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System Description 
iCare-360 is a secure and consolidated intranet-based account information portal used by Windstream personnel 

(internal and partners) in supporting Windstream’s customers.  The system pulls and displays account information from 

various IT systems real-time, and was created as an intended replacement for the MSS-account-centric “CCI Tool”.  

iCare-360 allows for account search-and-display by various Business and Customer search criteria, and provides a 

snapshot of the account’s contacts, hierarchy, billing, service, and support details.  iCare-360 also provides some basic 

update functionality including administration of customer contacts, billing addresses, account profiles, consolidated 

notes and document management (uploads, downloads, etc.).  

Background 
As part of the iCARE initiative, enhancements to the Customer Relationship Management (CRM) and Consolidated 

Customer Information (CCI) systems were made.  These enhancements are identified in the following sections.   

iCARE 360 Account Search 

Search Engine - Business Search 

 

Users can utilize the iCARE Three-sixty Business search engine by entering the Customer’s full or partial name Account 

Name; Customer MSS or RIO Account Number; RIO/MSS/ or Clarify Ticket Number;  or a 10 digit NuVox assigned 

Telephone number (without dashes, dots or spaces or parentheses!) 

Search Engine - Contact Search 

 

Users can utilize the iCARE Three-sixty Contact search engine by entering the Customer’s Contact Name; Email 

Address or Contact 10 digit TN  (without dashes, dots or spaces or parentheses). 

Note: If your cursor is in the search box after you enter the information, you must hit “search”  to begin the search. 

 Note: Number searches do not support partial telephone or account info even if you use the”%” wild card. 

Note: The name search function uses the “starts with” logic, and will display all accounts that start with the exact 
letters you entered.  To search for the word or words you have entered anywhere in a customer’s name place a “%” 
wild card in front of the words.  Capitalization does not matter. 
Wild card searches take much longer!! 

Example:   Enter the word bank. Search results will return 108 Customers whose name BEGINS with bank. 
Enter the word %bank%. Search results will return 1122 Customers whose name CONTAINS the word bank. 
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Query results for %bank% 

Results are initially sorted by 

Account Number.  

You can change the way the 

results are sorted, by clicking on 

the arrow buttons located 

next to the billing account 

number, account name, status 

and billing system. 
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Filtering Options 
The Filter option can also be utilized to limit your search by placing a complete or partial of billing account number, 

account name, status or billing system. 

 Note: The filter will only work on the current column which is selected for sorting. 

In my example I have sorted the status and billing system in ascending order and used the filter to show me all the 

Customer Names with the word “Bank” and then “Cold” 

Query results for %bank% sorted by Cold 

 

To access an account, click on the hyper link for the account name. 

 Due to content, some accounts may take longer than others to pull up – clicking on the link multiple 

times WILL NOT pull your account up in a shorter amount of time! It will actually delay your search! 

This will bring you the customer’s Account Summary information screen. 
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Summary Tab 

 
 

 

Account Header Information 
In the header of the page the following information is displayed: customer full name, account number, billing 

relationship of “stand-alone”, “child” or “parent”, and the status of the account of “Active” or “Inactive”.  
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Customer Profiles and Profile Flashes 
Customers that have Profile indicators and added Profile flashes will have them displayed as the first entry on the 

Customer Summary page.  

 

Related Accounts 
If and account has a billing relationship of “child” or “parent” then a box under Account Information section will appear 

labeled “Related Accounts”. If you are on the parent account all child accounts will be displayed.  If you are on a child 

account only the relationship to the parent account will be displayed, and the other child accounts will not be displayed.  

You can jump to the other related accounts by clicking on the highlighted account number in the “Related Account” 

details.    

Related Accounts Display 
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System IDs 
The 'System IDs' section of the Summary page displays all the ID numbers for an 

account as recognized by various IT systems, and also the status of the account 

in each system (as applicable). 

 

 

 

 

Billing Information 
Billing Information displays the customers billing account number, Billing system, Bill cycle, suspend status, last payment 

and the payment date. It does not display current amounts or un-invoiced payments. 

