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NORrON VA ARS WORK CENTER DISASTER RECOVERY PLAN 
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Related Document Title 
A R S  Scnicc Recovery Quick Refercncc ~~ last version dated: 10105 (author: Bob Kisic) 
Systcn1'.4pplication Kecovery Plan ~ I n ~ ? r i ~ o l  AT&T UYC only) 

SEC'?'ION ONE 

1.0 Pl.-\N SUMM,V(\' 
This Disaster Kecoverv Plan urovides the rcauired methods and nrocedures necessarv to recover all critical business 
proccsscs'functionolity as identified by the Work Center in the went of a disaster. DK Plans are maintained and distributed 
using the drsignatcd AT&I' UR planning sofrwarc tool. Living Disaster Recovery Planning Systems (LDRPS) from Strohl 

'l'liis ilricuincnl is 111 ~c~ . ( i rdance  v i t l i  and is supportzd by AI'Krl' Business Continuity Services (DCS). BCS provides global 
direction and support to A-l&T Divcrsiticd Businesses ~ Call Servicing and is rcsponsihlc for the development and 
dirii~ibutimi ol.rclatcd standards. 

This docunient has bren written hy, IS being maintained by, and is the property of 
changes to this document musl he directd to the Call Servicing Plan Steward / A 
Appendih A ofthis plan 

The i\'I'&T Work Cenler Disaster Kccovcry Plan template has been written, is maintained by, and is the property of AT&T 
BCS. Upon cmupletion of the template. the resulting work center DR Plan becomes the property of the Work Center for 
whish ttw plan is writtcn. 

Call Sewicing. All inquiries or 
tant Plan Stewards identified in 

I . I  SCOPE. I ASSUMPTIONS 

SCOPE 

The >cope of this Norton VA AT&1 Relay Services ( A R S )  Work Center Disaster Recovery Plan ( D W )  describes how the 
personnel will respond to only Work Center specific andor significant process emergencies, or disasters, that render part or 
all 0 1  this physical site location or prouxscs unattainahle or not viable. This DRP will detail the activities to consummate 
business continuity through the transfer of the critical business processeshnctions to an alternate site. 

This DKP does not address any oT the following: 
e:. Rebuilding of the original site 
-3 Relief Activities 
0 Incident Management or Response - 
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-3 I'mcrgcncy Action Plan 

:\SSIIMP IIONS 
rlre following assuniptiuns are essential to the successlll implementation of the plan: 

f. 
*:+ 
f- 

.4 lull complemcnt o t  trained key pcrsonnel is available tv implement this plan. 
Recovery site(s) have bccn obtained and is functional. 
(Ithcr related component plans are cumpletc, tested. and available (where rcquired, eg., Service Recovery Quick 
Rehence) .  
(Irganizatims ~ x t c r n a l  tv the corporation such as government agencies, vendors. cnstoiners and others will he 
reasonably cooperative during thc recover) period. 

I . ?  WORK CENTER ~~ l~SCRl IYI ' lC~N 

Nor ton  \'A /\US providcs K l K T  Relay Services to wstviners that are deaf, hard-of-hearing, or speech-disabled by typing 
thcn conversation using a tent tclephone (TT/?'TY). A customer that is deaf-blind may use either a text telephone (TT) or a 
telchraille telephone (TR). A skilled Al'&l' CominunicativIis Assistant (CA) or Relay Associate (RA) relays the message by 
reading i t  to the hearing person at the vthcr end. The CA or RA then relays the hearing persons spoken words by typing 
thcm hack to the T l T T Y  User. Each call is handled in strict confidentiality, with the utmost accuracy and sensitivity. 

CA's or R A ~ s  arc avnilahle 24 hours a day, 7 days a week, from wherever a customer calls. The customer can simply dial 1- 
XI)O-X?8-I  140 (Voice), I -XOO-X2X-I  I20 (TTY) or 71 I on their text telephone. When the CA or RA answers, they type in 
the kind of call they wish to make or the request for whatever information is needed. 

CA's  (?r b \ ~ s  call assist with the following typc of calls: 
calllng card calls 

collect calls 
perwn-to-person calls 

directory assistiiiice 

calls billed to a third numbcr 

calls frum il puhlic phone 

lhere itre 3 ARS Centers acrosb the country: Norton VA; Augusta GA; New Castle PA. There are approximately 105 ARS 
Communication Assistants in Norton, Virginia. 

'The Norton VA A U S  work center is located at 83 1 Park Ave. SW, Norton, VA and all work functions performed in this 
work Ceiiter have hccn identitied as critical. 
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i .3 RECOVERY STlL41'EGY AND OBJEVIIVES 

In tlic event the Norton VA ARS Center has bcen impacted resulting in the unavailability of the center, the Norton VA ARS 
Ilisirster Kecovery Team Leader (DRTI.) or their back-up activates the Work Center Disaster Recovery Plan (DRP) and 
instnicts appropriatc pcrsoimel, including thc Operations Management Center (OMC) and the Technical Service 
Administrator ( . ISA).  The 'l'S.4 will work with the Service Rccovery Manager, Bob Kisic, and the OMC to redirect traffic 
11) other Centcrs as appropriate. 

