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COAMS Service Access Program TC  "COAMS Service Access Program" \l 1 
Objective TC  "Objective" \l 2 
This document provides a detailed explanation of the Customer Owned and Maintained Meridian 1 or SL 100 Systems (COAMS) and to ensure the system integrity of Customer Owned and Maintained Meridian 1 or SL 100 Systems through management of a Maintenance Qualification Program for all customer service technicians.

NOTE:
For a detailed flow of the COAMS Program Process, see Appendix 1, Process Map for COAMS Program.

Definitions TC  "Definitions" \l 2 
Customer In Good Standing — A customer who meets the COAMS responsibilities and their financial responsibilities to Northern Telecom.
Customer Owned and Maintained Systems (COAMS) — Meridian 1/SL-1 or 
Meridian SL-100 Systems, and associated Northern Telecom hardware and software options and features, owned and maintained by the customer.

CRS – Customer Service Report — The documenting and tracking of technical problems reported to CTS.
CTS — Customer Technical Services
Maintenance Qualification Program — Recognized Northern Telecom Training Courses which must be completed by bonafide employees of the customer, prior to being qualified to maintain a COAMS Status.  Individual employees must complete required minimum courses.  Site specific Option Training must be completed if utilizing any of the optional features.

Meridian Safe — A one (1) year remote access toll fraud protection plan that 
includes software, remote monitoring and insurance that provides limited      
protection against toll fraud.

NORTEL — A new logo for Northern Telecom

Nortel Information Center — A global electronic information exchange system available to many Nortel customers, including Meridian 1/SL-1 end user customers, authorized distributors, consultants, and business affiliates.

NTP — Northern Telecom Practices
Quality Audits — Quality Audits can be performed by Northern Telecom or a Certified Authorized Distributor. A COAMS applicant may need to provide, with the COAMS Registration Form, a copy of a Quality Audit Report (if not installed by an Authorized Meridian 1 Distributor) and all outstanding issues must be confirmed as resolved.

Quality Audited Systems — Meridian 1 Systems installed by  bonafide employees, who have completed the requisite installation training required by the Quality Certified Authorized Distribution Channel.

                                                or

A Meridian 1 System that has passed a Quality Audit from a Certified Quality Auditor.

Quality Certified Authorized Distribution Channel — An Authorized Distributor that has satisfied the requirements to perform Quality Audits and is certified by Northern Telecom.

COAMS Responsibilities TC  "COAMS Responsibilities" \l 2 
Nortel’s COAMS Program establishes a business transactional relationship with Nortel’s CTS  function as it relates to service recovery during the maintenance cycle.  The self-maintained End-Users that have elected to participate in the COAMS Program must assume the following responsibilities:

•
Maintain a status of Customer in Good Standing

•
Maintain the required levels of training to remain qualified for the Maintenance Qualification Program.  (Training to current level as system evolution dictates must be completed prior to the commencement of upgrading.)

NOTE:
For a complete list of training courses available, see Appendix 2, Training Courses Available.

•
Establish a service relationship with an Authorized Distributor for products that the self-maintained customer, participating in the COAMS Program, has elected not to self-support. (Customer elects not to be trained on one product  e.g. Meridian Mail)

•
Provide a modem (2400 baud minimum, 9600 baud minimum for Option 81) to all remote access.

•
Maintain product documentation at the current level and releases, as defined by system profile.

•
Maintain the spare parts essential to maintaining the COAMS' specific equipment operational.  (See NTP’s Section – Spares Planning in the System Planning and Engineering Guide, Number 553–3001–153.)

•
Capability of maintaining and servicing the product for the full feature functionality/options, based on Nortel Training 
Level.

•
Reapply for COAMS participation annually.  This may require a certification renewal fee and Quality Audit, if proper records have not been maintained.  (See Attachment 3, Renewal Application Form.)

•
Keep the system's software release levels at or above the sustained level published by NORTEL.  (See Appendix 7, Hardware and Software Status.)

•
Provide critical information about individual sites.


Example:
Site is the hub of a 10 switch network


Example:
Hospital / 24 hour business 

•
Provide the COAMS Company's escalation procedures.

COAMS Policy (Excluding Meridian Safe) TC  "COAMS Policy (Excluding Meridian Safe)" \l 2 
1.
In order to obtain CTS and Training Support, the COAMS End-User must comply with all procedures outlined within this policy. Technical support is limited to only product supported by Meridian 1 CTS.

2.
The system(s) must be purchased through, installed and maintained throughout the warranty period, with the exception of Quality Audited Systems (see 4 below), by an Authorized Meridian Distribution Channel.  The maintenance must be provided by bonafide employees of the customer, (not including consultants; agents, unless otherwise contractually agreed to by Northern Telecom Inc.; subcontractors or any other kind of independent contractor) who have fulfilled all requirements of the Maintenance Qualification Program.

NOTE:
For a detailed explanation of the Warranty Information, see Appendix 3, Warranty Information.

3.
Used systems must be installed and/or maintained for one year, with the exception of Quality Audited Systems (see 4 below), by an Authorized Meridian Distribution Channel, and must be upgraded to the minimum supported release.

4.
Quality Audited Systems need not be installed and/or maintained by an Authorized Meridian Distribution Channel, however the Distribution Channel must be currently certified by Nortel to perform quality audits, must support all installation efforts, and must perform a quality audit upon the completion of the installation.  A copy of the Quality Audit Report certifying full compliance within Nortel guidelines must be filed by the Customer, along with COAMS Registration Form, prior to support being rendered by Nortel CTS.

NOTE:
Quality Audit Reports must have been performed within three (3) months of the COAMS Registration Request.

5.
Only registered employees of COAMS  End-User, who meet the Maintenance Qualification Program requirements, may maintain COAMS Status and obtain support from Nortel CTS and Nortel Training Departments.

NOTE:
Registered employees are those identified on the COAMS Registration Form.

