 
it is handed off to WFA/ DO. The “hddp” is the second stage 
of a WFA/DO handoff, the handoff Was successful, but no 
technician has been assigned. The “hdda” handoff occurs 
When a technician is pre-assigned to Work With a ticket, such 
as occurs on tickets for Which appointments are made. The 
“hddl” handoff is the status for a ticket When a technician has 
been assigned to the ticket. The “hddj” handoff is the status 
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assigned by the technician when a job is in jeopardy. The 
“hdf” handoff is the status used in order to stop a timer 
running on the ticket. 

[0043] Alternatively, if the problem is part of the CO net 
work, the BRC 102 performs a handoff to the WFA/DI data 
base 116, as known colloquially in the art as an “hdc” handoff, 
as shown in step 360. In the WFA/ DI system, the “hdc” 
handoff occurs in one of the following forms: pending load 
(“hdcp”), craft loaded (“hdcl”), jeopardy (“hdcj”), deferred 
(“hdcf"), management review (“hdcv”), and referred to WFA/ 
DI location (“hdci”). The “hdcp” handoff is the status of a 
ticket in the WFA/DI system that has not yet been assigned to 
a technician. The “hdcl” handoff is the status of a ticket after 
it has been assigned to a technician. The “hdcj” handoff is 
used for the status ofaj ob that is inj eopardy. The “hdcf’ hand 
off is used for aj ob that has been deferred by the customer for 
after hours testing. The “hdcv” handoff is used for a ticket that 
is being reviewed for management of the ticket. The “hdci” 
handoff is used in situations where the ticket is referred to the 
WFA/DI system. 
[0044] Referring now to FIG. 4, shown is an embodiment, 
among others, of the process performed at a WFA/DI data 
base 116. In step 400, the WFA/DI database 116 receives an 
“hdc” handoff from WFA/C 114. The WFA/DI database 116 
then provides a trouble ticket number to the WFA/C database 
114 in step 405. Typically the trouble ticket number is based 
on the day of the year, the type of trouble, and the number of 
tickets that have come before that trouble ticket that day. In 
step 410, the trouble ticket list is updated to include the ticket 
just handed-off from the WFA/C database 114. The database 
116, in step 415, receives a request to load a trouble ticket to 
a technician 126 from the technician 126. In step 420, the 
database 116 assigns a trouble ticket number to the technician 
126. The database 116, in step 425, determines if a status 
update has been requested by the technician 126. In the event 
that no status update has been requested, the database contin 
ues to check for a status update in step 425. If a status update 
request is received, the database receives the updated status in 
step 430. In step 435, the database 116 determines whether 
the technician 126 instructed that the trouble ticket be closed. 
If the technician 126 did not request the trouble ticket to be 
closed, the database 116 returns to step 425 and waits for a 
further update. However, if the technician 126 requested that 
the trouble ticket be closed, in step 440, the trouble ticket is 
closed by the WFA/ DI database 116. 
[0045] Referring now to FIG. 5, shown is a ?owchart illus 
trating the operation of an embodiment, among others, of the 
trouble ticket assignment system 250. In step 500, the system 
250 logs the technician 126 into a plurality of trouble ticket 
systems (WFA/DI databases) 1116a-g. The login process 
typically involves providing a usemame and password to the 
plurality of trouble tickets systems 116a-g. In some imple 
mentations, the username and password are stored in the 
trouble ticket assignment system such that the user is not 
required to provide his or her usemame and password each 
time the trouble ticket assignment system 250 is opened. In 
step 505, the system 250 begins polling the plurality of 
trouble ticket systems 116a-g for open trouble tickets. In this 
embodiment, among others, the system 250 continues to poll 
the trouble ticket systems 116 until the technician 126 
requests to load a trouble ticket, as shown in step 510. If the 
technician 126 has requested to load a new trouble ticket, in 
step 515, the system 250 determines the proper trouble ticket 
to load. In step 520, the system 250 automatically loads the 
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trouble ticket to the technician 126 by sending a request to the 
trouble ticket system 116a-g which the ticket came from, to 