 

Billing Address Edit 
The customers Billing Address can be edited via 360 but will require a signed document on company letterhead to 

process the change. The upload of that document to the Customer’s folder is required prior to the Billing Address being 

updated. Changes to the Billing Address will prompt an email to the customer notifying them of the change. 

To edit and address: 

 

 Click   
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 Make your edits using the Edit screen 

 

Changes to the Street address and Suite numbers should be performed in Address Line 1. 

Changes to Floor numbers, Building numbers or other indentifying address should be perfomerd in the Address Line 2. 

Changes to the Attention To Contact will remain a manual change. The current Edit fields in iCARE 360 do not 

accomadate the Attention To changes. 

Edit Billing Address Window 
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Billing Address Display - iCARE 360 Summary page 

  

Billing Address Display – RevChain Delivery Information  

   

 

 Click  to save your edits 

Edited addresses are validated. If you enter an invalid address you will receive the following message:  

 

 

 Confirm your changes.  
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Some user groups will have the ability to change the Billing address without e-notifying the customer. This can be done 

to correct mistyped information or add missing information. Internal changes will not prompt an email to the customer 

notifying them of the change.  An Internal Request button will appear only for those who have the security approval to 

perform this function. 

 Select the Internal Request button to bypass the document upload function. 
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Tools Tab 

 
The Tools tab offers a few handy selections, but one of the most useful ones is the new Customer Profile Admin tool. 

Customer Profile Admin 

 

 

The Customer Profile Admin tool permits authorized users to add or remove Customer Profiles to or from an account.  

Unauthorized users get an error message in red if they attempt this action.   

Authorization can be granted on a per-profile basis. 
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Billing Tab 

 

Billing Services  

 

Click on Billing Tab and then Billing Services to display the Billed Services in RevChain 7. 

Unclick the “Show Active Features Only” to display Active and Inactive billing items. 

Billing Service page also displays the Total Number of Services and Total MRC.   

 

Click on “view connections” to view connection numbers when available. 
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Click on “view” under features to view billed features, Quantity, Rate Plan, MRC, Status, Start Date and End Date  

(where applicable)   
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Billing History  

 

Click on the Billing History page to display the current and historical billing information for a customer. 

Current Balance 

Displays the customers Current Balance information. 

 

 

Statement History 

Displays the customers Current and Historical Statments. 

 

Payment History 

Displays the customers Payment History . 
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Pending Payment History 

Displays any Pending  Payment History the customer may have. 

 

Other Payment History 

Displays any Other  Payment History the customer may have. 

 

Tax Exemptions  

Displays any Tax Exemptions the customer may have. If the Tax Exemption column displays zero then the customer does 

not have any tax exemptions.  
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You can view the Exemption Details by clicking on view (RC7 Only). This will display the name of the tax, the Level and if 

the customer currently has a tax exemption for that tax. 
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Notes Tab 

 

View Notes 
Click on Notes tab and then View Notes 

 

Initally notes will be sorted by system type,  however you do have the ability to resort them by creation date, type id (if 

applicable), date of note, user who entered the note, note description (if applicable),the note itself (accessed in it’s 

entirety by clicking on the hyper-link) Wether it is a system auto note, circuit note or if it is in a follow up status (if 

applicable). 

The filter option can also be ultized to limit your search even further. 

Only RIO notes displayed in the Request number notes will be displayed in 360. All other notes including Hot Ticket and 

Credit Notes will not be displayed at this time. 

Notes Display 
Recent notes for the last 60 days are displayed as a default.  

To display every note for that account click   

To return to the 60 day display click .  
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Create Notes 

You can add a note to the 360 Consoldiate notes page by clicking on   

and then completing the below form:  

The “required” indicators indcate information that is required prior to creating a note. 

 

System = The System TYPE with Account Number. 

Case Number = Clarify Case Number 

Order/PSR = RIO order/MSS PSR number 

Exchange carrier circuit id = Exchange carrier circuit id for the notes 

User= Person entering the note (Network Login) 

Description = Note Description ( Full Disconnect, Clarify Open Codes) 

Note = Your Note 

Internal Only = Displays as an internal note in Clarify 

Circuit = Is this a Circuit note (MSS and RIO) 

Follow up = Clarify Follow up action 

Due date = Due Date that Follow up action is due  

 Notes added to the 360 Consoilidation page WILL NOT be displayed in the corresponding systems! The 

added note will only be viewable from the 360 view! 
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Contacts Tab 

 
Contacts are displayed in detail and can be added, edited and deleted via the 360 Contact page. Changes made in 360 

will update Clarify, MSS and SAT with the updates. 