0 1 3 . l I ~ ~ " l  IVES: 

+:* 
-3 
*:* 
*:* 
f. Ideutifj. any security requirements. 
+:e 

+3 

State the required recover time frame for proccsses or work functions. 
Ctatc the strategy and procedures for recovering or re-routing all critical and important business functions. 
Ilocunient all assigned resources and relocation plans. 
Managc all personnel. customer, facility. environmental. and technology issues at the time of a disaster. 

Identify critical data stored on-site. and olf-site sturage facilities and retrieval procedures. 
identify: recoven- tcams. furnish contact infomration and responsibilities, applications and software, customers, and 
:.endori. 
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l 3 \ \ O R K ~ L - N I L - R 1 ’ l ~ O ~ I I  k 

fhis x c t i u n  provides details oithe architccture o C  the Norton VA Work Center. 

I ./.I WORK CEN’l l iR I’R(~)FII~,E TABLE 

Nortoti V A  ARS 

105 Communication 

SECTION TWO 

DISASTER NOTIFICATION RESPONSIBILITIES 

The Norton VA A K S  on duty supervisor will notify all DR Team members in the event that a disaster is declared at the 
work center. Each primary and alternate team member will he contacted either at work, by pager or at home, as appropriate. 
All team members will be briefed on the current status, and a DR conference bridge may be established to discuss the 
activation of the DR procedures in this manual. 

2 1 DISAS 1 ER KFCOVPRY I OG 

In the event that this DK Plan is activated, the Work Center DR Teams must maintain a journal of all Disaster Recovery 
activities and events. Any modifications made to the procedures used during the recovery will then he added to this DR 
Plan. The log can be found in Appendix M. 

2.2 TF.AMS 

A list of the Disaster Recovery Teams with contact information is available in Appendix A 
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Disaster Recoverv 'lean] 
rhhc, Pi\nitc,r Kct,ovw~. 7 i v m  (OKT) is to managc i l ic wrrall  disaster recover). effort at the recovery site and is comprised of 
ihe folhwing: 

Norton \:A .4KS Dimster Rccovery 'Team (DK1')  
orcc Center (Operations Management Venter) . CX'S  supp@rt 'I ran1 

Technical Scwicc Administrator (TS.2) 
Scnicr Recover) Manager (SRM) 

Perfomlance Support X Mcasurcmcnts (PS&M) 
C(~'S Channel Manager ~ Domestic & International 

Key Relay Team Member Responsibilities 

The responsibilities of the Norton VA UR 'leani: - Along with the SRM. the OMC. and the TSA. the Norton VA. IIR'I' assists in thc decision to activate the Disaster 
Kecwery I'lan. 
1 II  ensure the Vommonication Assistants arc wceiving the proper information. 

The responsibilities of the Operatinns Manacemelit Center ( O M 0  arc: 
Ilic (unction of the OhlC. during both normal business operation well as in a disaster scenario, is to work with 
the SRM, the 'ISA and the DRT in inanaging the traffic reroute strategy to ensure proper force levels across AKS. 
I hey are contacted by the aikcted site on-duty supervisor, they work with the SRM, the TSA, and the recovery site 
fur rccovery. and also act as a back up to the SRM 

The responsibilities of the CCS Support 'Team : 
Thr RSST is rrhponsiblc for managing work ccntcr techni,l~)gy-related recovery of data for those applications 
internally supported, maintained and managed. from the disaster-impacted site to their alternate location(s). Their 
niission is to assist i n  the transfer o f  lhe work center's processes to their altematc locations within the Recovery 
Timc Ohjcctiye. including critical data recovery 

The  responsibilities of the Performance Support & Measurements (PS&M): 
The PS&M Team is responsible Tor providing Coinmunication Assistants (CA's) with methods on emergency call 
handling. They are also responsible for posting emergency messages to provide CA's with updates on disasters. 
In addition to their primary roles, thc PS&M POC also provides back up to the CS Channel Manager. 

The responsibility of the Technical Service Administrator (TSA): 
The TSA is responsible for managing work center ARS position equipment related impacts. 
Additionally, for work center specific impacting disasters, the TSA also manages the completion of any trouble 
tickets that may effect the ccIIIer. to insure no greater impact tu the customer than those defined by the process 
owner. 

The  responsibilities of the Service Recovery Manaeer (SRM): 
'The SRM is responsible for implementing all customer reroute procedures, documented in the A R S  Service 
Recovery Plan. They are contacted by the on site manager, the OMC or the TSA. 

The Service Rccovery Manager. (along with the DRT, OMC and the TSA), make the decision to activate the 
Disaster Recovery Teams. 

Establish a point of contact to the Incident Management Operations Center, if appropriate. 
The SKM, DRT and OMC evaluate the recovery effort effectiveness; decide on making adjustments as necessary 
Maintain a log of all disaster recovery plan implementation activities. 

