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Revised April 13, 2005      
SMS/800 Help Desk 

Policies and Practices 

	


SMS/800 Help Desk
1721 S. Sykes Street

Bismarck, ND 58504 

(888) SMS-3300
RESP ORG CHANGES
Forms:

SMS-10 Form (Resp Org Change Request Form, Rev. 3/03)

On March 10, 1993, the FCC ordered that the 800 Number Administration and Service Center (now known as the SMS/800 Help Desk) should be available to make Responsible Organization (Resp Org) Changes in the 800 Service Management System (SMS/800). 

Effective May 1, 1993, at the request of the submitting Resp Org
 the SMS/800 Help Desk will, upon receipt of the required authorization forms as described below, access SMS/800 to change that portion of a dial number record which specifies the Resp Org for that dial number. The responsibility to verify the accuracy of end-user information belongs to the submitting Resp Org (see Section 3.2.2 of Industry Guidelines for Toll Free Number Administration). Under normal conditions, the SMS/800 Help Desk should complete the Resp Org Change request by the end of the second (2) business day.

1.
SMS/800 Signature Approval Function Designation/Authorization Form 

(SMS-37 Rev. 3/03)

 
The purpose of this form is to provide Resp Orgs with a vehicle to: 1) identify the name and contact information for individual(s) authorized at the Resp Org company to submit Resp Org Change requests to the SMS/800 Help Desk and 2) provide the signature of authorized individual(s) which will be used by the SMS/800 Help Desk to verify that the Resp Org Change request has been submitted by an authorized individual. Resp Orgs are required to complete this form with the original signature (photocopied or stamped signatures will be rejected) of the authorized signatory and submit it to the SMS/800 Help Desk in advance of, or coincident with, the first Resp Org Change request.  All such forms will be maintained in a secure file at the SMS/800 Help Desk. 

2.
Primary Contact Profile (SMS-57a Rev. 3/03)

The purpose of this form is to provide the Primary Contact information to the SMS/800 Help Desk and designate the Primary Contact as an authorized signer for all SMS-800 Help Desk forms.

3.
Responsible Organization Change Authorization Form
**SMS-10 Rev. 7/03
**SMS-10-00 (for use with numbers coded XXX00) 

The purpose of this form is to provide Resp Orgs with a vehicle to request an SMS/800 Help Desk Resp Org Change for single or multiple dial numbers. This form is used by the submitting Resp Org to: 1) identify the dial number(s) to be changed, 2) specify the executing and submitting Resp Org IDs, 3) indicate, when applicable, awareness that XXX99 and XXX00 is a unique voluntary Resp Org ID warranting special verification procedures before or after a Resp Org Change is made and 4) provide the signature of the individual at the submitting Resp Org authorized to request the SMS/800 Help Desk Resp Org Change. Resp Orgs are required to submit a completed Responsible Organization Change Authorization Form
 to request a SMS/800 Help Desk Resp Org Change. The SMS-10 and SMS-10-00 form can be acquired by downloading from the SMS/800 Website (www.sms800.com) by choosing Resp Org Resources and Documents from the left navigational bar or by contacting the SMS/800 Help Desk at 888-SMS-3300, 

Option 1. 

 
If any of the required information is missing, inaccurate, incomplete or invalid the SMS-10 and/or SMS-10-00 will be rejected and returned to the Resp Org Change contact person. (Available by accessing theSMS/800 Website: (www.sms800.com.)  

Below are the instructions to complete the SMS-10 form.  

2.1
Dial Number (10 Digit) - Enter the 10-digit dial number(s).  Each SMS-10 form may have up to 15 different 10-digit dial numbers listed. 

NOTE: Dial Number Status - Check the number status for the dial number(s) specified. The SMS/800 Help Desk does not process Resp Org Changes for numbers in SPARE or RESERVED status.

2.2
Requested Effective Date of the Change - Enter the date in the format MM/DD/YY (e.g., 12/20/04).  If this is a multiple dial number change request, this date must be the same for all dial numbers. Changes will be made on the date requested to the extent possible. When the requested change date can not be achieved, the SMS/800 Help Desk will determine the earliest possible date the change can be made and notify the submitter. Under normal conditions, the SMS/800 Help Desk should complete the Resp Org Change by the end of the second business day of the date of receipt.