6.
Each COAMS (i.e. PBX) must be registered with Nortel, via individual COAMS Registration Forms (See Attachment  1, COAMS Registration Form), which must be signed by an authorized signatory of the COAMS End-User and updated whenever the system is upgraded or any other changes to the information required on the form occur.  Certification renewal will be required annually for each installation site registered as COAMS. (See Attachment 3, COAMS Renewal Application Form)

7.
Critical information about each site must be provided.

Example:
Site is the hub of a 10 switch network

Example:
Hospital / 24 hour business 

8.
All Meridian 1 software must be obtained through Authorized Meridian Distribution Channels; the relationship with which, is the responsibility of the COAMS End-User.  


SL-100 hardware and software repair and return may be obtained 
directly from Nortel.

9.
The current Maintenance Qualification Program Courses and associated courses for options and features contained within the COAMS will be administered by Northern Telecom or it's affiliates only.

NOTE:
For a complete list of Training courses available, see Appendix 2, Training Courses Available.

10.
All CTS Support, including warranty period support, if applicable, is billable, to the customer, at the then current rates (see Appendix 4, Technical Support for COAMS) and is subject to change without notice.   A valid purchase order number must be provided to CTS, by fax, at the time the request for COAMS status is placed. (Additional information must be provided as indicated in the Nortel’s Meridian 1 CTS Service Request Guide.) 

11.
NORTEL reserves the right to modify or terminate this policy at any time upon written notice to customer.

12.
COAMS participants must maintain the required spares, as outlined in the NTP's documentation for their system type(s).

COAMS Training TC  "COAMS Training" \l 2 
The following training courses are required to be taken, as a minimum, by the system support technicians of any customer who applies  for the COAMS Program Status.  Only technician(s) identified on the COAMS Registration Form, who have taken the appropriate courses for the systems and applications designated on the form, will be eligible for CTS support.

Additional features and courses become available from time to time.  It is the responsibility of the COAMS End-User to ensure current training is maintained.  Course numbers and titles change periodically.  

NOTE:
For a complete list of training courses available, see Appendix 2, Training Courses Available.

Minimum Course Required for COAMS Participants TC  "Minimum Course Required for COAMS Participants" \l 3 
Meridian 1 Options 21 - 81 Switch Maintenance

Course Number


Course Name
Length of Course

200

263

300 

302

320


Meridian 1 Options 11-81C Familiarization

Meridian 1 Opt. 21E - 81C Installation and Maintenance

X11 Feature Administration     or

Database for Technicians

Basic Alternate Route Selection (BARS)
3 days

10 days

7 days

5 days

8 days

The BARS Option may not be used in limited cases.  Training requirements for this option will be                          reviewed on an individual bases.

Meridian 1 COAMS Application Guide TC  "Meridian 1 COAMS Application Guide" \l 1 
CUSTOMER OWNED AND MAINTAINED SYSTEMS (COAMS)

FOR INFORMATION ON COAMS TC  "FOR INFORMATION ON COAMS" \l 2 
NOTE:
For a detailed flow of the COAMS Application Process, see Appendix 6, Process Map for COAMS Application.


Call 1-800-766-3827 


Select ACD Menu Number 1.


Make request for COAMS information or application.

Provided in COAMS Information Packet TC  "Provided in COAMS Information Packet" \l 2 
•
COAMS Registration Form

•
Maintenance Qualification Program Courses with Nortel’s Training Center phone number for course registration.  (See Appendix 2, Training Courses Available.)

•
A Meridian 1 CTS Service Request Guide 

•
SL-100 ETAS Service Request Guide (See NTP 555-4001-011)

•
Telephone Number Information List (See Appendix 8, Telephone Number Information List.)

•
List of authorized Distributors that are certified to conduct Quality Audits.  (See Appendix 9, Quality Audit Certified Distributors List.)

•
Current Technical Support Pricing  (See Appendix 4, Technical Support for Customer Owned and Maintained Systems (COAMS).

•
Software License Transfer Agreement Form (See Attachment 2.)

When Submitting COAMS Application, Please: TC  "When Submitting COAMS Application, Please" \l 2 \n 
•
Fill out application form completely

•
Provide ship date of system if "Cut-over" date is unavailable — This identifies the warranty period of system

•
Provide a printout of the system's Feature Equipment, TID, and software issue/release using LD-22

•
Identify only one (1) Authorized Distributor from whom materials will be obtained

•
Provide a copy of Nortel Training Certificates on each designated employee qualifying under the Maintenance Qualification Program

•
Provide a copy of the Quality Audit Report(s), if applicable

NOTE:
If a problem or question occurs, call CTS and ask to speak to the COAMS Administrator.  (See Appendix 8, Telephone Number Information List.)

If System is Currently Registered with Nortel under Another Name TC  "If System is Currently Registered with Northern Telecom's CTS under Another Name" \l 2 
Software License Transfer Agreement is required.  (See Attachment 2, Meridian Software License Transfer Agreement.)

Application Submission Check List TC  "Application Submission Check List" \l 2 
The following constitutes a complete application package:

•
Completed COAMS Registration Form

•
Appropriate Training Certificates of employee technicians

•
Quality Audit Report(s) (if applicable)

•
Software License Transfer Agreement (if applicable)

•     LD-22 printout from each qualifying system

Upon Acceptance of COAMS Status TC  "Upon Acceptance of COAMS Status" \l 2 
•
An acceptance letter will be sent to applicant

Meridian 1 CTS Service Request Guide TC  "Meridian 1 CTS Service Request Guide" \l 1 
For Technical Support TC  "For Technical Support" \l 2 
•
Call 1-800-766-3827

•
ACD Menu selection is requested

Information Required When Calling TC  "Information Required When Calling" \l 2 
•
System serial number

•
System hardware type (i.e. Opt. 11-81C), Software Issue (19.xx, 22.xx, 23.xx)

•
Application software type (i.e. Meridian Mail, Meridian MAX)

•
Your company's valid Purchase Order Number (if valid blanket purchase order number is not on file)

•
Your company's name, site address, site telephone number

•
Caller's name (COAMS Registered Technicians Only)

•
Supervisor's name and telephone number (secondary contact)

•
Modem number and password

•
Description of technical problem

•
Description of diagnostics activities and results already conducted

CTS Business Hours TC  "CTS Business Hours" \l 2 
Normal Business Hours TC  "Normal Business Hours" \l 3 
Normal business hours for CTS are Monday through Friday from 7:00 a.m. until 6:00 p.m., Central Time.

