
ext.

Requestor Information

ext.

Issuer Information

ext.

Buyer Information

State of Maine

Master Agreement

Expiration Date:

Master Agreement Description:

Effective Date:

10/03/19

01/01/13 12/30/20

AT & T - WSCA Contract #1907

Justin Franzose 207-624-7337 justin.franzose@maine.gov

JUSTIN FRANZOSE 207-624-7337 justin.franzose@maine.gov

Justin Franzose 207-624-7337 justin.franzose@maine.gov

MA 18P 13010900000000000192

MODIFICATION

Authorized Departments

ALL

Vendor Line #:

Vendor Address Information

Alias/DBA

Vendor NameVendor ID

Vendor Information

Vendor Contact Information

ext.

1

VC0000109229 A T & T MOBILITY

A T & T MOBILITY NATIONAL ACCOUNTS

PO BOX 536216

US

Karen Vaccaro

401-683-8243

karen.vaccaro@att.com

Atlanta, GA  30353-6218



Vendor Line #:

Commodity Line #:

Commodity Code:

Commodity Description:

Commodity Specifications:

Commodity Information

Vendor Name:

1

A T & T MOBILITY

1

91575

WSCA Contract for Wireless Service & Accessories

Commodity Extended Description: PO is subject to WSCA Contract #1907.

Contract Amount Service Start Date Service End Date

UOM Unit Price

Delivery Days Free on Board

Catalog Name Discount

Quantity

%

Discount Start Date Discount End Date

0.00000 $0.00

$0.00 01/01/13 12/30/20

0.0000

Vendor Line #:

T&C Name:

T&C Details:

Commodity Terms and Conditions

Commodity Line #:

T&C #:

1

1

165

Payment Terms

Net 30
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INTRODUCTION 
Purpose 
This Customer Service Guide (CSG) specifies daily working practices and operational relationships pertinent to 
AT&T’s services during delivery and life cycle.  It is also meant to specify such work practices for existing 
products and services that the customer purchases and uses from AT&T. 

 

Document Maintenance and Ownership 
This document is owned and maintained on behalf of AT&T by your Service Manager. Please provide us with 
any feedback or suggested changes you may have relative to this Guide. 
 

Service Management Escalation Path  
 

As a valued AT&T customer, it is our goal to inspire your confidence in our ability to address any concerns that you may 
have with your AT&T products and services. For this reason, we have assigned your account to a universal Service Manager 
to advocate on your behalf. Please engage your Service Manager at the contact number and/or email address below.  

 

 
Name  

 
Business Hours 

 
Email Address 

 
Telephone Number 

 

Bonnie Sheldahl 
Universal Service Executive 

07:00 am to 04:00 pm CST 
Monday – Friday 

For service impacting issues outside of these business 
hours, please contact our afterhours support team (below) 

bs414y@att.com (402) 516-1508 
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Your Escalation Contacts   
Available 24 Hours a day, 7 days a week 

 
Escalation Level 

 
Name and title 

 
Email address 

 
Telephone number 

 
Cell Phone Number 

First Level 
Shawn Jackson 
Area Manager 

sj0032@att.com 402-516-1609 402-512-3972 

Second Level 
Durga Potuhera 

Regional Director 
dp0586@att.com   402-516-1666 402-266-6333 

Third Level 
Paula Bible 

National Service Director pb6273@att.com 

765-349-9543 317-372-4227 
 

Your Afterhours SM Support       

4:00 pm- 7:00 am CST (Monday – Friday) and 24 hours (Saturday, Sunday and Holidays). 
Please engage service management before Second Level Escalation. 

          
Escalation Level Name and title Email address Telephone Number Cell Phone Number 

First level 
Engagement 

After Hours Service 
Management 

Sharedsvcsafthrs@att.com  

 

     

Second Level 

Enrique Ebarquen      

Evening Area Manager ee248a@abs.att-mail.com 424-233-2538 915-255-4430 

2:00 pm to 11:00 pm CT      

         Monday – Friday      

    

Heather Loe    

Evening Area Manager hl489m@abs.att-mail.com 402-516-3305 402-302-0075 

2:00 pm to 11:00 pm CT    

Monday – Friday 

 

Raul Vizcaino 

   