assign the trouble ticket to the technician 126 using the 
trouble ticket assignment system 250. The trouble ticket 
assignment system 250 typically allows the technician 126 to 
work the problem, and thus, in accordance with step 525, the 
trouble ticket assignment system 250 waits for a request to 
update status from the technician 126. 
[0046] Upon receiving a request to update status from the 
technician 126, the trouble ticket assignment system 250 
receives update status information from the technician 126 in 
accordance with step 530. If the update status information 
includes a request to close the trouble ticket in step 535, the 
trouble ticket assignment system 250 will send a request to 
the WFA/DI database 116a-g to close the ticket along with the 
updated status, in accordance with step 540. However, if the 
technician 126 does not include a request to close the trouble 
ticket in step 535, the trouble ticket assignment system 250 
returns to step 525 to await a request to update status from the 
technician 126. In one embodiment, among others, of the 
present disclosure, the trouble ticket assignment system 250 
is con?gured to load a new trouble ticket to the technician 
upon the technician 126 closing the previous trouble ticket. 
[0047] Referring now to FIG. 6, shown is a ?owchart of a 
method for determining the proper trouble ticket in accor 
dance with an embodiment, among others, of the present 
disclosure. In step 600, the trouble ticket assignment system 
receives a request to load a new trouble ticket. Upon receiving 
the request to load the new trouble ticket, the trouble ticket 
assignment system determines whether any maintenance 
tickets are present in step 605. This is typically done by 
examining the tracking key associated with each of the 
trouble tickets. Tracking keys for maintenance tickets typi 
cally comprise a six character alphanumeric ?eld with two 
letters identifying the location and the next four characters are 
a numeric value assigned by the WFA/C database when the 
ticket is opened. 
[0048] If there are maintenance trouble tickets, the trouble 
ticket assignment system 250 sets a pointer to keep track of 
the ?rst maintenance trouble ticket available, in accordance 
with step 610. In step 615, the trouble ticket assignment 
system determines whether there are any more maintenance 
tickets that have been identi?ed from the polling. If there are 
more maintenance tickets, the trouble ticket assignment sys 
tem 250 then retrieves the next maintenance trouble ticket in 
step 620. The trouble ticket assignment system 250 then 
determines whether the retrieved maintenance trouble ticket 
has an earlier time stamp than the time stamp on the trouble 
ticket associated with the pointer as shown in step 625. If the 
time stamp of the retrieved ticket is earlier than the ticket 
associated with the point, the pointer is reset in accordance 
with step 630. The trouble ticket assignment system then 
returns to step 615 and determines whether any maintenance 
trouble tickets remain. If the time stamp of the retrieved ticket 
is not earlier than the ticket associated with the pointer, the 
trouble ticket assignment system returns to step 615 and 
determines whether any maintenance trouble tickets remain. 
The trouble ticket assignment system continues this loop until 
all maintenance trouble tickets have been examined. The 
trouble ticket assignments system then loads the trouble 
ticket associated with the pointer to the technician requesting 
the trouble ticket in accordance with step 635. 
[0049] Referring back to step 605, if there are no mainte 
nance tickets available, the trouble ticket assignment system 
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determines Whether there are any installation tickets available 
in step 640. If there are no installation trouble tickets avail 
able, the trouble ticket assignment system sends an alert to the 
technician that there are no tickets available in step 645. 
However, if there are installation tickets available, in step 650, 
the trouble ticket assignment system 250 sets a pointer to the 
?rst trouble installation trouble ticket. The trouble ticket 
assignment system 250 then determines Whether there are any 
more installation tickets in step 655. If there are not any more 
installation trouble tickets, the trouble ticket assignment sys 
tem loads the trouble ticket associated With the pointer to the 
technician 126. 

