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Qualifying a Customer – CENTREX

The customer’s bill won’t always indicate whether they are using Centrex Service, but here are some LEC services to be aware of when questioning your customer.

	LEC
	Centrex Service

	SBC (Ameritech)
	Centrex

	Verizon (North)
	Intelepath

Centrex Plus

	Verizon (South)
	Custom Flex 2100

	Bell South (Southern Bell)
	Multiserve

	Verizon (GTE) 
	Centranet

	SBC (Pacific Bell and Nevada Bell)
	Centrex

	Verizon (New England Bell)
	Centralink 3100

	SBC (Southwestern Bell)
	Plexar 2

	Qwest (U.S. West)
	Centrex Plus


(First Questions to ask your customer: 
1. Do you have Centrex Service?  If the customer answers yes still continue qualifying, this is not the end of a sale, perhaps they do not need the features.  Some customers believe they have Centrex and in reality they do not.

(Centrex Qualifying Questions:  

If any of the following questions are answered with a “yes” then there is a high probability that the customer has Centrex Service/Trunks/PBX

· Do you need to dial a “9” to make an outside call? (i.e., any time the customer wants to dial a number which is outside of their “building” they dial a “9” first.)
· Do you have “Call Pick-up”? (i.e. a phone is ringing on one desk, and no one is there to answer it.  Someone at another desk can enter a code into their phone, and will then be able to answer the call that was ringing at another desk/line)
· Do you have “Station to Station, or Intercom Dialing”? (i.e. the customer can only dial a 4-digit number to reach someone else within his or her office?)
· Do you have “Call Hold”?  (i.e. The customer dials a code to place the line on hold)

· Do you have “Call Transfer”?  (i.e. the customer receives a call at his business, and wants to transfer the call to his home number.  The customer would hit the switch hook; dial the 7 or 10 digit number they want the call transferred to, and then hit the switch hook again.  This releases the call from the original line, and has now sent the call onto the new number

Qualifying a Customer – CENTREX
( Complex Centrex

Complex Centrex is a service where we know the customer has:

· 3 or 4 digit dialing

· internal call transfer capabilities

· assumes dialing 8 or 9 to get out

· has call pick-up groups (can pick-up other internal extensions)

· call holding features

Process – Verify the above with the customer.  NOTE:  It has been identified that when we have provisioned these customers they return to their LEC because they need the features Complex Centrex offers. 

· Check with the customer to see if they need the features listed above

· If they must have them, tell the customer ACC Business cannot support these local service features

· If they don’t need these services and want to proceed with our order, tell the customer they must cancel the Complex Centrex service with their LEC

· Place in remarks on the Switched Local SOA (and for IP on the LIFE order)  – “customer will proceed with the local order – they know they will lose their Complex Centrex features”

(Possibilities:

· If the customer does not need, want, or use the features listed on the previous page and can be satisfied with the features offered, we could offer them Local Service with the following:

· Call Forwarding-Busy

· Call Forwarding-Variable

· Call Waiting/Cancel Call Waiting

· Speed Dialing 8

· Three Way Calling

· If a customer has a contract with the LEC:

· Emphasize to the customer that ACC Business is not responsible for any penalties he may incur for early termination of his contract

· Suggest that they may port some lines over to ACC Business Local Service until their contract is satisfied.
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