 CPNI Setup Instructions:  
CPNI Authorization
We have created a new program that will check CPNI Authorization. This new feature will display a CPNI Authorization Screen in Service Order Entry & Inquiry.  This is a combination of ideas from various clients.   Keep in mind that we are not Attorneys and do not know how all of the laws and rules have been interpreted.  The new CPNI Authorization screen will have the information that we believe you need.  I am sure that there will be many changes as you get into CPNI and learn more.  Once this feature is setup, the following CPNI Authorization Screen will be displayed when setting up a new Customer in Service Order Entry and each time a Customer is Selected in Service Order Entry, 2007 Service Order Entry and Inquiry.  
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Each time you call up a Customer Account you will need to select how you Authorized CPNI before continuing on.

We made a major change to our philosophy about changing accounts.  We let you change the items below the line,  both in Inquiry and Service Order Entry.  We do this since we believe that many of you need a quick and easy way to get this information entered.   In the future we will probably revert back to doing a service order to make changes.  
To Setup this new ‘CPNI Authorization’ feature, you will need to do the following 6 Steps;

Step #1

Setup User Edit ‘CPNI-OPTION’.  This User Edit activates this new CPNI Authorization program. 
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Setup User Edit

Field 1 = CPNI-OPTION


Field 2 = Leave Blank

Field 3 = OPTION1

Field 4 through 8 = Leave Blank 

Step #2
Setup User Edit ‘CPNI-AUTHORIZATION’.  This User Edit is used to fill the CPNI Authorized Drop-Down box in the CPNI Authorization screen.  Enter the different options a User will have to Authorize CPNI  in Fields 3 through 8.  
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Setup User Edit

Field 1 = CPNI-AUTHORIZATION


Field 2 = Leave Blank

Field 3 = Description of How CPNI is Authorized 

Field 4 = Description of How CPNI is Authorized

Field 5 = Description of How CPNI is Authorized

Field 6 = Description of How CPNI is Authorized

Field 7 = Description of How CPNI is Authorized

Field 8 = Description of How CPNI is Authorized 



In this example; CPNI Authorized will have the following in the drop down for the user to choose from.


Internal Company Use


Photo ID Verified


Sec. Question Verified


Subpoena / Law


Password Verified

Step #3
Setup Authorized Individuals User Defined Code on the AS/400 for CPNI Authorization.  

From Start1 Menu; select #1 (Customer Information), then #19 (Riata), then #20 (Maintenance Items), then #20 (More Options), then #4 (User Defined Fields).

Enter 9 to Add New User Defined Code.
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· Enter Code = ‘Q#AUTHCONT’ 

· Enter ‘A’ for Association Code

· Enter a Description

· Complete the Y/N Fields 

- Press Enter then proceed to Step #4.

Step #4
Setup CPNI Questions in User Defined Fields on the AS/400.  From Start1 Menu; select #1 (Customer Information), then #19 (Riata), then #20 (Maintenance Items), then #20 (More Options), then #4 (User Defined Fields).

Some of you may have already setup CPNI Questions here, if so you can proceed to Step#5.  

You can setup a maximum of 4 CPNI Questions.  Enter 9 to Add New User Defined Code.
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· Setup CPNI Questions as follows;

· Q#CPNIQ1 = Question 1
· Q#CPNIQ2 = Question 2

· Q#CPNIQ3 = Question 3

· Q#CPNIQ4 = Question 4

· Enter ‘A’ for Association Code

· Enter a Description

· Complete the Y/N Fields 

· Press Enter to Add User Defined code, then enter 9 (Add) to add the next CPNI Question Code.  Continue until all 4 CPNI questions are added.  We recommend you setup all 4 CPNI questions now so they are available, even if you only use one or two questions at this time.

NOTE:  If you have already setup CPNI Question – User Defined Codes, do not need to setup all these codes.  For Example; if you have already setup a coded called CPNI = CPNI Question 1, then you will only need to setup the codes for Questions 2, 3 and 4.  