. 
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- (-,induct a p m -  recovcry dehrirling. 
C'onunuoicate rcal time infomiation a s  disaster is occurring. 'lhis is done via the AKSSK or the nftemergency 
t,n,adc;ist codc 

SECTION THREE 

3 0 RI C (11 I.RY AC'TIVI I Y I1  O W  (Proprietary Information Kemoued) 

'l'lie actual detailed recoL'ety steps are outlined in Keco\er). Steps in Appendix B. These recovery steps are documented 
\iith thc team name\, responsibilities and sequences. as well as the detailed tasks required for recovery and verification. 

The Call Servicing DRTL or thcir back-up notitics the appropriate contacts to implement this disaster recovery plan. If the 
L)KTL~ or thcir back-up is not availahle, anyone within the disaster-impacted Work Center can notify the OMC and teams 
in\;nlved in the process recovery. Once notification has heen received, the transfer process involves the Work Center 
pmoiinel at the alteniate Iocatiiins. .A process flow niay be included at the work center's discretion at a later time. 

I t  Noimm AKS is unamilable due to ai l  emergency situation. calls will tlow to other Centers. depending on the impact. 

SECTION FOCR 

3 11 M 4 I N  I I NAN( I 

1)ISASlER RECOVERY bIAINTENANCE 

,\ti ongoing. comprehensive, aiid well documented Disaster Recovery Plan is essenlial to ensure that this Business 
Division's Critical Work Center has corrective controls in place which would minimize the loss of revenue and or service in 
thu cbmt o f a  disaster. There arc three primary objectives to be achieved with this maintenance program: 

I 
2 
3. 

To ensure the readiness of this Work Centers recovery proce 
ro document timely modifications to this Plan as appropriate. 
So periodically review this Plan with the DK'Ieani and the Recovery Service Provider (RSP) to ensure that it 
rcrnains current and accurate. 

NANCE RESPONSIBILITIES 

The Plan Steward i Assistant Plan Stewards are rcsponsible for maintaining this Work Center DR Plan. All critical work 
crnter component Disaster Recovery Plans must be reviewed at least annually for maintenance and update. All changes, 
modifications, or updates to lhis DR Plan should be directed to the Plan Steward / Assistant Plan Stewards. It is the 
responsibility of each DR Team Member to ensure that the version they are using is the most current., Each member of the 
DKT should have a current paper copy of the DR Plan off site. 

4.0.1 MAINTENANCE I.OG 
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NORTON \'A ARS WORK CENTER DISASTER RECOVERY PLAN 

An atidit trail of request changes. tlic pcrson reqiiesting thew changes, and the disposition of the change request must be 
mninlnined by the Process Associal? ;issigned by the work center o r  thc process owner and updated in Maintenance Log 
-1 lie %laintenance I og can bc found i n  Appendix L. 

4. I I-SkKC'ISI 

S(:HI-Dl~:I l i  tXERCISI: 
Disaster Recovery Work Ccnter Plans must be excrcised regularly. This ensures that the plan works as intended and the 
clemcnt(s) being exercised (tested) can be recovcred within the required time frame. Deficiencies are identified and 
concctcd. and personncl are adequately prepared to perfonn their assigned activities during a disaster. Exercises are a 
required elemcnt in the .4 
Thc iiiinimal criteria for exercise schedules is 11s follows: 

T Srundui-d.for Ilisustt~r Rrcovcr?. Cerl@alion and Assurance Criteria. 

+f Annual DR Plan Walk-Through. 
*:* Annual Single or Multi-Component Simulation exercise is required for those components classified as critical 

which support a business processes. I'his cxcrcise must be scheduled by the Business Process Owner and 
coordinated u i t l i  t3usiness Continuity Solutions. 
All critical DR Plans which support busincv pmcess(cs) classified as importnnl must be exercised in a Component 
tir htulti-Component Simulation every cigliteen (18) months. 

+:* 

DR E.WRClSl< R.5X'ONSIBII.ITIES 
Plnn Steward / Assistant Plan Stewards 
* C~ioi~dinate o r  participate in all pre. during and piist cxcrcise meetings 
* I'nmip contact for  Call Servicing 
* I:nsure tlrat all required work centu  participanls arc represented through all phases of the exercise 
* linsurc that all Call Servicing Work Center IIR Team members contact information is accurate 
* Cnordinatr the de\'elopmcnt of the scope, objectives and team list for the exercise 
* ('i~ordinatc thc de\clopnicnt of the disaster recovery timeline using data supplied by the DR team 
* I'articipatc i n  problem rcsolution for Work Center recovery that may impact the exercise schedule 
* :\ssisr in  coordinating a11 nicetings on problems encountered and their resolutions 
* Keprcscnt Call Servicing on the daily status calls during the operating system recovery 
* Participate on thc open bridge during the recovery of the Work Center 
* Monitor application recovery progress to ensure that documented recovery procedures are being followed 
: (iathcr the Modification Request Forms and verify complete (no duplication) and provide to CS Project Mgmt 
* Conduct the post exercisc revicw 
* I'rack and provide status Cor a11 outstanding work center issues resulting from the exercise 

Work Center DRTeam 
* 
* 
* 
* 

I';irticipatc as needed in  all pre, during and post exercise meetings 
Provide input to the preparation of all  exercise documents (scope, objectives, timeline) 
I'i~ovide support for related problems identified during the exercise 
l'articipate in the recuuery where specified in the DR Plan 