[0050] HoWever, if there are more installation trouble tick 
ets, the trouble ticket assignment system 250 begins a loop to 
?nd the oldest trouble ticket. In step 660, the trouble ticket 
assignment system 250 retrieves the next installation trouble 
ticket. The trouble ticket assignment system 250 then deter 
mines Whether a time stamp associated With the retrieved 
trouble ticket is earlier than a time stamp associated With the 
trouble ticket associated With the pointer in step 665. If the 
trouble ticket retrieved has an earlier time stamp than the 
trouble ticket associated With the pointer, in step 670, the 
trouble ticket assignment system 250 resets the pointer to be 
associated With the retrieved trouble ticket. The trouble ticket 
assignment system 250 then returns to step 655 to determine 
Whether any more installation trouble tickets remain. Simi 
larly, if the time stamp of the retrieved trouble ticket is not 
earlier than the time stamp of the trouble ticket associated 
With the pointer, the trouble ticket assignment system 250 Will 
return to step 655 to determine Whether any trouble tickets 
remain. Upon examination of all of the trouble tickets, the 
trouble ticket assignment system could load the trouble ticket 
to the technician 126 in accordance With step 635. 

[0051] One skilled in the art should recogniZe that the 
trouble tickets may also be sorted according to a sorting 
algorithm during the polling process, and prior to the techni 
cian 126 requesting the retrieval of a trouble ticket. In this 
Way, the system Would merely load the technician to the ?rst 
trouble ticket on the list, since the tickets have been pre-sorted 
according to the algorithm speci?ed by the programmer or the 
supervisor. This Would reduce processing time for loading a 
trouble ticket upon the technician 126 selecting to load a neW 
trouble ticket. 

[0052] Process and function descriptions andblocks in How 
charts can be understood as representing, in some embodi 
ments, modules, segments, or portions of code Which include 
one or more executable instructions for implementing spe 
ci?c logical functions or steps in the process, and alternate 
implementations are included Within the scope of the pre 
ferred embodiment of the present disclosure in Which func 
tions may be executed out of order from that shoWn or dis 
cussed, including substantially concurrently or in reverse 
order, depending on the functionality involved, as Would be 
understood by those reasonably skilled in the art of the 
present disclosure. In addition, such functional elements can 
be implemented as logic embodied in hardWare, softWare, 
?rmware, or a combination thereof, among others. In some 
embodiments involving softWare implementations, such soft 
Ware comprises an ordered listing of executable instructions 
for implementing logical functions and can be embodied in 
any computer-readable medium for use by or in connection 
With an instruction execution system, apparatus, or device, 
such as a computer-based system, processor-containing sys 
tem, or other system that can fetch the instructions from the 
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instruction execution system, apparatus, or device and 
execute the instructions. In the context of this document, a 
computer-readable medium can be any means that can con 

tain, store, communicate, propagate, or transport the softWare 
for use by or in connection With the instruction execution 
system, apparatus, or device. 
[0053] It should also be emphasiZed that the above-de 
scribed embodiments of the present disclosure are merely 
possible examples of implementations set forth for a clear 
understanding of the principles of the disclosure. Many varia 
tions and modi?cations may be made to the above-described 
embodiment(s) of the disclosure Without departing substan 
tially from the principles of the disclosure. All such modi? 
cations and variations are intended to be included herein 
Within the scope of this disclosure and the present disclosure 
and protected by the folloWing claims. 

What is claimed is: 
1. A trouble ticket handling system, comprising: 
login logic operable to log a user into a plurality of trouble 

ticket systems; 
a monitoring device operable to poll the plurality of trouble 

ticket systems comprising a plurality of open trouble 
tickets; and 

user interface logic operable to enable the user to automati 
cally load a proper trouble ticket from any of the plural 
ity of open trouble tickets at the plurality of trouble ticket 
systems. 