Weekend Area Manager rv9874@abs.att-mail.com 424-233-2654 424-233-2645 

7:00 a.m. to 7:00 pm CT    

Friday-Monday 
 

Diego Cunha 
   

Evening Escalations Manager dc822u@abs.att-mail.com 402-516-1451 402-709-0031 

2:00 pm to 11:00 pm CT    

           Monday – Friday     
    

    

 

Tanya Muth 
     

Weekend Area Manager tm787e@abs.att-mail.com 402-516-1652 402-979-6660 

6:00 am to 8:00 pm CT            

Saturday – Monday 

 

   

    

             Brandon Rush 

Overnight Area Manager 

8:00 pm to 7:00 am CT  

Sunday – Wednesday 

 

br5325@abs.att-mail.com 

 
402-516-1734  

 

402-302-1378 

  

    
Victor Paz      

Overnight Area Manager vp220h@abs.att-mail.com 424-233-2956 530-359-8404  
9:00 pm to 8:00 am CT      

Wednesday – Saturday    

      

       

Third Level 
David Kring 

Director 
Wednesday-Saturday 

dk741r@abs.att-mail.com 422-293-2950 402-819-8154 

Third Level 
 

Mike Norris 
Director mn407d@abs.att-mail.com 402-516-1409 402-639-5037 

Sun-Wednesday 

mailto:sj0032@att.com
mailto:dp0586@att.com
mailto:pb6273@att.com
mailto:Sharedsvcsafthrs@att.com
mailto:ee248a@abs.att-mail.com
mailto:hl489m@abs.att-mail.com
mailto:rv9874@abs.att-mail.com
mailto:dc822u@abs.att-mail.com
mailto:tm787e@abs.att-mail.com
mailto:br5325@abs.att-mail.com
mailto:vp220h@abs.att-mail.com
mailto:dk741r@abs.att-mail.com
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Your Universal Account Team 
 

Name Title 
 

PHONE NUMBER 
 

E-MAIL 

Todd Theel  
 

CLIENT SOLUTIONS 
EXECUTIVE 2*  

 

508-308-9996  
 

Tt788f@att.com  
 

Karen Vaccaro  
 

 
CLIENT SOLUTIONS 

EXECUTIVE 2 MOBILITY  
 

401-683-8243  

 
Kv0580@att.com  

 

 

WIRELINE OPERATIONAL PLAN 
 

Service Assurance (Maintenance/Repair)  
 
AT&T BusinessDirect® allows you to issue a trouble ticket electronically. This online service 
allows you to save 50% or more of your time over conventional help desk methods and keeps you 
up to date via email and online trouble ticket tracking. 
 
AT&T BusinessDirect® can provide you with a secure, convenient, reliable way to access your AT&T 
account and manage your services online — virtually anytime, anywhere. It's easy and FREE!  Discover 
the advantages of managing your AT&T business services account online with AT&T BusinessDirect®.  
 
Use an intuitive point-and-click map of the world to provide network management capabilities across 
your AT&T services. With one tool you have network monitoring and management, inventory 
management, ordering, and trouble reporting. It even provides the status of network alarms, trouble 
tickets, and service orders proactively! 
 

Key Benefits 
• View your entire network at a glance with an on-screen map  

• Work more efficiently with current inventory listings and pre-populated screens  

• Status across major functions which include: pending orders, trouble tickets and network management, 

and near real-time customer service impacting alarms  

• Spot and resolve network issues proactively  

• Receive proactive notifications of order status, trouble tickets, and network alarms  

• Participate in AT&T BusinessDirect® and AT&T Premier Customer Training 

Learn more about all the features and capabilities available on AT&T BusinessDirect® and AT&T 
Premier by participating in our Customer End User training sessions: AT&T BusinessDirect® 
Portfolio Training and Education 
 

AT&T Express Ticketing  is an online ticketing system that allows you to create trouble tickets 

quickly and easily from your mobile phone, tablet, or PC for these AT&T services: 

 

• Serial circuit: A serial circuit is a point-to-point circuit, not located on a public network. 