APPENDICES 

PI.F:,\S12: YOI~F:: Portions 111 tliir dnciimen~ have hccii ecliled l o  reinove iiT&-r's Proprietary isforniation 

Scplcmhcr 2007 
\'emion 4 n 
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Appendix A TEAMS 

Appendix B RECOVERY STEPS 

Appendix C EQUIPMENT 

Appendix D APPIACATIONS /SOFTWARE 

Appendix H VENDORS 

Appendix J EMERGENCY AGENCY INFO 

Appendix K VITAL RECORDS 

Appendix I, MAINTENANCE LOG 

Appendix M DISASTER RECOVERY LOG 

APPENDIX A -TEAMS 

Work Ccnter Management Personnel 
'The Management employees and'or Supervisors are to maintain their own list of all non-management employees located at 
this work center, accessible both during normal business hours and after hours. This list would he used to ensure that all 
Work Ccnter employees (management and non-management) are appropriately contacted in the event of a business 
Intel-ruption. and are accessible both during normal business hours as well as after hours. 

AT&T Relay Service Open Conference Bridge: 

NOTE: This b r idge  will not ac t iva te  unless t h e  Host (P lan  Steward) is on the bridge. 

Norton \'A \\'ark Center DR Team Members - Pruprietury Contact Information Removed 

(Proprietary) Participant Code: (Proprietary) 

Septemhcr 2007 
Version 4.0 
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.~ 
A\ss.ncialc Managcr 
Scnior ,Associate Field 

Roseninrie Riggs 
Matthew Myrick 

Name 
L’l‘anya Johnson 
Lois Pcralta ~ Chicf of Staff 

Operations Management Center (OMC) - Proprietary Contact Information Removed 
Name I Name I Office I HomeNO I Wireteess I Fax 
OMC In Charge De\k 

OfiiceMax Fax HomeIVO I Wireless Pager 

I=. OMC can be reached via Service Emergen& Pager during iff hours 
I I 

Name Function Office 

AT&T - NON PROPRIETARY COPY Noiton VA ARS WC DR Plan Sqembcr 2007 
version 4.0 Coininonwralth of Virginia StateCertification 2007 PagelOaf14 
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..~ -. -~ 
CA's ~ n 3  CA's can 

NORTON VA ARS WORK CENTER DISASTER RECOVERY PLAN 

-. .. 
&make calls OK I Calls are dropping off of positions 
X C  * Makr a test cal l  to thc Voicc Test Nuinher to ensure therc i s  a pwhlein 

The Voice l'est Nuinher fb Nuilon V A  is: PROPRIETARY 

Work Center DRTL or 
DRTL Back-Up ... L--- 

BC D K 1  

Contact CCC to open tmuhle ticket 

SysteidAeplicatian Recoveiy Plan. 
. Contact Suppon Team to work issue, possibly by impletnentmg the 

lfthir works 3s rxpstcd. iepolr the fact to the Manager On Duty. 1 1  
picsent 111 Center If not. rcpuil the fact to the TSA on call fw yool- 
C'cnlur(scc'1SA Duty Sheet for monthly 011 call I tst ofTSAs). - I1 you raach audix. lcave d ~ncssagc including the full phons nuirihcj 
whcrc you can hc reached. and then page the'rSA - P a l l  the OMC and lcpoil thc problem Use the OMC pager i f n e d  he. 
l i y o u ? ~ c i l l l ,  page to the OMC I TSA i s  not rctumcd w ~ t l ~ n  10 In inurs ,  
cornact an allemate oxmagev f h n  TSA O I ~  OMC lains. and possibly 
cvcn comilct Svc Mgr 

* 11th~ wsponsihlr C w l a  Manager was not notified by this point, notify 
them inow. 

* Once nolilicd hy the CRC thi$t there i s  a pmhlem, conlac1 the T S A  c ~ n  
cdl h r  your Ccnter (see TSA Duty Sheet for monthly o n  call l is t  of 
TSAs). cf the CRC hasn't already done so - I f yoo  rcacb audix, leave B incssage including the lull phone nuinher 
when yoti can bc reached, and then pagc the TSA 

* Call the OMC and rcpon thc pwblcin. Ubc the OMC pilger ifneed hr. 
* l l y o u i  cilll I page to the OMC I TSA IS not rctumed within 10 minutes. 

cotitact an altcinate i n a n a p  from ' E A  ur OMC tcams. and possibly 
eizn c o n m l  Svc Mgr - Contact thr Director and SI Pinduct Manager 
appmpciute. and alen them of the piohkin. 
Thc DRT1. ur their hack-up (nay cuntacl thc Stalc Manager I A C C O U ~ ~  
Manager, Product Manager directly and aleit thein of the problem 

Relay Selvices, as 

ten1 Functionality) 
CRC 

WC D R I  

~ ~ ~ . ~.~ ~ ~ -~ . ~ ~ .  - Notify Miinitgcr on Duly. dpicscnl in Ccnltir Il.not, call thc OMC and 
rcpon the problem Use thc OMC pagcr i f  need he. - l f thc  OMC a s k  you to call I page the TSA. cal l  them aitci you I I ~ Y C  
rpohcn 10 the OMC IThis type ofpmhlnn rwdy dcinands immcdratr 
' ISA action). - I f  the responsible Ccntrr Manager wah not notified by this point. notify 
them now 

* Lcavc inessagc for thc TSA Manager On Duty as an FYI. 