2.3
Change from Executing (OLD) Resp Org ID to Submitting (NEW) Resp Org ID - Enter the executing and submitting Resp Org IDs in the spaces provided.  If the request is for multiple dial numbers listed on the SMS-10, the executing and submitting Resp Org IDs must be the same for all listed dial numbers.

Special Conditions

The code XXX99 (where XXX represents the first three letters of the Resp Org ID) is an optional Resp Org ID that can be used to identify toll-free numbers that may warrant special consideration before a Resp Org Change is requested.  See Industry Guidelines for Toll Free Number Administration; section 3.2.6 for specific information.

2.3.1
Enter an ‘X’ in the box provided next to the text statement that begins “I am aware that ___99, etc.”

2.3.2 Fill in the blanks with the first 3 characters of the executing Resp Org ID. This must be the same as the first three letters indicated in the field provided for executing Resp Org ID. 

2.4
Signature (Authorized Resp Org Change Person)  - The (ink) signature of an individual authorized to submit Resp Org Change requests to the SMS/800 Help Desk is required in this field. This signature must match the signature on file at the SMS/800 Help Desk. Photocopied signatures and stamped signatures are not acceptable.

2.4.1 The submitting Resp Org is expected to validate the customer-signed Resp Org Change request.  Check all appropriate verification methods (If no box is checked, the form will be rejected). 
           2.5
Upon completion of the Resp Org Change by the SMS/800 Help Desk for a XXX99 number, a courtesy call will be made (unless otherwise requested by the executing Resp Org) to the executing Resp Org, in addition to an email notification (utilizing the Resp Org’s electronic receipt ID) within 60 minutes following the Resp Org Change.

2.6
Prepare multiple dial number changes for submission to the SMS/800 Help Desk via diskette or E-mail file in the record format specified below:

NOTE: Diskette or E-mail files must be submitted in an ASCII file format.
 

nnnnnnnnnn,AAAAA,BBBBB

Each data element as described below must be separated by a comma (,). Spaces between data elements or records are not permitted. 

Where ‘n’ in positions 1-10 represents the 10-digit dial number.

Where ‘A” in positions 11-16 represents the executing Resp Org ID.

Where ‘B’ in positions 18-22 represents the submitting Resp Org ID.

If an attachment for an SMS-10 form is received, either e-mail, fax, or diskette, it must contain the following information:

a) Must list the beginning number per attached page submitted.

b) Must state “see attached”

c) All other pertinent information (as described above in sections 2.1-2.4)

d) The attached pages for the SMS-10 form must contain the toll free numbers, the executing RO id, the submitting RO id for each number (see above example).

e) The LOA must contain a date within 30 days, a signature or PIN and all toll free numbers.

2.7
Forward the completed and signed SMS-10 for single or multiple dial number changes to the SMS/800 Help Desk via US mail or overnight mail.  The SMS/800 Help Desk’s mailing address is:






SMS/800 Help Desk






1721 South Sykes Street






Bismarck, ND 58504

NOTE: The SMS/800 Help Desk will accept facsimiles of the SMS-10 for Resp Org Changes, provided the change is on the standard SMS-10 form and is clearly marked ‘EMERGENCY’. Emergency situations were defined at the October 19-20, 1993, meeting of the CLC Ad Hoc 800 Database Committee (CLCAH), as when one of the Resp Orgs involved in a Resp Org Change is not physically able to access SMS/800, or when other unusual circumstances prevail.

Below are the instructions to complete the SMS-10-00 form.  

XXX00 is a unique Resp Org ID (where XXX represents the first three letters of the Resp Org ID) that is used to identify toll-free numbers that require special consideration, before a Resp Org Change is completed by the SMS/800 Help Desk, to avoid unauthorized or inadvertent Resp Org Changes that could result in service interruptions or outages. XXX00 also requires additional steps to be followed by the SMS/800 Help Desk prior to making the Resp Org Change. See Industry Guidelines for Toll Free Number Administration; section 3.2.6 for specific information. 

2.8
Enter the numbers to be changed from Executing (OLD) Resp Org ID to Submitting (NEW) Resp Org ID. If the request is for multiple dial numbers listed on the SMS-10-00, the executing and submitting Resp Org IDs must be the same for all listed dial numbers

2.9 Dial Number (10 Digit) - Enter the 10-digit dial number(s).  Each SMS-10-00
form may have up to 6 different 10-digit dial numbers listed. 