· Press F3 & Exit User Defined Codes.

Step #5
Setup User Edit ‘CPNI-QUESTION’.  This User Edit is used to Identify which User Defined Code correlates to which CPNI Question.  Setting up this User Edit will allow those of you that already had CPNI Questions setup in User Defined Codes on the AS/400, to display on the new CPNI Authorization Screen without having to change the User Defined Codes.  
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Setup User Edit

Field 1 = CPNI-QUESTION


Field 2 = Leave Blank

Field 3 = Q#CPNIQ1  (CPNI Question 1)

(Or  enter whatever CPNI – User Defined Code you previously setup)  

Field 4 = Q#CPNIQ2  (CPNI Question 2)

(Or enter whatever CPNI – User Defined Code you previously setup)  

Field 5 = Q#CPNIQ3   (CPNI Question 3)

(Or enter whatever CPNI – User Defined Code you previously setup)  

Field 6 = Q#CPNIQ4  (CPNI Question 4) 

(Or enter whatever CPNI – User Defined Code you previously setup)  

Field 7 & 8 = Leave Blank 

Step #6
Setup a CPNI Note Type in the AS/400.  This will identify the Note Type as a CPNI in Riata..

From Start1 Menu; select #1 (Customer Information), then #19 (Riata), then #20 (Maintenance Items), then #20 (More Options), then #4 (User Defined Fields), then #3 (Note Types) - 

Enter ‘CPNIA’ as the Note Type, Press Enter
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- Enter a Description. 

Once all the above Steps are Setup, the new CPNI Authorization Screen will be displayed each time you call up a Customer Account in Inquiry or Service Order Entry.
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You must select a CPNI Authorized before you can [image: image17.png]CPNI Changes
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go on.  

Once you have selected CPNI Authorized you can make changes or Continue on with the Inquiry or Service Order Entry.

To Make Changes to the CPNI Authorization, click on the Change button.  You will see this warning message indicating the changes to CPNI information you are making will update any Open Service Orders.  Make sure you click on Update after you have made all your Changes.
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You can now make changes to the CPNI Authorization Information.

This is designed for the Customers to Use their own Secret Questions. 

- Click on ‘Add’ to Add Security Questions & Answers.  (Maximum or 4 Questions can be Added – 60 Characters Maximum per Question)  

** If CPNI Questions were setup previously and the 6 Steps indicated above where completed, the Question(s) will be displayed here. 

- Click on ‘Add’ to Add Authorized Individuals & Passwords.  (There is no limit to the number of Authorized Individuals)

    30 Characters Maximum for Person Field

    30 Characters Maximum for Password Field  
- Click on UPDATE after all changes are completed – then Continue. 

We do keep notes of who changes this information so there are still good tracks that we have a history of.  The following shows the type of Note that w[image: image19.png]Riata: Move? |
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ill be written when CPNI Authorization is accessed. 
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We realize this will add many notes.  We are coming up with a way to delete them and move to a history file to take care of clutter,  but still have history when you need to prove to FCC or whoever that you are in compliance.

CPNI DEFAULTS

You can now setup CPNI Default Questions.  We have created 4 User Edits called CPNI-QUESTION1, CPNI-QUESTION2, CPNI-QUESTION3 and CPNI-QUESTION4.  These User Edits will allow you to setup, up to 4 Default CPNI Questions.    If the customer already has CPNI questions, those questions will still be displayed.  The Default Questions setup in the User Edits will Only be displayed if the Customer does not have CPNI Security Questions already setup or if the Customer’s CPNI Questions are removed.

You can set up to 4 Default Security Questions, by setting up the following User Edits.   