* Once notified by the CRC that there i s  a piohlem, contact the OMC and 
r e p n  the problem Use lhe OMC pager if need hc. - lfthc OMC asks you to call I page the TSA. call them afler you have 
spoken to the OMC. (This type of pmhlem mlrly demands iinincdivtr 
TSA action 

* Leave inesragr forthe TSA Manager On Duly as an FYI. 
* Coiitvct the Dislnct Manager ~ Salcs & Marketing ~ Rclay Selviccs. as 

appmpfiate, and den them o f  the pmhlnn. 
The DRTL or their back-up niay contact the State Manager I Account 
Manager I Pmduct Manager d i is l ly  and  ale^ them of the problem. 
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m: If the X-Tenninal (storcs historical data availability, make busy time, etc) on the CKC desk goes down & 
pornya!~husiness hour?. cal l  ihe TS.4 Manager on duty. If the X-Tcrnlinal goes down after normal husiness hours, wait until 
the ncxt business day belbre calling the TSA Manager on duty do not call / page the TSA on the same day. 

- 

APPENDIX C - EQIJIPMENT 
13eIow is an equipmmt iinentory, hou'ever. nu additional equipment provisioning is rcquircd for recovery, rather this list 
may providc assistance upmi  restoration actwitics. 
I x t  types ofTele&<)ne Systems required: 

AT&T Modular and a POTS Lines 
NOI'ES: The Nortoo .4RS WC uses a L A N  and has iiitranct & Internet access. 

center includes a multi-linc telephniie system with at  lcast 1 I phones with speaker and conference capability. 
'The Norton ARS WC uses an A l'&T 'l'elcphone System. Minimum required telecommunications fur this 

TIEMPO _ TIEMPO 

CICS CICS 
. CSlDS UGN 

Model: AT&T 7406 Plus 
conference 
drop 
transfer 
hold 
spcakci 
send all  calls 
cal l  pick-up 
directory 
next . call 
display 
program 
system dial 
Audix 

September 2007 
vn3,un 4 0 
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Name 
c orpr,t,ire k L o r i t \  

Phone Number 
SeLnrity Hotlme 

I mdloinl 
('licnt Care Center (blm Sat 7A-I?M. Sun 7A-7P ET) 

'I.( 'I' Hutlinc I I'DS H t . 1 ~  Dcsk 

After Hours I'rimnn Pager: 
.After 1 lours Scwndary I'agcr: 

Icderal Express 
FBI (Federal Bureau Investigation) 
I.ocal Radio Station (WAXM) 
Old Dominion Power Company (Electric) 
I'rosecutor or Attorney General's Office 
Capital Cleaning (refer also to GRE) 
Virginia Dept. for the Deaf and Hard of Hearing (VDDHH) 
Water Company (City of Norton) 

.\lirr c a l l  i s  placsd. dial I :  after an operator answcrs. ask to bc 
to AT&T's cmergency scrvicc 

202-324-3000 
276-679- I90 1 
800-981 -0600 
276-676-54 I O  

800-552-7917 ViTDD 

External 

[ iGj':- -- I Phone Number 
Adelphia Cable I 
Construction (Kooling Repair) refer to GRE 
Emcrgcncy Assemhly Area (John I. Burton High School) I 276-679-2554 

.__ 
Name - I Phone Number 

septelnher zoo: 
Version 1 0 
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.~____ 
Purpose in Recovery 

Contact cinployccs in the 
went ordisasti-r 
Validate hoard hours and 
lieadcount \,alidation 
Restoration ~ so office can 
makc conldct ~ with VP rep 
Rcitordiion for operators 
to Ihavi~ copies crf methods 
K; procedures 
Restoration so operators 
can log i n  
Rcstoration so operators 
can log in 
Ensure team understands 
ths steps to recover 

~ 

~~ 

-.___ 

_ _ _ _ . . ~ ~  ~ ~ 

-. 

~ ~ _ _ _ _  

NORTON VA ARS WORK CENTER DISASTER RECOVERY PLAN 

Update Frequency 

As needed 

Daily 

As nscded 

As needed 

_ _ _ _ ~ ~  

~ 

As needed 

As needed 

Annually 

~- 
i Noi-ton \'A Firc Department ~ 618 Virginia Avc. 

j skicriffs ncpt. 7'' Street 
~ Norton C'onunuiiity Hospital 
$ountaiii View Regional Medical Cenicr (fimncrly Ron Secours St. 
~ Mal-v'c lTosni!:<ll 