Customer Problem Reports are taken by Technical Support Coordinators, who are dedicated to this task Monday through Friday, from 7:00 a.m. until 6:00 p.m., Central Time.

Off Hours TC  "Off Hours" \l 3 
Off hours are Monday through Friday 6:00 p.m. until 7:00 a.m. and weekends from 6:00 p.m. Friday until 7:00 a.m. Monday.

When a Request for Support Is Made TC  "When a Request for Support Is Made" \l 2 
•
Technical Support Coordinator will register the support request and provide the COAMS' Contact with a call number (Customer Service Request).

—
A new CSR must be generated for each customer problem report.

—
A CSR must contain no more than one (1) customer problem.  Multiple CSR’s must be opened for a Customer reporting multiple problems against a single site.

—
Call Backs on existing open CSR’s require that the CSR receive the proper notation and are placed in the appropriate open CSR queue.

—
A new CSR must be generated for a request to schedule activities such as System Upgrades, System Conversions, or After-Hours Maintenance, not already associated with an existing open CSR.

•
Each CSR will be given a Technical Service Emergency Classification:

—
Emergency – Major Failure causing system degradation or outage

—
Service Affecting – Failure that affects service

—
Non-Service Affecting – Failure that does not affects service

•
Assigned service engineer will return the requester's phone call within targeted response times:

—
Emergency – 5 minutes/immediately hand-off the Engineer

—
Service Affecting – 60 Minutes

—
Non-Service Affecting – 120 Minutes

•
  Analysis of problem.

•
Problem resolution & CSR ticket closure.

NOTE:
For a detailed flow of the COAMS Support Request Process, see Appendix 5, Process Map for Request for Support.

NOTE:
Periodically a survey will be conducted with the caller to assist the service team in their continuous improvement efforts.

Meridian 1 Products Supported within CTS TC  "Meridian 1 Products Supported within CTS" \l 2 
•
Meridian 1 PBX
•
Meridian 1 Data Products

•
Meridian Mail
•
Stadata

•
ACD-D
•
Meridian MAX

•
IVR
•
MAC

•
Admin. Plus
•
CCR

•
MAT
•
C-Plus

•
SL-1 PBX
•
Meridian Link

•
Galileo
•
Meridian Passport

•
Companion for M1
•
Microcellular

•
Companion for C200

•
Symposium Call Center Server
•
Magellan

•
Call Pilot



NOTE:  Products supported as of 6/99.

Meridian SL 100 TAS Service Request Guide TC  "Meridian SL 100 ETAS Service Request Guide" \l 1 
See NTP 555–4001–011
Meridian 1 Option 111–211
Meridian SL–100
Service Operation Support Manual

Appendix 1 TC  "Appendix 1" \l 1 
Process Map for COAMS Program TC  "Process Map for COAMS Program" \l 2 




Appendix 2 TC  "Appendix 2" \l 1 
Training Courses Available — Meridian 1 TC  "Training Courses Available — Meridian 1" \l 2 
To Register for courses taught in Richardson, TX, LA Palma, CA or Parsippany, NJ, call the Training Coordinator at (972) 684–8777 or 1–800–775–6835 Monday through Friday, 7:30 AM and 5:30 PM Central Time.

Meridian 1 Options 21E - 81C Switch Maintenance

Course Number


Course Name
Length of Course

200

263

300 

302

320


Meridian 1 Options 11-81C Familiarization

Meridian 1 Opt. 21E – 81C Installation and Maintenance

X11 Feature Administration      (or)

Database for Technicians

Basic Alternate Route Selection (BARS)
3 days

10 days

7 days

5 days

8 days

The BARS Option may not be used in limited cases.  Training requirements for this option will be reviewed on an individual bases.

Appendix 2 (continued)

Training Courses Available (continued) —Meridian 1

Meridian 1 Options (if equipped)



260

261

262

265

266

321

340

343

346

348

353

361

362

364

371

383
Meridian Data Service Installation, Operation, and Maintenance

Meridian 1 Digital Interface Products

ISDN PRA Installation & Maintenance

ISDN BRI Installation & Maintenance

Meridian Link Installation, Operation and Maintenance

Network Automatic Route Selection Feature Administration

ACD A-C2 Feature Administration

Meridian MAX Feature Administration

Meridian MAX Installation, Operation, & Maintenance

CCR Installation, Operation and Maintenance

CCR Scripting

Meridian Mail Feature Administration

Meridian Mail Installation, Operation & Maintenance

Meridian IVR System Installation and Maintenance

Meridian Mail Network Services

Meridian Administration Tool (MAT)
5 days

3 days

3 days

3 days

3 days

10 days

5 days

5 days

3 days

3 days

3 days

7  days

10 days

3 days

3 days

3 days

Appendix 2 (continued)

Training Courses Available  (continued) — Meridian 1

Meridian 1 Options (if equipped)



224

240

253

275

276

301

304

341

354

356

363

366

367

390
Option 11 — Installation and Maintenance

Meridian 1 Options 21 - 81 Maintenance

Option 61 C/81 Maintenance and Upgrades

Meridian 1 Systems Engineering

Meridian 1 Applications Engineering

X11 Station Moves, Adds & Changes

X11 Update Seminar – Release 12 to Current

Meridian 1 ACD A–C2 Feature Overview

NAC Feature Administration

Meridian Link/CCR Installation, Operation & Maintenance

Meridian Interactive Voice Response (IVR) Overview & Admin.