 

Contact Management Summary 
 

The Summary page only displays the following contact types:  

- Primary, Secondary, Billing, and On-Site Coordinator.  

Any contact email addresses displayed are also "mailto" hyperlinks 

that can be clicked to launch a new email message to that contact. 

Currently, the Primary contact type is set with a minimum quantity 

limitation of '1' and an unlimited maximum. Therefore, to delete a 

sole primary contact right now, you first need to add a second one.  

(Note: A 'Replace' process is planned for a future release.) 

The "view all contacts" link will take you to the full View/Edit Contacts page. 

 

The contact types that require special authorization to add, edit or 

delete are:  

- Primary, Secondary, Billing, and Data Center.  

To update these contact types, you need to either select the Internal 

Request button for changes not being requested by the customer 

(assuming you have access to see this button at the bottom of the 

Confirm Update screen), or upload a signed permission document on 

the customer's letterhead (.pdf). This document uploads to the 

"customer folder" for that account and can be viewed via the 

Customer Folder link on SAT's "Closing Documents" screen. 

Upon uploading a permission document, the primary contact is sent an 

email notification informing them of the contact addition/edit/deletion. 

Contact edits made via iCARE-360 also update Clarify, SAT and MSS.  
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When a contact is "deleted", it gets set to "Obsolete" in Clarify.   

If you delete a contact that is also associated with another account, it will also disappear from that account.  

Associations with other accounts can only be viewed when in Edit mode for a contact - they appear at the bottom-right 

in the Edit Contact Roles section. 

To remove a contact from one account without affecting other accounts with 

which that contact is associated, go to the Edit Contact Roles section of the 

Edit screen and remove all of the contact's Roles on that account instead of 

deleting the contact.  

An "obsolete" contact in Clarify (one that was deleted via iCARE-360) remains 

in the database and can be reactivated again by creating a new contact of the 

same name and phone number and then choosing to associate it with the 

existing one that displays in the Associate window.  (All contacts in the 

database - active, inactive and obsolete - are queried by the 'contact association' code.) 

If a contact has an assigned role that is not one of the current 13 standard contact roles, it will show under Legacy Contact Roles.   

If this role gets deselected and a standard one is selected in its place, it is not possible to change it back to the old legacy role.   

If there are no legacy roles assigned to a contact, the Legacy Contact Roles section as a whole will not display in this Roles screen. 

 

Any time contact info gets added/edited/deleted, an entry gets added to the consolidated Notes page for each associated account; 

including a date-time stamp, whether the edit was an Internal Request (internal_request  : 1), and the username of the editor. 
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View/Edit Contact 
 

Click on  

 Select the Contact you wish to edit. 

 Edit Information  

 Click Save 
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Edit a Contact belonging to Multiple Site id’s 
 

If your Contact belongs to Multiple Sites you can update all sites from the account you are editing. 

When making a change to the Edit Contact Details you will update that Detail information on ALL sites that Contact is 

associated with. 

When making changes to the Preferred Method of Contact: 

 Select the specific site that you wish to edit. 

 Make edits 

 Click Save 

This will save that information for that Site Id only. 

When making changes to the Edit Contact Roles: 

 Select the specific site that you wish to edit. 

 Make edits 

 Click Save 

This will save that information for that Site id only. 
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Create New Contact 
 

Click on . 

 Fill in the new contact information. 

 Click “Create” 

 Contacts will be added to Clarify, SAT, MSS and RIO. 

Associate an already existing Contact 
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Create/Edit Primary, Secondary and Data Center Contacts  
When updating or editing Primary, Secondary and Data Center Contacts the customer must have a signed document on 

company letterhead to process the change. The upload of that document to the Customer’s folder is required prior to 

the Contact information being updated. Changes to these Contact types will prompt an email to the customer notifying 

them of the change. 