• Local Voice Service: Landline telephone service. 

http://www.corp.att.com/accountmanagement/?source=IXos0B00Bstencsr
http://www.corp.att.com/accountmanagement/?source=IXos0B00Bstencsr
http://www.corp.att.com/accountmanagement/?source=IXos0B00Bstencsr
http://www.corp.att.com/accountmanagement/?source=IXos0B00Bstencsr
http://event.nimblefish.com/?et=ec&du=aHR0cCUzQSUyRiUyRmdvLWF0dC51cyUyRjQ1eno=&prov=ExactTarget_NF_Click&sid=19240083&pid=2678798502&lid=3d567e3b-8511-47ba-8089-eac1cc1b4576&eiid=164869793
http://event.nimblefish.com/?et=ec&du=aHR0cCUzQSUyRiUyRmdvLWF0dC51cyUyRjQ1eno=&prov=ExactTarget_NF_Click&sid=19240083&pid=2678798502&lid=3d567e3b-8511-47ba-8089-eac1cc1b4576&eiid=164869793
https://expressticketing.acss.att.com/expressticketing/
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• Carrier Circuit: A carrier circuit requires a MUX on-premises or at a remote location. Multiple 

channels can be used on the circuit. 

• Telephone circuit ID: Special services phone number for a public switched network. 

 
Key Benefits 

• Status and ticket escalation function has been enabled! 

• Ability to add comments and notes to ticket logs 

• Easy to use Service ID Wizard to help with customer choices. 

• Ability to copy and paste an entire service ID to initiate ticket creation. 

 
When creating a new trouble ticket, you may be asked to provide some or all of the following 
information, depending on the service reported: 
 

• The nature of the issue 

• Circuit ID, out of band number, POTS line  

• The physical address where the trouble is located 

• Facility access hours and/or available extended access hours 

• If dispatch is necessary, any security procedures needed to gain access to your 

facility and the billing authorizer name and telephone number  

• Your name and telephone number AND the local contact name and telephone 

number  

 
If you have trouble opening a ticket for AT&T Express Ticketing , you can either select 

‘Chat Now’ in the browser, or call 1-800-247-2020 to speak live with an AT&T customer 

assistance bureau associate. 

 

 
RFO/RCA 
 
Reason for Outage (RFO) is defined as a request from the customer for additional information or clarity within the ticket of 
a reported outage. When an RFO is requested, a technician will review the associated ticket and provide a 
verbal/electronic response with the trouble found and the action taken to resolve the issue.  If additional information is 
requested, the technician may advise that the additional investigation done manually may be billable.  If an RFO is 
requested on a trouble that was not reported (ticket created for investigation), a technician will have to be engaged for 
manual investigation and this may too be billable.  
 
A Root Cause Analysis (RCA) is a more detailed explanation of a customer impacting outage or event where the 
customer has requested further analysis of the root cause of the outage beyond what is documented in the ticket.  An 
RCA can be requested by your Service Manager. Please note: There must be a closed trouble ticket before requesting a 
RCA.  

 
 

 

 

 

 

 

 

 

 

https://expressticketing.acss.att.com/expressticketing/
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Critical Maintenance Work Center Numbers  
Local Services 

Local Services Phone Number States 

AT&T Switched Ethernet (ASE) (ENOC) 888-686-7473 All 

Local Private Line (LPL)  (AT&T Local SVS) 800-829-1011 All 

Local Prime Voice Stand-Alone Svc. 
UNE-P/UNE- L 

800-829-1011 All  

AT&T West Local Products  Phone Number States 

ATM, Centrex, DS0, DS1, DS3 and above 
including SONET, Frame Relay, 
Gigaman, ISDN PRI, Network 
Reconfiguration Service (NRS), Optical 
(OS), POTS Lines and Voice Grade 
Private Line ( VGPL) 

800-332-1321 
California, Arkansas, Kansas, Missouri, 
Oklahoma and Texas 

   

Opt-T-Man, CSME, PremierServe Svcs, 
T1-IAS, Access Advantage 

888-644-3662 
Arkansas, Kansas, Missouri,  Oklahoma 
and Texas 

AT&T Midwest Local Products  Phone Number States 

ATM, Centrex, DS0, DS1, DS3 and above 
including SONET, Frame Relay, 
Gigaman, ISDN PRI, Network 
Reconfiguration Service (NRS), Optical 
(OS), POTS Lines and Voice Grade 
Private Line ( VGPL) 

800-480-8088 
Illinois, Indiana, Michigan, Ohio and 
Wisconsin 

AT&T East Local Products Phone Number States 

ATM 866-960-3282 Connecticut 

ATM, Centrex, DS0, DS1, DS3 and above 
including SONET, Frame Relay, 
Gigaman, ISDN PRI, Network 
Reconfiguration Service (NRS), Optical 
(OS), POTS Lines and Voice Grade 
Private Line ( VGPL) 