Meridian IVR Advanced Application Development

Meridian Mail Release 9 Update

ISDN PRI Application & Feature Administration
5 days

5 days

4 days

3 days

3 days

4 days

3 days

3 days

3 days

5 days

5 days

3 days

3 days

5 days

Training Maps — Meridian 1 TC  "Training Maps — Meridian 1" \l 2 
How to Read the Training Maps TC  "How to Read the Training Maps" \l 3 
To use the training maps, read each flow chart from left to right.  The box at the far left shows the job skills required.  The numbered boxes to the right indicate the courses needed to achieve the skills.

Appendix 2 (continued)

Training Maps (continued) — Meridian 1 Options 11 – 81C — Applications; TC  "Meridian 1 Options 11 – 81 — Applications;" \l 3 



Appendix 2 (continued)

Training Maps (continued) — Meridian 1 Options 11–81C — Applications; TC  "Meridian 1 Options 11–81 — Applications;" \l 3 



Appendix 2 (continued)

Training Maps (continued) — Meridian 1 Options 11–81C — Applications; TC  "Meridian 1 Options 11–81 — Applications;" \l 3 


* Optional
Appendix 2 (continued)

Training Maps (continued) — Meridian 1 Options 11–81C — Generic X11 Software; TC  "Meridian 1 Options 11–81 — Generic X11 Software;" \l 3 



* Optional

Appendix 2 (continued)

Training Maps (continued) — Meridian 1 Options 11–81C — 

Networking / Data Products; TC  "Meridian 1 Options 11–81 — Networking / Data Products;" \l 3 



Appendix 2 (continued)

Training Maps (continued) — Meridian 1 Options 11–81C — System Installation, Operation, and Maintenance; TC  "Meridian 1 Options 11–81 — System Installation, Operation, and Maintenance;" \l 3 



Appendix 2 (continued)

Training Maps (continued) — Meridian 1 System Engineering; TC  "Meridian 1 System Engineering;" \l 3 



Appendix 2 (continued)

Training Courses Available — Meridian 1 SL–100 TC  "Training Courses Available — Meridian 1 SL–100" \l 2 
Meridian SL 100 Options (if equipped)



400

441

470

481

500

502

504

506

508

541

546

565

566
Introduction to Meridian 1 Options 111​211 (SL–100)

Meridian 1 Options 111–211 (SL–100) Maintenance

Meridian 1 Options 111–211 (SL–100) Provisioning

Transmission Equipment Testing

Meridian 1 Options 111–211 (SL–100) Translations I

Meridian 1 Options 111–211 (SL–100) Translations II

Integrated Services Digital Network (ISDN) Overview

Meridian 1 Options 111–211 (SL–100) Feat/  Activation & Assignment

Meridian 1 Options 111–211 (SL–100) ISDN PRI Operations

Meridian 1 Options 111–211 (SL–100) ACD System Management

Meridian 1 Options 111–211 CC MIS Feature Administration

Basic Rate Interface ISDN (SL–100)

ISDN BRI Servord & Feature Activation
4 days

20 days

10 days

5 days

10 days

3 days

1 day

5 days

4 days

5 days

5 days

4 days

3 days

Appendix 2 (continued)

Training Courses Available  (Continued)— Meridian 1 SL–100

Meridian SL 100 Options (if equipped)



567

580

581

582

645
Feature Activation For ISDN/Non-ISDN Terminals

Meridian 1 Options 111–211 (SL–100)/ DMS 250 OM Implementation

Meridian 1 Options 111–211 (SL–100) Traffic Analysis

Meridian 1 Options 111–211 (SL–100)/ DMS 250 Maintenance Related OM's

SuperNode Operations
5 days

3 days

4 days

2 days

3 days

Training Maps TC  "Training Maps" \l 2 
How to Read the Training Maps TC  "How to Read the Training Maps" \l 3 
To use the training maps, read each flow chart from left to right.  The box at the far left shows the job skills required.  The numbered boxes to the right indicate the courses needed to achieve the skills.

Appendix 2 (continued)

Training Maps (continued)  — Meridian 1 SL–100 — Options 111–211 Applications; TC  "Meridian 1 SL–100 — Options 111–211 Applications;" \l 3 



Meridian 1 SL–100 — Features TC  "Meridian 1 SL–100 — Features" \l 3 



Appendix 2 (continued)

Training Maps (continued)  — Meridian 1 SL–100 Options 111 – 211 Translations; TC  "Meridian 1 SL–100 Options 111 – 211 Translations;" \l 3 



Meridian 1 SL–100 Transmission TC  "Meridian 1 SL–100 Transmission" \l 3 



Meridian 1 SL–100 Maintenance and Operation TC  "Meridian 1 SL–100 Maintenance and Operation" \l 3 



Appendix 2 (continued)

Training Maps (continued)  — Meridian 1 SL–100  Options 111 – 211  TC  "Meridian 1 SL–100  Options 111 – 211 " \l 3 
Traffic and Provisioning;




Appendix 2 (continued)

Training Maps (continued)  — Meridian 1 SL–100  ISDN Administration, Operation, and Activation; TC  "Meridian 1 SL–100  ISDN Administration, Operation, and Activation;" \l 3 



Appendix 3 TC  "Appendix 3" \l 1 
Warranty Information TC  "Warranty Information" \l 2 
Hardware and Software warranties are subject to contract negotiations between the End-User and the Authorized Meridian Distributor and therefore, only the standard Northern Telecom warranty for the appropriate market region /country will be discussed.

New system hardware is warranted for a period of fifteen (15) months from the date of shipment to Distributor, or for a period of twelve (12) months from the date such hardware is placed into service with an End-User, whichever period expires first. From the manufacture's position the warranty only covers the replacement of manufacture caused failures. Northern Telecom warranty does not cover any labor associated with the packing, shipping and receiving or replacement of defective hardware. Merchandise purchase of hardware is warranted for twelve (12) months from date of manufacture purchase. The warranty coverage is the same as above.

