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INSTANT TEST 

1. GENERAL 

1.01 This section describ es the procedures to 
be followed when th e Instant Test con­

cept is used in receiving· and handling- customer 
trouble r e ports. 

1.02 In stant Test deriv es it s name from th e 
fact that with this procedure service­

affectin_q types of customer trouble reports are 
tested while the customer who is reporting- the 
trouble is sti ll on the lin e. 

1.03 By making- an Ins tant Test, we are able 
to g·ive the customer more definite infor ­

rnation during- the in itial contact, as to whether 
01· not a repairman will have to be dispat ched, 
and when the reported trouble will be cleared. 

1.04 The immediate testing- of service-affec-
ting· troub les is especially effective in 

locating- centra l office and intermittent troubles 
before the trouble condition disappears. When 
these common equipment or intermitt ent 
troubles are found and c leared, a source of 
inconvenience to customers is eliminated which 
should subsequently redu ce custo mer irritation 
and reports. 

1.05 With Inst a nt Test there is also an intan -
g·ible improven1ent of the repair service 

itnag-e that results fron1 the custo1ners' re cog·­
nition of immediate personaliz ed attention and 
positive efficient handling- of the trouble report. 

1.06 Because of the vast difference in the size, 
number of employee s, location of line 

card files, troub le report rate and proximity 
of the people reeeiving· and testing custo1ner 
trouble reports, the basi c procedure for Inst ant 
Test must necessarily be applie d locally to 
satisfy th e requirements of the individual 
repair service bureau. 

1.07 Si n ce the tester mu st be able to talk to 
the custon1e r t·eporting trouble, a prereq­

uisite to Instant Test is having· all lin es on 

which customers report trouble available to as 
many testers as is locally determined necessary. 

1.08 With Instant Test, the responsibility of 
the cen tral office force is equal to that of 

the repair serv ice bure au. If the customer is 
held on the line while the trouble condition is 
being- corrected, the imm ediate assistance of 
the ce ntral office force is imperative. 

1.09 Th e repair servi ce bureau and the central 
office should assi gn the responsibility 

of perf orming the nec essa ry work op erations 
required by Instant T est to specific individu a ls. 

1.10 The use of MDF ta lking · wires is 
preferable since they provide a fast 

n1eans of co1nm unication between the tester 
and the attendant at the MDF. 

1.11 Instant Test must be performed in con ­
junction w ith and comp letel y within the 

technical requirements of the Exchange 
Maint enance Service Results Plan. 

2. BENEFITS 

2 .01 The sincere application of Instant Test 
procedures should result in the realiza­

tion of the following spec ifi c benefits: 

(1) Reduced Work Comments: With the imme-
diat e test, dispatch and clearin g of 

central office common equipment tr oubles, 
few e r custome rs will be affected and the 
numb er of customer reports and r epeated 
report s should dimini sh. 

(2) R ed uced Appointment Comments: Th e more 
accurate appointment time made possible 

by In stant Test should reduce no access cases 
and those reports that refer to a pending 
report or a missed appointment. Fewer out­
of-service carried-over tro ubles should also 
be realized. 
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(3) lmpro,·ed SAM Results: The firm appoint-
n1ent time and reduced clearing· time 

made possible by Instant Test should improve 
the repair servic e image and subsequently 
improve SAM results. 

3. PROCEDURE 

3.01 When a customer calls repair service to 
report a trouble. the person taking the 

report shall determine if it is a service-affecting 
trouble that should be instantly tested. Gener­
ally , those reports that indicate the customer 
cannot either make or receive calls, involving­
other than the physical condition of the tele­
phone equipment, would qualify . Trouble 
reports involving PBXs and coin telephones 
are often poor candidates for Inst ant Test. 

3 .02 When it is determined that a line is to be 
instantly tested, the basic procedure is 

as follows: 

(1) The tester should be alerted that the 
Instant Test procedure is required (this 

may be accomplished by the use of a bell, a 
light, or any other means, as determined 
loca lly). 

(2) If a tester is available for In sta nt Test, 
the customer should be asked if he can 

wait while his line is being tested . If a tester 
is not available, an acce ptable appointment 
for clearing the trouble should be made with 
the customer. 

(3) The trouble ticket shall be associa ted 
with the customer's line car d and 

forwarded imm ediate ly to the tester. 

(4) The tester shou ld begin testing· the line 
that was reported in trouble and a lso talk 
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to the customer on the report lin e . The 
tester must indicate familiarity with the 
trou hi e report. 

(5) If it is necessary for the tester to sect ion-
a lize the trouble, the imm e diate 

ass istance of the centra l office forces must 
be available. Th e central office force must 
be prepared to give immediate service on the 
main distributing frame to enable the tester 
to determine whether a man has to be dis­
patched to the customer's premi ses. The 
centra l office mu st a lso give top priority to 
clearing those troubles that locate in the 
office. 

(6) When a troubl e locates in the central 
office, the customer should be so informed 

and an appointrnent time made for the clear­
ing · of trouble. The customer should be 
advised that it w ill not be nec essary to 
dispatch a man to the premises if the phys­
ical condition of the telephon e and the 
service is otherwis e determined to be satis­
factory. The tester shall be respon s ible for 
the s ubsequent clearing of the trouble and 
noti fy ing the customer prior to the appo int­
ment time previously agreed upon. 

(7) When a troubl e locates out of the ce ntral 
office, the customer should b e informed 

that it is necessary to dispatch a man to the 
premises. Ac cess information shou ld be 
obtained and an appointment time ag reed 
upon. 

(8) If, for any reason, on the customer' s 
part or ours, th e Instant Tes t can not be 

complet ed, an acceptable appointm ent for 
clearing the report ed trouble shall be made 
with the customer before the contact is 
terminated. 
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