888-294-0007 Connecticut 

National POTS Lines  888-611-2344 Connecticut 

AT&T Southeast Local Product  Phone Number States 

ATM, Centrex, DS0, DS1, DS3 and above 
including SONET, Frame Relay, 
Gigaman, ISDN PRI, Network 
Reconfiguration Service (NRS), Optical 
(OS), POTS Lines and Voice Grade 
Private Line ( VGPL) 

800-247-2020 
Alabama, Florida, Georgia, Kentucky, 
Louisiana, Mississippi, North Carolina, 
South Carolina and Tennessee 

All Other Services 

ACCU-RING 800-633-5307 (toll-free US) 404-929-8104 (outside US) 

Advanced Feature Toll-Free 800-325-5555 Prompt 3, 4 or 5 depending on feature 

Alaskan Service Outage (Alascom) 800-252-7521 Live person will answer 

AT&T Connect 888-796-6118  

AT&T Virtual Pvt. Network (AVPN) 866-AVPN-ATT (866-287-6288) Enter 5 digit PIN or hold 

Business Direct – Technical Support 800-221-0000  

Calling Cards 800-882-2273  

Digital Link, OneNet 800-344-5100 Prompt 3 

DSL (for the internet) 877-937-5288 Option 3 

DSL to Frame 877-288-3499 
Prompt 5 & 2 (report at Frame center if 
Port is down) 

Enterprise Hosting Svc. (Managed Hosting-
prompt 2), Web Hosting 

877-789-2877  Prompt 1, 1 

Ethernet Pvt. Line Svc.-WAN (EPLS-WAN) 
Gig-E  888-644-3662 
Metro E 800-247-2020 
Core AT&T 800-272-8262 
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Frame Relay Service 
877-288-3499 
ATTSE 800-247-2020 
ATT MW, SW, W 800-332-1321 

Prompt 1 

GIG-E 
(Transparent LAN Svc) 888-824-1092 
(Metro E)(Juniper) 888-824-1092 
ATTSW 888-644-3662 

 

International Voice Svc, GISDN 800-361-9931  

International Toll Free Svc. 800-528-2932 
Must have a Point Code and SRN 
number 

ISDN (region PRI/BRI) 
ATT Core 800-344-5100 
ATTSE 800-247-2020 
ATTSW 800-707-4073 

Option 1 
 
CLEC ONLY 

Long Distance Repair  
Core AT&T 800-222-1000 
ATT South 800-895-2222 
ATT MW 877-286-0200 

Prompt 1 
Prompt 1 

Managed Firewall Svc 
888-613-6330 Prompt 2, Prompt 5 or 
1-800-727-2222 prompt 8 

 

Managed Internet Svc (MIS) 
888-613-6330 Prompt 2, 1,  
ATTSE 800-317-3343 opt 2,1,  
ATTSW 1-866-937-3664 

 

Managed Router Solutions (MRS), Managed 
Data Network, Global Managed Internet, 
Enhanced VPN, AVTS, ANIRA/Netgate 

800-727-2222   
ATTSE 800-317-3343  

Prompt 2 
Prompt 2 

Managed Security Svcs 
Premier SERVSecurity 800-727-2222 
(north) 866-960-3282  
(west) 800-354-5267 

Prompt 8 

Toll Free Service including Megacom, Voice 
Nodal and Readyline Switched Service, 
OneNet, Software Defined Network, Uniplan 

800-222-1000   

Metro-E 
ATT Core 800-256-6923 
ATT SE 800-247-2020  
ATT MW, W 800-732-4405 

 

MPLS Private  Network Transport Svc (MPLS 
PNT) 

888-613-6330 Prompt 2, 1,  
ATTSE 800-317-3343 opt 2,1,  
ATTSW 1-866-937-3664 

 

Network Based Firewall Svc (NBFW) 
888-613-6330 Prompt 2, Prompt 5 or 
1-800-727-2222 prompt 8 

 

Network Connect Solutions 800-779-5853   

 
 
Private Line (international and local), Frame 
Relay, IP Enabled Frame Relay, DSL to 
Frame, ATM to Frame  

 
 
 
877-288-3499 

 
 