I 276-67')-I l'.," 
: Police Depl. 6 I X  Virginia Ave. --, I^_ 

Start Datemime 
.___ 

276-679-9600 

Event Activities End DateITime 

~~~~ ~ . . .. ,. . ...., I 

&nhul;mcc .- I 276-679-0423 

.APPENDIX K - VITAL RECORDS 

h e  hcl<>w list includes VITAL RECORDS  hat are not critical to recovery, rather important to the work center for 
ire.;toration. except for the Occupational Call Out List. 

(c'ntcr Managcrs arid asociate manager (hack up DR Coordinator) c a m  the must current version of their center's 
()i.cupatinnal Call Out 1.ist with them daily. 

Document Name 

Occupational Call Our L.ist 

~l'ovdI\:icw Daily Reports 

Office of.Vice Presidenr 
Procedures ~ and Numbers 
MK;I's 

~~ ~. . ~ - ~ .- 

~~~ . 

~~~~~~ 
~~~ ~~- 

~~~~ ~~ 

~ - 
Disaster Recovery 
I'roccdures .... ~~ 

7 Cathy Peeples 

National Customer Contact I 
PSKrM -Teresa Feeney 
Center (NCCC) 

Center Management Team 

Center Management Team 

recovery due to stonns causing 
commercial power lo fail. ....-____ 

procedures implemented 
. 

I I I I - ~- I 

Sepiemhei 2007 
Vrrwm 4 11 
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at&t 
Virginia Service Recovery - Quick Reference 

What To Do When 

CA's are  not Getting Calls -OR- 

All Calls are Dropping 

In  Excess of 20% of the Position are  Affected 

CA's can not Make Calls 
- 0 R -  

-0R-  

Are you sure something is wrong? Make a test call to the listed Voice Test 
number. If thut works as expected, report that fact to Center management in 
step I. 

1. If present in center, notify Manager on Duty. Otherwise, proceed to Step 

2. Unless directed by e-mail, during business hours (Monday - Friday, 8AM - 

2, immediately. 

SPM) call TSA. If you reach voice mail, leave a message and then 
immediately page TSA. Leave a phone number where you can he reached. 
For out of business hours call Svc. Manager at  xxx-xxx-xxxx unless 
directed otherwise by e-mail. 

3. Call the OMC. 

4. Emergency Pager: Pi-opvietury Information removed. 
5. After you hear the TONE, enter the full phone number where yon can be 

reached followed by the pound (#) key. 
-~ - ~~~~~~~ 

Note: 1f;vour c a l l k q e  is not returned in IO minutes, contact an alternate manager from Service 
l.lanugernwi 01- OMC learns. &e attac,hed listing) . . ~ ~ 

6. If the responsible Center/Resource Manager was not present in the center, 
notify them now. 

NON PROPRIETARY COPY 

Coininonwwlth of Virginia State Cenification 2007 
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Virginia Service Recovery - Quick Reference 

OMC Service Recovery Managers 

Try another O M C  manager if your call is not returned within 10 minutes. 
~. ~~ ~~~~~ ~ ~ 

i ! ~ ~~~ ~ ~ 

M a r y  Lee 
~~~~~~~~~~ 

Main Phone Alternate Phone 
Number: Number: 

SM Managers 

Unless directed by e-mail, during business hours (Monday - Friday, SAM - 5PM) 
call TSA Manager. If you reach Voice Mail, leave a message and then immediately 
page TSA at  800-xxx-xxxx. Leave a phone number where you can be reached. 

For out of business hours call Svc. Manager a t  xxx-xxx-xxxx unless directed 
otherwise by e-mail. Leaving a message will initiate an automatic page if the phone 
isn't answered. Small text message may be sent directly to his pager via email. 

NON PROPRIETARY COPY 
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Virginia Service Recovery - Quick Reference 

Relay Center Telephone Numbers 

Center 
Location 

Augusta, GA 

New Castle, PA 
Norton, V.4 

lncharge 
Phone 

Proprietary 

POTS Phone Voice Test # 
Make sure users know 
to turn oKFAX if 
using FAX phone as 
call-back number! 

Contact Injormation 

NONPROPRIETARY COPY 

Coinmonwealth of Virginia State Czltification 2005 
Page 3 of 5 

Removed 



at&t 
Virginia Service Recovery - Quick Reference 

Other Emergencies 
(Not Related to System Fault) 

When 

There is a Building Emergency OK There is a Weather Emergency 

OK 

Any Situation affecting Service Delivery 

1) Notify Manager on Duty, if present in center. Otherwise, proceed to step 2, 
immediately. 

2) Call OMC 
a) Emergency Pager: Proprietary Number removed. 
b) After you hear the TONE, enter the full phone number where you can 

c )  Only if your OMC contact asks you to call or page an  SM manager will 
be reached followed by the pound (#) key. 

you need to contact anyone in Service Management. (This type of 
problem rarely requires immediate Service Management action.) 

3) If the responsible Center/Resource Manager was not notified in First Step, 
notify now. Leave message for the SM Manager on duty. 

Examples of Building Emergency - Fire, Fumes, Emergency Alarms 
Weather Emergency - Tornado, Local Ice Storm, Earthquake 
Check with the OMC, concerning any personnel endangering situation. 