NOTE: Dial Number Status - Check the number status for the dial number(s) specified. The SMS/800 Help Desk does not process Resp Org Changes for numbers in SPARE or RESERVED status.

2.10 Enter an ‘X’ in the box provided next to the text statement that begins “I am  aware that ___00, etc.”

Fill in the blank with the first 3 characters of the executing Resp Org ID. This must be the same as the first three letters indicated in the field provided for executing (OLD) Resp Org ID.

2.11 Emergency Change Requests- In situations where the customer is out of service, the Emergency section can be completed. Place a check mark before Emergency RO Change and provide the date and time that the out of service commenced.  

NOTE: The Resp Org needs to notify the SMS/800 Help Desk prior to submitting the emergency paperwork for all XXX00 numbers.

The following documentation will also need to be submitted with the SMS-10-00 form and LOA:

**Evidence that the Service Subscriber is in fact out of service

**Evidence that the traffic was being carried on the new Resp Org’s carrier network immediately prior to the service outage (e.g. by producing call detail records showing calls on their network)

**The point at which the Resp Org code was changed to XXX-00 
2.12 The submitting Resp Org can rescind the original request by resubmitting the SMS-10-00 form and completing the section marked “Please complete this section if you are requesting a cancellation of your request”. The reason for the rescind needs to be checked and an “X” needs to be placed before in the box to indicate that you are approving the cancellation of the original request. Additionally, enter an ‘X’ in the box provided next to the statement which states “I am herby approving the cancellation of my original request via SMS-10-00 Resp Org Change Authorization”.
2.13
Signature (Authorized Resp Org Change Person)  - The (ink) signature of an individual authorized to submit Resp Org Change requests to the SMS/800 Help Desk is required in this field. This signature must match the signature on file at the SMS/800 Help Desk. Photocopied signatures and stamped signatures are not acceptable.

3.
Letters of Authorization

A “Letter of Authorization” (LOA) must accompany each dial number listed on an SMS-10 or SMS-10-00 form that is submitted to the SMS/800 Help Desk.  It is the responsibility of the submitting Resp Org to ensure the validity of its LOA (see Section 3.2.3 of Industry Guidelines for Toll Free Number Administration).*

•  Each LOA must be signed by the end user/subscriber or have a valid, legible PIN listed.

•  The dial number(s) to be changed must be clearly indicated on the LOA.

•  The LOA must be dated.  LOAs with dates older than 30 days from the change date specified on the SMS-10 or SMS-10-00 form will be rejected.

•  If the LOA has an attachment, the LOA must list the beginning toll free number and the ending toll free number and must state “see attached”. The date and signature must be contained on either the LOA or on the attachment, but is not required on both.

a) The attachment must list all toll free numbers, executing RO id, and submitting id per number.

b) If a spreadsheet is received for the purpose of an LOA, it must contain a signature, date within 30 days, a list of all toll free numbers, submitting Resp Org id and executing Resp Org id per number and a statement to indicate permission for the Resp Org Changes.

*If a Toll Free Service Number record has been ported while in a transitional or disconnect status via the SMS/800 Help Desk Resp Org Change Process, the previous authorized Resp Org may regain the toll free service record via the SMS10 form without an attached LOA.  

4 SMS/800 Help Desk Procedure for Processing Resp Org Change Requests

The SMS/800 Help Desk will process all SMS-10 and SMS-10-00 forms received as follows: 
4.1 SMS-10 and SMS-10-00 forms are date stamped.

4.2 SMS-10 and SMS-10-00 forms are then audited for accuracy, authenticity and completeness of the information provided.  Dial numbers are mated with their corresponding Letter of Authorization (LOA).

4.3
SMS-10 and SMS-10-00 forms and Letter of Authorizations with incomplete, inaccurate or invalid information will not be processed and will be returned to the appropriate Resp Org Change contact person.  The reject reason(s) will be specified in the space provided for reject codes next to each dial number. 

4.4
SMS-10 and SMS-10-00 forms that satisfy the audit and verification criteria are processed on a first in, first out basis.