 
Prompt 1 

SONET 
AT&T Core 866-839-0997 
All Others 888-590-5860 

Prompt 1 
Prompt 3 

Teleconferencing 
AT&T Core 800-526-2655 
All Others  800-232-1234 

 

Telepresence 866-960-3282  Option 4 

Ultravailable 
AT&T Core- 888-397-0747 
ATTSE (Wavelength) 800-247-2020 

 

UNE L/P 800-829-1011  

Unified Messaging  888-300-6500  

Virtual Telecommunications Network Svc. 
(VTNS) 

800-762-1099  Prompt 2 

Voice over IP (VoIP) and BVoIP 877-288-8362 Prompt 1 

Web Hosting-Mgd.Ded. Server AT&T Core 877-789-2877 Prompt 2 
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Service Delivery (Provisioning/Ordering)  
 

These are important details to remember after an order has been placed with your 
dedicated Sales Team or via BusinessDirect® eOrder: 

• Record the order number and the name of your Order Specialist.  Keep this information 

handy so you can contact the Order Specialist if you have questions about your order. 

• Each item or service will have their own order number. 

• You should receive regular communications from the ordering team on the progress of your 

order.  

• When your order is scheduled to complete you will receive a readiness email from the 

ordering team.  This will include the contact information of your technician and an escalation 

path. 

If you are not receiving the assistance you need please contact your Account Manager for 

assistance. 

 

 
Billing  

 
Submitting a billing question with Customer Care is easy using one of the two methods outlined below. 
Customer Care has 30 days to resolve your billing issue.  If your issue is not resolved within 30 days, 
please engage your dedicated Service Manager to request escalations on your behalf. 

To Submit a Billing Question: 

 

AT&T Customer Care Center   
To speak with an AT&T representative regarding your bill, please refer to the telephone number listed 
on your monthly billing statement. If additional billing support is needed you may contact your Service 
Management team. 
 
Replacement or duplicate bill requests made via AT&T BusinessDirect® are available to you at no 
cost. If you request a replacement or duplicate bill via the work center number on your bill, you may 
be charged a fee for the service.   

                                                                                                                                  

WIRELESS OPERATIONAL PLAN 
 

Service Assurance (Maintenance/Repair)  
 
If On-Boarded to the Mobility Maintenance Center (MMC) 

 
AT&T provides a specialized technical support team dedicated to handling the needs of customer key contacts 
and enterprise help desk personnel in troubleshooting enterprise voice and data services.  To be eligible for 
MMC support, an enterprise customer must have a minimum of 250 data or voice (a combination of the two will 
qualify), and Government/Public Safety accounts must have a minimum of 50 data lines or 50 voice lines (a 
combination of the two does not qualify). 

http://www.corp.att.com/ebcc/portal/portal_order.html
http://www.corp.att.com/accountmanagement/?source=IXos0B00Bstencsr
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The MMC operates on a 24X7 schedule, and can be reached at 1-888-334-3787.  If supported by the MMC, 
you will be provided with a unique 5-digit PIN number which you will be prompted to enter upon reaching the 
MMC IVR.   

 
MMC representatives utilize an internal escalation process to ensure customer reported issues are resolved in 
a timely manner.  Please contact your Service Manager if you are not satisfied with the issue resolution path 
and believe further escalation is warranted.   
 

 
If Not On-Boarded to the Mobility Maintenance Center (MMC) 

 
Your designated authorized order placers and key customer contacts may call National Business Services 
(800-999-5445) for customer support and maintenance needs.  National Business Services Representatives 
will engage the proper technical support team if they cannot resolve your issue after initial troubleshooting 
steps are taken.   

 
Corporate Liable and Individual Liable End-User Support 

 
Both your corporate end-users and individual responsibility end-users can access our designated Business 
End-User Care Centers by calling 1-800-331-0500 and entering their 10 digit mobile phone number.  For 
complex data service issues, the Business End User Care Representatives will engage our Advanced Network 
Services Team to assist with resolution. 

 
Planned Maintenance 

 
In order to maintain and upgrade our wireless network, AT&T conducts regularly scheduled maintenance.  This 
activity is conducted outside of standard business hours and typically has no impact on the availability or 
quality of service. 