             Setup User Edit:


Field 1 = CPNI-QUESTION1


Field 2 = DEFAULT


Field 3 through 8 = Enter Default Question 1.  
      (Maximum 60 Characters)  
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Example: What is your Favorite Food?
Setup User Edit:


Field 1 = CPNI-QUESTION2


Field 2 = DEFAULT


Field 3 through 8 = Enter Default Question 2.  
      (Maximum 60 Characters)  

Example: What is your Favorite Basketball Team?
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Setup User Edit:


Field 1 = CPNI-QUESTION3


Field 2 = DEFAULT


Field 3 through 8 = Enter Default Question 3.  
      (Maximum 60 Characters)  

Example: What is your favorite color?
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Setup User Edit:


Field 1 = CPNI-QUESTION4


Field 2 = DEFAULT


Field 3 through 8 = Enter Default Question 4.  
      (Maximum 60 Characters)  

Example: What is your favorite pet?
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NOTE: We have allowed up to 60 characters for the Question, but keep in mind that there is a maximum of 60 characters for the Security Question and Answer on the CPNI screen, so you may need to adjust the length of your questions accordingly. 

CPNI Changes – Notify Account Holders by Letter  or Email
When any CPNI Information is changed the Account Holder needs to be notified in order to verify the Account Information that changed was done so with their authorization.  Keep in mind all correspondence goes to the Old Account Information, not the New or Changed Account Information.
For Changes via Web, such as Passwords, Email Addresses, Addresses, etc., you must contact Josh to update the Programs needed.  

We have created two ways for you to notify your Customers of Account changes.  When an Account change  happens, the Account Holder’s information will be identified and you will have the ability to send them a Letter or Email indicating their information was changed.  

First you will need to setup a Microsoft Word Letter that the System will use to Mail Merge and generate the letter to be sent out to Account Holders when their account information  has changed.  This will be a Microsoft Word (.doc) document.  We talk about Mail Merge, however we do not use Microsoft Word Mail Merge.  We have created our own Mail Merge process that will work with all versions of Word (so far anyway), and refer to it as Mail Merge.  

Then you will need to setup a Notepad document that the System will use to generate the email to be sent out to Account Holders (that currently have an Email Address) when account information changes.   This will be a Notepad (.txt) document with html mark up. 
Finally you need to setup a Folder that the System will use to Save the CPNI Grids.  
We suggest you create a Folder called CPNI, then within that Folder save your CPNI Letter (.doc) document, save your CPNI Email (.txt) document and create a Folder for CPNI Grids.

For Example;
N:\ CPNI   





N:\CPNI\CPNI_Changed.doc  




N:\CPNI\CPNI_changed_email.txt  





N:\CPNI\Grids\   
Create Microsoft Word (.doc) Document for Mail Merge

In Microsoft Word, create a letter and save to a Path that you will need to enter in a new User Edit CPNI-CHANGES

DOCUMENT-PATH.  Make sure the Word document you create can be printed from Word without any errors like Margin or Page Size.  We can not control errors from Microsoft Word when Mail Merging into Riata, so please do a test Print of your letter from Microsoft Word and make sure there are no printing errors.  
Setup your Microsoft Word document as shown below.  This sample document indicates what you need to enter in order for the Account Information to be pulled in correctly when we do the Mail Merge process. 

You can enter whatever you wish in the body of the letter.  All areas that have <CTI_??????? > must be entered as shown.  Enter the fields names after the <CTI_ as you wish, followed by a >.  

If you have any questions please contact us.   [image: image20.png]Edi
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Your Mail Merge fields are:

<CTI_account>

<CTI_fullname>

<CTI_firstname>

<CTI_lastname>

<CTI_address1>

<CTI_address2>
<CTI_city>
<CTI_state>
<CTI_zip>
<CTI_zip4>
<CTI_password> 

(Only in Word Prog)

* We suggest you design your letter to fit in a window Envelope so you just print and stuff and mail. 

* User Edit;

CPNI-CHANGES

DOCUMENT-PATH
will be used to Identify the Path of this Letter. Details on how to setup this User Edit are explained later in these instructions. 