Group 1 and 2 Software is warranted for a period of fifteen (15) months from the date of shipment to Distributor, or for a period of twelve (12) months from the date such software is placed into service with an End-User, whichever period expires first; provided software is not altered by Distributor or End-User.  User defined defects (i.e. Specifications that a user wants changed in order to perform a certain customer application or functionality, however the software functions comply with the specifications of Northern Telecom's design) are not covered under warranty.  When functionality does not meet the design documentation, correction to the software will be delivered in a patch. Patches are a common part of any software system and are normally applied remotely by Northern Telecom personnel. Software fixes may also be contained in up issues and/or releases of software. Northern Telecom warranty does not cover any labor associated with patch delivery or applying an up issue and/or release of software.

Group 3 and 4 Software is warranted for a period of one-hundred-fifty (150) days from the date of shipment by NORTEL to Distributor, or a period of ninety (90) days from the date such Software is first delivered to an End-User by Distributor, whichever period expires first. 

Appendix 3 (continued)
Warranty Information (continued) 

Hardware and Software Transaction TC  "Hardware and Software Transaction" \l 3 
Northern Telecom does not offer any transaction related to the purchase or exchange of hardware or software to the COAMS participant.  The Authorized Nortel Distributor will conduct such transactions.  A COAMS Program participant must continue a purchasing relationship with an Authorized Distributors.

Secondary market hardware is not covered by Northern Telecom's warranty and any service activity related to this type of service transaction is subject to the normal CTS billing.

Appendix 4 TC  "Appendix 4" \l 1 
Technical Support for Customer Owned and Maintained Systems (COAMS) TC  "Technical Support for Customer Owned and Maintained Systems (COAMS)" \l 2 
Telephone Support for Meridian 1 (Options 11–81C) TC  "Telephone Support for Meridian 1 (Options 11–81)" \l 3 

Schedule
Current/Active
Sustained

Retired

7 AM to 7 PM
Monday thru Friday
$300.00 per hour
Not supported under the COAMS program. Please Contact your distributor for support.

7 PM to 7 AM
Monday thru Friday &  All day Saturday
$450.00 per hour
Not supported under the COAMS program. Please Contact your distributor for support.

Sunday / Holiday
$600.00 per hour
Not supported under the COAMS program. Please Contact your distributor for support.

NOTE:  Minimum 1 hour billing

On-Site Support for Meridian 1 (Options 11–81C) TC  "On-Site Support for Meridian 1 (Options 11–81)" \l 3 

Schedule
Current/Active
Sustained

Retired

8 AM to 5 PM
Monday thru Friday
$1,650.00 per day
(8 business hours)
Not supported under the COAMS program. Please Contact your distributor for support.

Overtime
$325.00 per hour
Not supported under the COAMS program. Please Contact your distributor for support.

Sunday / Holiday
$3,300.00 per day
Not supported under the COAMS program. Please Contact your distributor for support.

NOTE:  Minimum 1 day billing, plus travel and living expenses

Appendix 5 TC  "Appendix 5" \l 1 
Process Map for Request for Support TC  "Process Map for Request for Support" \l 2 



Appendix 6 TC  "Appendix 6" \l 1 
Process Map for COAMS Application TC  "Process Map for COAMS Application" \l 2 



 Appendix 7 TC  "Appendix 8" \l 1 
Hardware and Software Status TC  "Hardware and Software Status" \l 2 
CTS Hardware Support Definition TC  "CTS Hardware Support Definition" \l 3 
System Hardware TC  "System Hardware" \l 4 

Status
New
Parts
Available
System
CTS
Support

Engineering
Changes
Repair
Parts
Available

Active
Sustained
Retired
Yes
No
No
Full
Full
Limited
Yes
Yes
No
Yes
Yes
Limited

Hardware System Status TC  "Hardware System Status" \l 3 
Technical Support pricing is determined by the individual status of the hardware and software components.  Refer to the tables in this section for hardware and software product status.

Meridian 1/ SL–1 Hardware System Status TC  "Meridian 1 SL–1 Hardware System Status" \l 4 
System
Status


L

Retired


VL

Retired


VLE

Retired


A

Retired


LE

Retired


XL

Retired


M

Retired


S

Retired


MS

Retired


N

Retired


XN

Retired


ST

Sustained


STE

Active


RT

Active

NT
            Active


XT

Active

Appendix 7 (continued)

Hardware System Status — (continued)
Meridian 1/ SL–1 Hardware System Status (continued)
System
Status

Option 11
         Sustained

Option 11C
          Current

Option 11E
            Active

Options 21A
         Sustained

Option 21
         Sustained

Option 21E

Active

Option 51

Active

Option 51C
          Current

Option 61

Active

Option 61C
          Current

Option 71

Active

Option 81
          Current

Option 81C
          Current

Appendix 7 (continued)

Hardware System Status — (continued)

Retired Systems TC  “Other System Status” \l 4 
System
Status

Pulse 80

Retired

Pulse 120

Retired

OMNIFACTS

Retired

IMS

Retired

Applications Hardware Status

Meridian 1 Applications Hardware Status

ACD-D (DDP)
            Retired

ACD–MAX (HP Vectra)
            Retired

MAX-DEE
            Retired

MAX-SEE
            Retired

MAX-SNN
            Active

MAX-IPE
            Active

MAX-SNNE
           Current

MAX-IPEE
           Current

NAC 1 (HP Vectra)
           Retired

Meridian Mail MP

Retired

Meridian Mail SP

Retired

Meridian Mail Modular Option
          Sustained

Meridian Mail ST/RT Option
           Retired

Meridian Mail NT/XT Option
           Retired

Meridian Mail Option S Cabinet
           Retired

Meridian Mail Option X Cabinet
           Retired

Meridian Mail GP
           Retired

Meridian Mail Modular EC

Active

Meridian Mail Modular GP

Active


           

Appendix 7 (Continued)

Software Status TC  “Software Status” \l 3 
Northern Telecom has developed a software status system in order to provide quality software support.  Refer to the following table for Software Status.