 
International Care 

 
AT&T customers are able to take their devices with them and enjoy voice service in over 220 countries and 
data service in close to 145 countries.  Our International Care team is available on a 24x7 basis to provide 
technical and troubleshooting support to our customers who are roaming internationally.  In order to provide 
the best possible support, our International Care representatives will require the following information 
 

 
▪ Customer’s mobile number 
▪ Customer’s location (detailed – street, city, country) 
▪ Type of problem – voice, data, other? 
▪ Type of device 
▪ Alternate contact number for the user or to reach someone with access to the device 

 
International Care can be reached from U.S. locations by calling 1-800-335-4685, and from outside the U.S. by 
calling 1-916-843-4685.  

 
 Afterhours Mobility Service Management Assistance: 
If you have a maintenance emergency outside of business hours, please contact our After-Hours Center for 
assistance. 

 
 
 



  

10 

 

 
 
 
Service Delivery (Provisioning/Ordering)  
 
 With AT&T Premier Enterprise Portal 

 
AT&T Premier Online Store is a web-based tool on the AT&T Premier platform, the one-stop resource for 
business customers, large and small, to learn about, purchase and manage wireless products and services 
online. The Premier Platform also provides these customers with the opportunity for a unique experience 
based on their specific product and service needs.   

 
To view the benefits of Premier Online Store and Premier Online Care, click here.  Your Mobility Service 
Manager will partner with you to provide training on using Premier, and to ensure that your company’s Premier 
portal is customized according to your specifications. 

 
Without AT&T Premier Enterprise Portal 

 
Authorized Order Placers on your account may also place an equipment order through your Account 
Executive, or by calling National Business Ordering at 1-888-444-4410. We also do have specialized teams in 
place to project manage large-scale deployment activities.  Your Global Account Manager will engage those 
teams as needed to support your provisioning needs. 

 
AT&T Returns/Warranty Exchange 

 
You may cancel service or return equipment (handsets or accessories) for a full refund within 30 days of the 
equipment ship date.  The Premier Support Call Center (866-499-8008) will assist with returns and exchanges 
for devices purchased through Premier.  You may contact National Business Services to arrange a return for 
devices ordered through your account team or through National Business Ordering.   

 
Beyond the 30-day period, your device may be eligible for Warranty Exchange if it become defective and 
meets certain warranty criteria.  Your Authorized Order Placers may call National Business Services for 
assistance with Warranty Exchange, and your end-users may contact Business End-User Care for assistance.  
You and your end users can also go to http://www.wireless.att.com/businesssupport and click on Technical 
Support Chat to get technical support on all AT&T supported devices, including warranty exchanges.  AT&T 
also has Device Support Centers in various locations around the United States.  You can view information 
about these centers on our website by clicking here. 

 

Billing  

 
With AT&T Premier e-Bill 

 
The AT&T Premier e-Bill tool enables you to view and report on historical billing data for up to 16 months, 
customize reports from templates for easy analysis, view unbilled usage in addition to billed voice and usage, 
and view and pay current invoices.  

 
Your Service Manager will provide additional detail about e-Bill for you during the special Premier Enterprise 
Portal overview session they will shortly schedule with you. 
 
Without AT&T Premier e-Bill 
 
Standard bill delivery will be in place. 

http://www.wireless.att.com/businesscenter/
http://www.wireless.att.com/businesssupport
http://www.wireless.att.com/businesssupport/knowledgeBase.do?content=KB91429.html
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Billing Support 
 
You may contact National Business Services for any billing-related questions you may have.  Additionally, you 
will be assigned a Business Receivables Management Representative who will be able to assist you with any 
A/R related questions or disputes.  Your Service Manager will assist should further escalation be required.   

REPORTS / REVIEWS 
Within this section, we will discuss some of the governance tools which your Service Manager will utilize in 
order to provide you with a world class customer experience.  The reports and reviews we will discuss will 
provide you with an overview of the current state of your account, as well as any and all corrective courses of 
action AT&T commits to take in servicing your account.  Your Service Management team will also use these 
tools to suggest ways in which you can further benefit from AT&T’s products and services. 

 
Customer Service Guide (CSG) 
As stated in the introduction, the purpose of this Customer Service Guide (CSG) is to describe the current 
principal procedures and communications between AT&T and the Customer related to your AT&T services.   
 
The CSG is not a legal document and any contractual agreements that exist between AT&T and the Customer 
will take precedence over the CSG. 