NON PROPRIETARY COPY 
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Virginia Service Recovery - Quick Reference 

Other Service Delivery Issues 
(Not Previously Covered in the Document) 

I )  Notify Manager on Duty (present or  not). 

2) Call OM(' 
a) Emergency Pager: Propvietutry Information removed. 
b) After you hear the TONE, enter the full phone number where you can 

c) Only if your OMC contact asks you to call or page an SM manager will 
be reached followed by the pound (#) key. 

you need to contact anyone in Service Management. (This type of 
problem rarely requires immediate Service Management action.) 

NON PROPRIETARY COPY 
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w wenan ~ _ _  

Your Telephone Rights 
7 

j and Responsibilities 
Telephone subscribers have the right to know 
what io expect from their telecommuriication 
service provider. This inforrnation outlines 
your r'ghts and responsibilities, and explains 
the procedures for resolving any concerns or 
ijuestiorls that may arise. 

Virginia Local Telephone 
Companies Telecommunications 
"Bill of Rights"* 
You have a right to: 
* Affordable and quaiity iocal 

releconmunications swvices 
* Seamless levels of service when 

migrating between local 
telecommunications service providers 

* Select and keep the lelecommuiiications 
seri~ice provider of your choice 

* Keep your telephone number when 
!:hari!jiiig local telecommunications service 
progiders (while at the same location) - Mainrain local telephone service when 
there is a vaiid billing dispute under 
investigation or when payments are current 
for basic local telecommunications services 

* Identity protection to preclude the 
unaurhorlzed use of records and personal 
information 
Safety and security of persons and 
property iiot to be intentionally jeopardized 
b;i telecommiiriications service providers 

* Honest and accurate sales and service 
infomation 

* Timeiv, accurate. and understandable 
billing 

* Participate in the formation of Virginia 
telecommunications policies - Dispute resolution up to and including a 
full hearing before the Virginia State 
Corporation Commission 

a 
4 

'This "MI of Rights" is a suinmary 
overvievv of your rights under various state 
arid federal laws and regulations and does 
not independently create or vest enforceable 
silbstantive rights. Enforcement of your 
rights will depend upon the application of 
specific legal authorities to the 
circumstances of your particular dispute 
with the telephone company. If you believe 
that your legal rights have been violated and 
you cannot adequately resolve your dispute 
with your phone company, you may contact 
the SCC at 1-800-552-7945 or, if in the 
Richmond local calling area; 804-371-9420. 

' " 

. . ,, . . . .  .. ; 

Applying for Service 
Telephone services are provided without 
discrimination as to a customer's race, 
nationality, color, religion, sex, or marital 
Status. Social Security information and/or 
picture ID may be requested. When you 
apply for residential telephone service, you 
will be provided with information about: - the loWest priced service alternatives 

available at your location - any special telephone rates that may be 
available to qualified low income customers 
through the Link-up America and Virginia 
Universal Service Plan, where available. 

Services for Individuals with 
Disabilities: 
Customers with disabilities are encouraged 
to identity themselves so they can be 
informed of their rights, as appropriate to 
the circumstances. 

Operator Services Exemptions 
If a disability prevents you from dialing local 
or regional telephone calls yourself, you are 
exempt from the added costs of having an 
operator dial calls for you. Contact our 
Business Office for more information on 
Verizon exemptions from the usual charges 
for operator-assisted calls. 

Directory Assistance Charges 
Exemptions 
If a disability makes it impossible for you to 
look up numbers in the telephone book or 
physically restricts you from dialing a 
telephone number, you may be eligible for 
exemptions from local Directory Assistance 
charges. Contact our Business Oftice for more 
information on Verizon exemptions from the 
usual charges for local Directoiy Assistance. 

Services for Individuals with a 
Hearing and Speech Disability: 

Virginia Relay Center 
Virginia Relay Center (VRC) Is available to all 
Virginia residents. VRC enables specially 
trained Communications Assistants to act as 
confidential "bridges" between hearing 
users of standard telephones and text 
telephone (TTYflDD) users with hearing or 
speech impairments. The Virginia Relay 
Center operates 24 hours a day and can he 
reached by dialing 71 1 or the following 
nationwide toll-free numbers: 
TTYiTDDIPCNoice ................................ 71 i 
TTYiTDDiPC ................ ** 1-800-828-1 120 
Voice .............................. I -800-828-1 140 

All hillabie charges for calls placed with the 
assistance of the VRC ceiiter will apply as if 
you directly dialed the cail. However, the cal 
to the VRC center is toll-free. 
The types of calls included are: local or long 
distance calis. coilect calls, calling card calls 
third party calls and person-to-person calls. 
Calls made through the relay service are strictl! 
confidential. Communications Assistants at the 
Virginia Relay Service are specially trained to 
relay your conversation. As required by law, 
they cannot disclose any information from you 
conversation, and no records of the contents o 
conversations are kept. 