Software Support Matrix TC  “Software Support Matrix” \l 4 
Product
Current
Active
Sustained
Retired

New Systems
Yes
No
No
No

System Upgrades
Yes
No
No
No

Release Updates
Yes
Yes
Yes
No

Addition Features/
Expanded Capacity (Note 1)
Yes
Yes
Yes
No
(Note 2)

Addition Bug Fixes Planned
Yes
Yes
No
No

Replacement Tapes/Disks Available
Yes
Yes
Yes
Yes

CTS Support
Full (Note 3)
Full (Note 3)
Limited (Note 4)
Limited (Note 4)

NOTE 1:
If addition of feature requires you to go to a generic/release, which 
is not supported on your system, you must go to the current 
software release.

NOTE 2:
If additional features or capacity are required, software must be 
brought to a sustained, active or current release.

NOTE 3:
CTS diagnoses and resolves software problems.

NOTE 4:
CTS support is limited to problem diagnosis.

CTS Software Support TC  “CTS Software Support” \l 4 
Type
Description

Full
CTS will diagnose and resolve software problems.

Limited
CTS support is limited to problem diagnosis.

Appendix 7 (Continued)
Software Status (continued) 

Meridian Software Status (Note 1) TC  “Meridian Software Status (Note 1)” \l 4 
System
Status

X03
Retired

X04
Retired

X05
Retired

X07
Retired

X09
Retired

X14
Retired

X37
Retired

X11.1
Retired

X11.2
Retired

X11.3
Retired

X11.4
Retired

X11.5
Retired

X11.6
Retired

X11.7
Retired

X11.8
Retired

X11.9
Retired

X11.10
Retired

X11.11
Retired

X11.12
Retired

X11.13
Retired

X11.14
Retired

X11.15
Retired

X11.16
Retired

X11.17
Sustained

X11.18
Retired

X11.19
Active

X11.20
Retired

X11.21
Active

X11.22
Sustained

X11.23
Current

NOTE 1:
This chart is not applicable to Option 11.

Appendix 7 (Continued)

Option 11 Software Release Status

System
Status

X11.16
Retired

X11.18
Retired

X11.20
Retired

X11.21
Active

X11.22
Sustained

X11.23
Current

Appendix 8 TC  "Appendix 9" \l 1 
Telephone Number Information List TC  "Telephone Number Information List" \l 2 
CTS  TC  "CTS " \l 3 
•
For reporting Meridian 1 or SL-1 technical problems

•
General questions about the COAMS Program.

1–800–766–3827
Training Center  TC  "Training Center " \l 3 
For registration for training classes and obtaining training information.

1–800–775–6835
or
(972) 685–8777
Nortel Information Center (formerly NT Crossroads) TC  "NT Crossroads " \l 3 
For more information on Nortel Information Center.

Nortel Information Center Help Line    (972) 684-1335
or  

       Customer Relations & Development Help Line





1-800-441-8737        Press 5 at the main menu
Distributor and General Northern Telecom Information TC  "Distributor and General Northern Telecom Information" \l 3 
For Distributor information or obtaining general information about Northern Telecom.

1–800–4 NORTEL (1–800–466–7835)
NTI User TC  "NTI User" \l 3 
For general information about Meridian 1.

(972) 684–8737 (NTI–USER)
Installation Support Hot Line for Meridian 1 Computer Base Training and Personal Computer Products TC  "Installation Support Hot Line for Meridian 1 Computer Base Training and Personal Computer Products" \l 3 
Supporting Computer Base Training, Helmsman, Compass, C-Plus, Meridian Administration Tool

1-800-775-6835 (CBT, Helmsman, Compass) or

1-800-766-3827 (C-Plus,M1 Admin.Tool)   Press 2 at Main Menu
Appendix 9 TC  "Appendix 10" \l 1 
Quality Audit Certified Distributor List TC  "Quality Audit Certified Distributor List" \l 2 
Listed below, for your convenience, are the Qualified Distributor Installation Auditors, that have meet the requirements needed to perform Quality Audits,.  Please consult the local telephone directories for addresses and telephone number.

QUALIFIED DISTRIBUTOR INSTALLATION AUDITORS
Distributor

Ameritech Services, Inc.

BellSouth Communications Systems, Inc.

GTE Service Corporation

Southwestern Bell Telephone Co.

Sprint-United Management Co.

US West Communications Service

Williams Telecommunications Systems

Attachment 1 TC  "Attachment 1" \l 1 
Meridian 1 — Customer Owned and Maintained Systems (COAMS) Registration Form TC  "Meridian 1 — Customer Owned and Maintained Systems (COAMS) Registration Form" \l 2 
For your convenience, please find attached a Meridian 1 — Customer Owned and Maintained System (COAMS) Registration Form.



 

MERIDIAN 1
CUSTOMER OWNED AND MAINTAINED SYSTEMS (COAMS)
REGISTRATION FORM

Please complete the information on this form. Authorized Signature is required. You may make a photocopy on this form for future registration.


System Serial Number:


System Type and Model (e.g. Opt.11E, SL-1 STE)


Software Generic and Issue (e.g. 1811,19.32)


Customer Name:


Billing Address:




Installation Address:




Email Address:


Type of Business:


Name and Telephone Number of Site Manager:





Please include printouts from LD22 REQ TID/REQ PRT   TYPE PKG/REQ ISS 
and Software Option and Serial Numbers





Name and Address of Distributor From Whom Materials Will Be Obtained:








List of Employees Authorized Under Maintenance Qualification Program (Use Separate Sheet If Necessary):


Tech 1

Tech 2

Tech 3

Tech 4

Name:








Social Security #:








Name and Date 








of Training 








Courses:


























I hereby certify that I have read the COAMS policy, agree to its terms and have verified that the above information is accurate and complete.