 

Service Action Plans (SAP) 
If service issues are identified, your Service Management team may compile a Service Action Plan (SAP), 
which defines action plans or targets as appropriate, to improve the quality of service.  This document will then 
be monitored for progress in each subsequent meeting through resolution.  A typical SAP will contain the 
following elements: 
 

State & Gaps: The current condition of the organization and any differences between where they are now and where 
they want to be. 
 
Relationships: Anyone who either makes or influences the decision and the connections between these various 
influencers, whether internal or external. 
 
Commonalities: Values or characteristics that the contact’s business and your business share or that the contact and 
you share. 
 
Current Product/Support/Company/Price (P/S/C/P): The decision maker’s current solutions and the perception 
they have of it. 
 
Temperature:  Customer’s current temperature of current situation – Green, Yellow, or Red. 
 
Action Required:  Steps needed to resolve the situation. 
 
Owner:  Individual ultimately responsible for tracking/resolving the issue. 
 
Start Date:  Date customer or AT&T identified the issue. 
 
Estimated Completion Date:  Target date to have issue resolved. 
 
Root Cause Identified:  Identify what led to the issue and action taken to avoid repeat. 
 
Actual Completion Date:  Date customer agreed issue has been resolved. 
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The SAP is drafted by your Service Management team and agreed upon by both you and your team.  Once it 
is issued, it is reviewed as needed.  These reviews will also be used to audit progress in implementing action 
plans. 
 

Stewardship 
 

Stewardship meetings are held via AT&T Connect Web Conference at times that are convenient to 
you.  The goal of these meetings is to ensure AT&T is aligned with the customer’s short and long 
term goals as a strategic partner.  Your Service Management team will determine the meeting 
logistics with your assistance but the following table may be useful as a framework. 
  

Purpose: Ensure AT&T is aligned with the customer’s short and long term goals as a    
strategic partner. 

  
Frequency: Bi Annually 
  
Duration: Typically 1 hour. 
  
Location / Venue: AT&T Connect Web Conference 
  
Standard Agenda:   

• Introductions 

• State of Customer’s Current Business 

• AT&T Performance Review 

• Performance Analysis and Recommendations 

• New Business / Strategic Discussion 

• AT&T Highlights 

• AT&T and Customer’s Next Steps 
  
  

 
 
 



For Purchasing Use Only:

RFP/CONTRACT#1907

AMENDMENT #3 TO CONTRACT
Between the State of Nevada

Acting By and Through Its

Various State Agencies

Monitored By: Department of Administration

Purchasing Division

515 East Musser Street, Suite 300

Carson City, NV 89701
Contact: Ten Becker

Phone: (775)684-0178 Fax: (775)684-0188
Email: tbecker@admin.nv.gov

and

AT&T Mobility National Accounts LLC
2600 Camino Road

San Ramon, CA 94583

Contact: Bethani Cross

Phone: (214)679-9053
Email: bc4732@att.com

1. AMENDMENTS. For and in consideration of mutual promises and/or their valuable considerations, all provisions of the

contract between the above-referenced parties resulting from Request for Proposal #1907 and dated March 15, 2012 (the

"Contract"), remain in fall force and effect with the exception of the following:

A. The Contract term shall be extended to December 31, 2020 to allow time for execution of the new NASPO ValuePoint

Contract Number CJ 18012. During the extended time, from Januaiy 1, 2020 through December 31, 2020, no Product

Addition Requests or new Participating Addenda will be accepted under Master Contract Number 1907.

2. INCORPORATED DOCUMENTS. The Contract is incorporated herein by reference.

3. REQUIRED APPROVAL. This amendment to the original Contract shall not become effective until and unless approved

by the NASPO Directors.

IN WITNESS WHEREOF, the parties hereto have caused this amendment to the original contract to be signed and

intend to be legally bound thereby.

jL^c^a' 0 C^t^t^Aa^ 07/17/19
Independent Contra^&'s Signature ^ Date

Sr. Contract Manager
Independent's Contractor's Title

':?^^c^.
^L ^/s-^

Kevin D. Doty, Acting Administrator, State of Nevada
APPROVED BY NASPO Directors

On.

Approved as to form by:

^/A^'^
Deputy Attome/GeneraI ff/c Attorney General

On.

(Date)

r~/^^ /9-^ /'f
'(Date)

Amendment 1

Page I of I


	MA 18P 13010900000000000192
	Pages from MA - 13010900000000000192
	MA 18P 13010900000000000192 9__358444_10-03-2019__ATT Master Amend 3 exec