Verizon Center for Customers 
with Disabilities 
Residential Customers 
Monday - Friday 8:30 a.m. - 5:OO p.m. 
Voice & TTY .................. I -800-974-6006 

Verizon Repair 
Residence and Business 
(Text Telephones for Hearing 
or Speech Impaired) 
cails answered 24 hours 
a day toll-free ................ 1-888-663-0363 

Operator Assistance for TN/TDD 
Customers 
Operator Assistance is available for placing 
the following TTY/TDD calls: - Local Galling Card 
* Long Distance 

Collect Directory Assistance 
You can reach T T W D D  Operator services 
any time toll-free at: ..**i-800-855-1155 

Unresolved Complaints 

Do you have a billing question or 
a service inquiry? 
If you have a question about your bill, or 
have a concern or problem about your local 
telephone service, please call your local 
telephone service provider. Your telephone 
service provider would like to help you 
resolve any issue you may have. 

Verizon customers may call the 
numbers listed on page 1 of this 
guide. 
The customer service representative who 
answers your call will help you resolve your 
issue. If for any reason you are not satisfied 
with the solution offered, please ask to speak 
with a supervisor. Supervisors are highly 
trained and are able to resolve most issues. 
If there are multiple telephone service 
providers in this area, and if you are 
attempting to reach a company other than 
Verizon, please see the section of this guide 
that lists the other local telephone 
companies to find the correct number. 

* Third Number 

.. . . .  .. . . . . . . . . . . . . . . . .  .- . ..____ ............. _I_ ... -.-. - 
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Verizon Charges 

Services: 

Full Month Charges from Sep 05 thru Oct 04 
View Verizon Full Month Charges Detail 

Total Services 

Tax 8 Fees: 

Federal 
E-911 Tax 
VA Communications Sales Tax 
VA Communications Sales Tax 
VA Cost Recovery Surcharge 
VA Federal Universal Service Fund Surcharge 
Federal Universal Service Fundsurcharge Long Distance 
VA Public Rights-of-way Use Fee 

Total Tax 8 Fees 

Total New Charges for Verizon 

Messages From Verizon 

Payment Processing Information 
When you provide a check, you authorize us either to use information from 
your check to make a one-time electronic fund transfer from your account or 
to process this transaction as a check. If you wish to be excluded from this 
process, please call 1-888-500-5358. 
When we use information from your check to make an electronic fund 
transfer, funds may be withdrawn from your account as soon as the 
same day we receive your payment. and you will not receive your check 
back from Your financial institution. 

Tax 8 Fees 
All tax and fees are authorized by Federal, State or Local Governments 
term. 

For Federal Excise Tax information, please visit irs.gov 

How to Reach Verizon 

!es are ex! ned by selecting ? icon 

$56.48 

$56.48 

$0.34 

$2.23 
$0.71 

$0.75 

$0.35 
$0.71 
$1.19 
$0.67 

$6.95 

$63.43 

1 the 



Summary 

Your Calling Plan 
America's Choice I I  450 Any Unlim N&W and 
Unlim IN Calling $39.99 2yr 0705 

$39 99 monthly access charge 
450 irionthly general allowance minutes 
$ 4 5  per minute after allowance 

Unlimited Night and Weekend Home Airtime 
Minutes Per Month 

Natl IN Calling-Unlim 
Unlilnited monthly IN Calling niinutes 

Invoice Number Account Number Date Due 

10/10/07 

Charges 
Monthly Access Charges 
Current Calling Plan 08/16 09/15 

~~ ~ 

Verizon Wireless' Surcharges 

Fed Universal Service Charge 
Regulatory Charge 
Administrative Charge 
VA Gross Receipts Surchg 
~~ ~~ ~ ~ . ~~~~~ 

Taxes, Governmental Surcharges and Fees 
VA State E91 1 Fee 
VA Communication Sales Tax 

Total Current Charges for 804-338-4671 

~~~ ~ 

Usage Charges 
Voice 
Calling Plan 

Promotional 

IN Calling 

Total Voice 

Total Usage Charges 

~~ ~~~~~ ~~~~~ ~ ~~~~ ~ ~ 

~ ~~~~~~~~ . ~~~~~ ~ 

minutes 
~~ ~~~ ~ ~~ ~~~ ~~~~ ~ 

~~~~ ~~ ~~~~~~ 

Page 
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39 99 

$39.99 
~~ ~~ 

89 
04 
70 

a3 
~ ~~ 

$1.66 

.75 

2 08 
$2.83 

~~ 

$44.40 





ACCOUNT NUMBER DATE DUE AMOUNT DUE 
10/05107 $0.00 

Summary 
Statement Date: 09116107 Previous Balance 0.00 
P w e  l o f  l b r .  Paymerits -56.06 

Current Charges €i Fees 57.9.5 
Adiustments .& Credits -4.59 

Activity 
Start End 

09815 

09115 10114 
09/15 10:14 
08823 11122 

08123 09114 

Taxes 2.67 
Amount Due $0.00 

Description Amount 
Previous Balance n no 
Payment-  Thank You - V I S A  -56,06 

Current Chargesfor Service Period09/15/07.10/14/07 Tu coiifncl us call I-IIUU-S31-S000 
TOTAL CHOICE PLUS Month ly  51.99 
DIRECTV Proteaion Plan Monthly 
DIRECTV DVR Service You Save $5.99 for 3 Months 
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