Contact Rules 

Primary 

Accounts can have only one Primary Contact Type. If your account has more than one primary you can delete 

the duplicates but one must always remain. You cannot delete the last Primary Contact you may only edit it. You 

can create a Primary contact only if one does not already exist. 

 

Data Center 

Accounts can have only have up to five Data Center Contact Types.  
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To upload a document: 

 Click Upload Permission(s) File. 

 

 Select customer’s document. 
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 Confirm your update. 

 

 

Create/Edit Primary, Secondary and Data Center Contacts - Internal Edits 
 

Some user groups will have the ability to change Primary, Secondary and Data Center Contacts without a document 

upload. This can be used to correct mistyped information or add missing information. Internal changes will not prompt 

an email to the customer notifying them of the change. 

 Select the Internal Request button to bypass the document upload function. 

 

 The internal Request button will only appear for those who have the security approval to perform this 

function. 
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Deleting Contacts 
To delete a contact via 360: 

 Select the Contact you wish to delete from the Contact Edit Screen. 

 
 

 Click the red “X” button. 

 Confirm you wish to delete that contact by clicking yes. 
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Activity Tab 

 
You can view the Activity of current or historical Clarify Cases, MSS orders, Proposals, RIO Hot Tickets and Historical RIO 

Trouble Tickets associated with a particular account by clicking on the appropriate sub tab under the Activity tab. 

 

 

Clarify Cases 
The Clarify tab displays the customers current and historical Clarify Ticket.  
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Clicking on the Clarify ID will bring up the Detailed Case Report that you can find from the current Clarify Case viewer. 
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MSS Order 
The MSS Order tab displays the customers current and historical MSS Orders.  

 

Clicking on the MSS Order  will automatically take you to the specfic PSR Detials found in the CCI tool for that customer. 
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Clicking on the Provisioning Plan link will take you to the task  list in the Provisioning Plan and display the Status, Due 

Date, Current Work Queue ID and Completion Date if applicable of all task inclueded on that order. 
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Proposal 
The Proposal Tab displays a view of the customer’s Proposal History. 

  

 

RIO Hot Tickets 
This page displays all (un-archived) hot tickets in RIO for the selected account. You may click on the request number link 

to view the request order details.  
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RIO Trouble Tickets 
This page displays all (un-archived) trouble tickets in RIO for the selected account. You may click on the request number 

link to view the request order details. 

 

 



38 

Design Tab 

 

MSS Design 
Displays current and historical circuit design information 

 

RIO Design 
Displays limited (POTS) current design information.  (Only RIO Channel Pair and Switch Inventory) 
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IP Information 
Displays limited (POTS) current design information.  (Only RIO Channel Pair and Switch Inventory) 
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Documents Tab 

 

Document Manager Functionality 
Document Manger provides a secure interface for the controlled collection and administration of all customer account 

document files, from proposals to sales to account maintenance.  This interface is launched from within SAT (closing 

docs) and Account Folder Search tool (TBS Add-On), as well as from within iCARE-360. 

Access to these documents is governed with user rights particular to the role of that user.  For example, sales personnel 

will be able to upload and download documents but will not be allowed to edit or delete them. 

The following are the functional requirements for the UI: 

 Ability to upload document files via a browse-to method. 

 Prohibit uploading the same document twice (same name). 

 Ability to download document files. 

 Ability to delete document files with confirmation warning. 

 Ability to save and edit the following specifics related to the document file: 
o Document Type 
o Proposal ID 
o Order NBR 
o Required flag 
o Created Date 
o Last Modified Date 
o Description (free text field) 

 Ability to restrict certain of the above functions per user group; namely: 
o Ability to delete document files 
o Ability to edit "File Information" 

 

Document Manager Access 
Selecting the "Customer Fldr" button in SAT, the "Documents" button in iCare Order Config, or the "Documents" tab on 

an account loaded in iCare-360 will all bring you to the Document Manager screen for that account. 
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Document Manager Buttons 

 

File Upload 

  

  

File Download 

  

Edit File Info 

  

File Delete 
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CSR Tab 

 

CSR Details 
A printable CSR page is available for each account displaying Telephone Numbers as well as Services & Features. 

 

 

 