Print Name:



Signature:



Date:



  (Authorized Signature Authority)

                  (Title)

RETURN TO:





SL-1:
Nortel (Northern Telecom)






COAMS Administrator






2100 Lakeside Blvd., Mail Stop: 468/02/A40






Richardson, TX  75082-4399

Attachment 2 TC  "Attachment 2" \l 1 
Meridian Software License Transfer Agreement TC  "Meridian Software License Transfer Agreement" \l 2 
For your convenience, please find attached a Meridian Software License Transfer Agreement.

[image: image2.png]



MERIDIAN SOFTWARE LICENSE TRANSFER AGREEMENT

NORTEL NETWORKS INC. ("Nortel Networks") TELECOMMUNICATIONS PRODUCTS













("TRANSFEREE")

This Agreement is being executed because TRANSFEREE has purchased one or more voice/data telecommunications system(s) from a previously licensed end-user and requires ancillary rights to use certain Software, proprietary to Nortel Networks or its suppliers, in conjunction with that system or those systems.  This Agreement transfers the Software rights of use from the previous end-user to TRANSFEREE and explains the conditions of such transfer.

Nortel Networks has granted a personal, non-exclusive license (1) to use certain Licensed Software, proprietary to Nortel Networks or its suppliers, contained as an integral part of the Hardware; and (2) to install and use each item of Licensed Software not an integral part of the Hardware; and (3) to use the associated documentation.  No title, ownership rights, copy rights, patent rights trade secret rights, or other intellectual property right in or to the Licensed Software in whole or in part, have been granted.  Such rights shall remain with Nortel Networks or its suppliers.  Restrictions such as measured usage of applications based upon number of lines, number of ports, number of terminal numbers assigned, number of users, or other similar measures may limit the right to use Licensed Software.  Expansion beyond the specified usage level may require payment of an incremental charge or another license fee.

Nortel Networks considers the Licensed Software to contain "trade secrets" of Nortel Networks and/or its suppliers.  Such "trade secrets" include, without limitation thereto, the specific design, structure and logic of individual Licensed Software programs, their interactions with other portions of Licensed Software, both internal and external, and the programming techniques employed therein.  In order to maintain the "trade secret" status of the information contained within the Licensed Software, the Licensed Software has been delivered in object code form only.

Nortel Networks or any of its suppliers holding any intellectual property rights in the Licensed Software, and/or any third party owning any intellectual property rights in software from which the Licensed Software was derived, are intended third party beneficiaries of the License.  All grants of rights to use intellectual property intended to be accomplished by this transfer of rights are explicitly stated and no additional grants of such rights shall be inferred or created by implication.

TRANSFEREE warrants to Nortel Networks that TRANSFEREE is not purchasing the rights granted by this License transfer in anticipation of reselling such rights. 

TRANSFEREE shall:

•
Hold the Licensed Software in confidence for the benefit of Nortel Networks and/or its suppliers using no less a degree of care than it uses to protect its own most confidential and valuable information; and 

•
Keep a current record of the location of each copy of Licensed Software made by it; and

•
Use each copy of the Licensed Software only on a single CPU at a time (for this purpose, single CPU shall include systems with redundant processing units); and

•
Affix to each copy of Licensed Software made by it, in the same form and location, a reproduction of the copyright notices, trademarks, and all other proprietary legends and/or logos of Nortel Networks and/or its suppliers, appearing on the original copy of such Licensed Software delivered to TRANSFEREE; and retain the same without alteration on all original copies; and

•
Issue instructions to each of its authorized employees, agents, and/or representatives to whom software is disclosed, advising them of the confidential nature of such software and to provide them with a summary of the requirements of this license, and

•
Return the Licensed Software and all copies through an Authorized Distributor to Nortel Networks at such time as the TRANSFEREE chooses to permanently cease using it.

TRANSFEREE shall not:

•
Use the Licensed Software (i) for any purpose other than TRANSFEREE's own internal business purposes and (ii) other than as provided by the transferred License; or

•
Allow anyone other than TRANSFEREE's employees, agents and/or representatives with a "need to know" to have physical access to the Licensed Software; or

•
Make any copies of the Licensed Software except such limited number of object code copies in machine readable form only, as may be reasonably necessary for execution or archival purposes only; or 

•
Make any modifications, enhancements, adaptations, or translations to or of the Licensed Software, except for those resulting from those TRANSFEREE interactions with the Licensed Software associated with normal use and explained in the associated documentation; or

•
Attempt to reverse engineer, disassemble, reverse translate, decompile, or in any other manner decode the Licensed Software, in order to derive the source code form or for any other reason; or

•
Make full or partial copies of any documentation or other similar printed or machine-readable matter provided with Licensed Software unless the same has been supplied in a form by Nortel Networks intended for periodic reproduction of partial copies; or 

•
Export or re-export the Licensed Software and/or associated documentation from the fifty states of the United States and the District of Columbia.

TRANSFEREE may assign collectively its rights under this License to any subsequent owner of the Hardware, but not otherwise, subject to the payment of the then current license fee for new users, if any.  No such assignment shall be valid until TRANSFEREE (1) has delegated all of its obligations under this License to the intended assignee; and (2) has obtained from such assignee an unconditional written assumption of all such obligations; and (3) has provided Nortel Networks a copy of such assignment, delegation and assumption; and (4) has transferred physical possession of all Licensed Software and all associated documentation to the assignee and destroyed all archival copies.  Except as provided, neither the transferred License nor any rights acquired by TRANSFEREE through the License are assignable.  Any attempted assignment of rights and/or transfer of Licensed Software not specifically allowed shall be void and conclusively presumed a material breach of the License.

If Nortel Networks (i) claims a material breach of the License, and (ii) provides written notice of such claimed material breach to TRANSFEREE and (iii) observes that such claimed material breach remains uncorrected and/or unmitigated more than thirty (30) days following TRANSFEREE's receipt of written notice specifying in reasonable detail the nature of the claimed material breach, then TRANSFEREE acknowledges that the License may be immediately terminated by Nortel Networks and TRANSFEREE further acknowledges that any such termination shall be without prejudice to any other rights and remedies that Nortel Networks may have at law or in equity.