2. The system of claim 1, further comprising memory 
coupled to the login logic, the memory being operable to store 
at least one passWord associated With each of the plurality of 
trouble ticket systems, and to store and a username associated 
With the user. 

3. The system of claim 2, Wherein each of the plurality of 
trouble ticket systems is associated With a geographic region. 

4. The system of claim 3, Wherein each of said at least one 
passWord is different and each of said at least one passWord is 
associated With one of the plurality of trouble ticket systems. 

5. The system of claim 1, Wherein the monitoring device is 
operable to poll the plurality of trouble ticket systems on a 
periodic basis. 

6. The system of claim 1, Wherein the monitoring device is 
operable to poll the plurality of trouble ticket systems upon 
receiving an instruction from the user interface logic. 

7. The system of claim 1, Wherein the monitoring device is 
operable to retrieve information from each of the plurality of 
trouble ticket systems regarding a plurality of open trouble 
tickets associated With the user. 

8. A method of assigning trouble tickets, comprising: 
periodically polling a plurality of trouble ticket systems for 

at least one trouble ticket associated With a support cen 

ter; 
sorting said at least one trouble ticket With a plurality of 

previously received trouble tickets; 
storing a plurality of sorted trouble tickets in a memory 

device; 
receiving a request for a trouble ticket from a technician at 

the support center; and 
providing the technician With a proper trouble ticket from 

the plurality of sorted trouble tickets. 
9. The method of claim 8, further comprising: 
storing at least one passWord for the technician associated 

With each of the plurality of trouble ticket systems in the 
memory device. 
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10. The method of claim 9, further comprising logging the 
user into the plurality of trouble ticket systems With said at 
least one password. 

11. The method of claim 9, Wherein each of said at least one 
passWord is different and each of said at least one passWord is 
associated With one of the plurality of trouble ticket systems. 

12. The method of claim 8, further comprising polling of 
the plurality of trouble ticket systems occurs upon receiving a 
request for a trouble ticket from a technician at the support 
center. 

13. The method of claim 8, Wherein the trouble tickets are 
associated With the support center through a common lan 
guage location identi?er associated With the support center. 

14. The method of claim 13, Wherein sorting said at least 
one trouble ticket With a plurality of previously received 
trouble tickets comprises sorting trouble tickets in accor 
dance With a tracking key, and a time stamp associated With 
each trouble ticket. 

15. The method of claim 8, Wherein the user interface logic 
inhibits the user from choosing a trouble ticket to Work on 
based on a perceived level of dif?culty associated With the 
chosen trouble ticket. 

16. The method of claim 8, further comprising: 
receiving a request from the technician to manually load a 

trouble ticket; and 
assigning the trouble ticket to the technician responsive to 

the request to manually load the trouble ticket. 
17. A computer readable medium having a program for 

assigning a trouble ticket to a responsible technician, the 
program operable to perform: 
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periodically polling a plurality of trouble ticket systems for 
at least one trouble ticket associated With a support cen 

ter; 
sorting said at least one trouble ticket With a plurality of 

previously received trouble tickets responsive to a track 
ing key and time stamp included With each of the trouble 
tickets; 

storing a plurality of sorted trouble tickets in a memory 
device; 

receiving a request for a trouble ticket from a technician at 
the support center; and 

assigning the technician to a proper trouble ticket from the 
plurality of sorted trouble tickets. 

18. The program of claim 17, further operable to perform 
the step of: 

storing at least one passWord for the technician associated 
With each of the plurality of trouble ticket systems in the 
memory device. 

19. The program of claim 18, Wherein each of said at least 
one passWord is different and each of said at least one pass 
Word is associated With one of the plurality of trouble ticket 
systems. 

20. The program of claim 17, further operable to perform: 
polling of the plurality of trouble ticket systems occurs 

upon receiving a request for a trouble ticket from a 
technician at the support center. 

* * * * * 