4.5 XXX00 Changes-- The SMS/800 Help Desk will process change requests for all XXX00 numbers, including the initial notification within 60 minutes of receiving the request and making all Resp Org Changes on “00’ coded toll free numbers during normal business hours (9:00 a.m. to 2:00 p.m., EST) on business days (Monday to Friday, excluding holidays). Resp Org Holidays include: New Year’s Day, Martin Luther King Day, Presidents Day, Memorial Day, 4th of July, Labor Day, Columbus Day, Thanksgiving, the day after Thanksgiving, Christmas Eve, and Christmas Day.

Upon receiving a completed SMS-10-00 form, the SMS/800 Help Desk will, within sixty minutes, notify the executing Resp Org Change Contact via email and a phone call that the request has been received, providing the contact name and contact number (via the SMS10-00 Form) of the submitting Resp Org. 
For requests received by 1:00 p.m. CT (day 0), the SMS/800 Help Desk will allow two additional full business days for the executing Resp Org to confirm the request with the Service Subscriber and to work out any discrepancies with the submitting Resp Org.  The SMS/800 Help Desk will then process the order by 1:00 p.m. CT on the fourth business day (day 3) following notification to the executing Resp Org, unless the submitting Resp Org has rescinded the request. 
4.6 Emergency Change Requests for XXX00 Numbers: In situations where the customer is out of service, the Emergency section can be completed. The Resp Org will notify the SMS/800 Help Desk prior to submitting the emergency paperwork for all XXX00 numbers and the request will be completed within eight hours following receipt of the request. Resp Org Changes for Emergency Requests can be worked on Holidays and weekends once all of the appropriate paperwork is received 

The SMS/800 Help Desk will confirm all appropriate information is completed on the SMS-10-00 Form, including the receipt of the following documentation: 

**Evidence that the Service Subscriber is in fact out of service
**Evidence that the traffic was being carried on the new Resp Org’s carrier network immediately prior to the service outage (e.g. by producing call detail records showing calls on their network)
**The point at which the Resp Org code was changed to XXX-00

The SMS/800 Help Desk will also utilize a history report from the SMS/800 to confirm that the submitting Resp Org was in fact Resp Org on the number immediately preceding the service outage.

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

4.7 Upon completion of the Resp Org Change, SMS/800 sends a bulletin board message to the generic mailboxes of both the executing and submitting Resp Orgs, notifying them of the change.

4.8 XXX99 Changes-- In addition to the bulletin board message, The SMS/800 Help Desk will notify the executing Resp Org via phone and email within 60 minutes following the completion of a Change request for numbers coded under XXX99.

4.9 The SMS/800 Help Desk completes the confirmation section of the SMS-10 and SMS-10-00 form.

4.10 Copies of the processed SMS-10 or SMS-10-00, Customer Record Selection (REC) screen, the Customer Administration Data (CAD) screen (before and after the Resp Org Change) and the Letter of Authorization for each dial number are prepared and distributed electronically via email to the executing and submitting Resp Org. This electronic notification will serve as confirmation of the SMS/800 Help Desk Resp Org Change.
5.
Impact of Carrier Notification and Approval (CNA) on Resp Org Changes

To ensure uninterrupted service to toll free service subscribers, submitting Resp Orgs and involved Carriers are encouraged to minimize the time between the Resp Org Change and completion of any associated routing changes on the SMS/800 record.  (See Section 3.4 of Industry Guidelines for Toll Free Number Administration and 800 Service Management User Guide, BR 780-004-221, Part: 5 Carrier Notification and Approval.)

6. 
Charges/Billing for Resp Org Changes
The SMS/800 Help Desk assesses the current SMS/800 Tariff fee per dial number for each Resp Org Change performed.  Charges for Resp Org Changes performed by the SMS/800 Help Desk will appear on the submitting Resp Org's monthly bill.  

7.        Disputes
If the toll free service subscriber or either of the Resp Orgs involved disputes the change, the subscriber and the Resp Orgs involved are responsible for resolving the dispute between themselves. If the dispute resolution requires that the Resp Org designation be corrected, one of the involved Resp Orgs must agree to request the change and submit a new written SMS-10 or SMS-10-00 form and LOA to the SMS/800 Help Desk.  They will be billed appropriately.



























































































































































































































































































� The term ‘new Resp Org’ refers to the Resp Org requesting the porting of a dial number from the current executing Resp Org to their Resp Org ID.


� For the purposes of this procedure the Responsible Organization Change Authorization form will be referred to by its form number SMS-10.
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