THE LICENSE DOES NOT CONFER OR GRANT ANY WARRANTY TO CUSTOMER FROM OR BY NORTEL NETWORKS THE LICENSED SOFTWARE IS PROVIDED BY NORTEL NETWORKS "AS IS" AND WITHOUT WARRANTY OF ANY KIND OR NATURE, WRITTEN OR ORAL, EXPRESS OR IMPLIED, INCLUDING (WITHOUT LIMITATION) THE IMPLIED WARRANTIES OF MERCHANTABILITY AND OF FITNESS FOR A PARTICULAR PURPOSE.  THIS LIMITATION OF WARRANTIES WAS A MATERIAL FACTOR IN THE ESTABLISHMENT OF THE LICENSE FEE CHARGED FOR EACH SPECIFIC ITEM OF SOFTWARE LICENSED.  

IN NO EVENT WILL NORTEL NETWORKS AND/OR NORTEL NETWORK’S SUPPLIERS BE LIABLE TO OR THROUGH CUSTOMER FOR INCIDENTAL, SPECIAL, CONSEQUENTIAL, PUNITIVE, OR EXEMPLARY DAMAGES OF ANY KIND, INCLUDING LOST PROFITS, LOSS OF BUSINESS, OR OTHER ECONOMIC DAMAGE, AND FURTHER INCLUDING INJURY TO PROPERTY, AS A RESULT OF BREACH OF ANY WARRANTY OR ANY OTHER TERMS OF THIS LICENSE, REGARDLESS OF WHETHER NORTEL NETWORKS AND/OR NORTEL NETWORK'S SUPPLIERS WERE ADVISED, HAD OTHER REASON TO KNOW, OR IN FACT KNEW OF THE POSSIBILITY THEREOF.  CUSTOMER ACKNOWLEDGES THAT THE FOREGOING SENTENCE REFLECTS AN INFORMED, VOLUNTARY ALLOCATION BETWEEN THE PARTIES OF THE RISKS (KNOWN AND UNKNOWN) THAT MAY EXIST IN CONNECTION WITH THE LICENSE, THAT SUCH VOLUNTARY RISK ALLOCATION WAS A MATERIAL PART OF THE BARGAIN BETWEEN THE PARTIES, AND THAT THE ECONOMIC AND OTHER TERMS OF THE LICENSE WERE NEGOTIATED AND AGREED TO BY THE PARTIES IN RELIANCE ON SUCH VOLUNTARY RISK ALLOCATION.
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MERIDIAN SOFTWARE LICENSE TRANSFER AGREEMENT

NORTEL NETWORKS PRODUCTS

INCOMPLETE FORMS WILL NOT BE PROCESSED.

Please place a check in the applicable box(es): 
( System Transfer
( Name Change Only



( Application Transfer

Switch Transfer

System Type:


Software Generic:

 
Release:


Issue: 


Switch Serial Number:




Option 11, Site ID:


Software Cartridge ID:


Application Transfer (Meridian Mail, IVR, etc.)

Application Type:


Application Serial Number:



Application Type:


Application Serial Number:



Switch Serial Number Application moving FROM:


System Type:


Switch Serial Number Application being moved TO:


(fill-in details in Switch Transfer section)
End User Data
BOTH THE TRANSFEROR AND TRANSFEREE SIGNATURES ARE REQUIRED BY NORTEL NETWORKS FOR THIS TRANSFER AGREEMENT TO BE VALID.  

Transferor (Previous End-User) Company Name, Address, and Telephone Number:

Address: 



Tel#: (       ) 



SIGNED:


DATE:



PRINTED NAME:


TITLE:



The person who signs below hereby assumes, unconditionally, all of the obligations of the previous end-user (Transferor) as specified in this document and has taken physical possession of all Licensed Software and all associated documentation.

Transferee (New End-User) Company Name, Address, and Telephone Number:

Address: 



Tel#: (       ) 



SIGNED:


DATE:



PRINTED NAME:


TITLE:


Nortel Networks Authorized Distributor



Company:



Office Location:



Contact:

 

Telephone Number:



MAIL OR FAX COMPLETED AGREEMENT TO:

Nortel Networks

Distribution Management/Contracts

Mailstop 38D/04/C40

2375-A N. Glenville Dr.

Richardson, TX  75082

Telephone: (972) 684-1496    Fax: (972) 684-3758
Attachment 3 TC  "Attachment 3" \l 1 
COAMS Renewal Application Form TC  "COAMS Renewal Application Form" \l 2 
For your convenience, please find attached a COAMS Renewal Application Form.



 

MERIDIAN 1
CUSTOMER OWNED AND MAINTAINED SYSTEMS (COAMS)
ANNUAL RENEWAL APPLICATION FORM
Please update the following information if changes have occurred. Authorized Signature is required. You may make a photocopy on this form for future registration.

System Serial Number:


System Type and Model (e.g. Opt.11E, SL-1 STE)


Software Generic and Issue (e.g. 1811,19.32)


Customer Name:


Email Address:


Billing Address:




Installation Address:




Type of Business:


Name and Telephone Number of Site Manager:





Please include printouts from LD22 REQ TID/REQ PRT   TYPE PKG/REQ ISS 
and Software Option and Serial Numbers





Name and Address of Distributor From Whom Materials Will Be Obtained:








List of Employees Authorized Under Maintenance Qualification Program (Use Separate Sheet If Necessary):


Tech 1

Tech 2

Tech 3

Tech 4

Name:








Social Security #:








Name and Date 








of Training 








Courses:


























I hereby certify that I have read the COAMS policy, agree to its terms and have verified that the above information is accurate and complete.

Print Name:



Signature:



Date:



  (Authorized Signature Authority)

                  (Title)

RETURN TO:

SL-1:
Nortel (Northern Telecom)

COAMS Administrator

2100 Lakeside Blvd., Mail Stop: 468/02/A40

Richardson, TX  75082-4399

Last Page

This is the last page of this document. It is provided so that the reader is assured of holding a complete document.
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