SPECIAL CODES: 

Special Codes for What Changed.  (If these change, we replace them in the document if not we replace nothing).
<CTI_cpni1>_x
Name Change

<CTI_cpni2>_x
Address Change

<CTI_cpni3>_x 
Email Change

<CTI_cpni4>_x
Password Change

<CTI_cpni5>_x
Secret Question Change

<CTI_cpni6>_x
Authorized Contact Change

<CTI_cpni7>_x
CPNI Option Change

<CTI_cpni8>_x
Send Bill Via Change





X = 1, 2, 3 or 4.  (Based on what you want done).
1-Replace Text Only

2-Carriage Return After Replacing Text
3-Comma Added After the Text ","

4-Colon Added After the Text ":"


Example: 
In this example shown, a 2 (Carriage Return After Replacing Text) was used.  
[image: image21.png]Riata: Move? |

?) Do you want the system to mave this row to the Mail Merge List?





Using this setup, if a Customer Changed his Name, Address and Authorized a Contact Change, the Letter would print as shown below. 
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Create Notepad (.txt) for Emails 
In Notepad, create a .txt document and save to a Path that you will need to enter in a new User Edit CPNI-CHANGES MESSAGE-TEXT-PATH

Setup your Notepad (.txt) document as shown below.  This sample document indicates what you need to enter in order for the Account Information to be pulled in correctly when we send the emails. 
You can enter whatever you wish in the body of the document.  All areas that have <CTI_??????? > must be entered as shown.  Enter the fields names after the <CTI_ ????>.  

If you have any questions please contact us.   ** Special Codes explained above, work the same with this option. 

[image: image8]
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CPNI-CHANGES

FROM-EMAIL-ADDRESS

CPNI-CHANGES

MESSAGE-TEXT-PATH

CPNI-CHANGES

EMAIL-SUBJECT

will be used to Identify the From Email Address, Path and Subject in order to send the Email.  Details on how to setup these User Edits are explained later in these instructions. 

Now you will need to Setup the Following New User Edits:
CPNI-CHANGES  
MAIL-SERVER

[image: image23.png]) We use Microsoft Word to da this. Please Save any apen Word dacuments and clase Word.

Continue?.




 This User Edit is used to let the System know the Email Server for the CPNI Changes Program.  You will need to get the Email Server to Use from your Internal I.T. personnel.
             Setup User Edit:


Field 1 = CPNI-CHANGES




Field 2 = MAIL-SERVER

Field 3 through 8 = Enter the Email Server to Use.
EXAMPLE: (In the Example Shown, the CPNI Changes Program will use ‘smtp.pmt.org’ for the Email Server.)
CPNI-CHANGES 

FROM-EMAIL-ADDRESS
 This User Edit is used to let the System know the From Email Address for the CPNI Changes Program.  

You will need to decide internally what Email Address to enter in Field #3.  When Customer’s receive an Email from your Company indicating a CPNI Change has occurred, this would be the From Email the Customers will see.  
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             Setup User Edit:


Field 1 = CPNI-CHANGES




Field 2 = FROM-EMAIL-ADDRESS

Field 3 through 8 = Enter the From Email Address to Use.

EXAMPLE: (In the Example Shown, the CPNI Changes Program will use ‘cti3@pmt.org’ for the From Email Address.)
CPNI-CHANGES 

MESSAGE-TEXT-PATH
 This User Edit is used to let the System know the Path and File where the Email Message is located.  This message is what will be used when sending an Email Message to Account Holders when a CPNI Change has occurred.  
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             Setup User Edit:


Field 1 = CPNI-CHANGES




Field 2 = MESSAGE-TEXT-PATH

Field 3 through 8 = Enter the Path where the Email Message 
to use is Located.   
EXAMPLE: (In the Example Shown, the CPNI Changes Program will use the Path ‘N:\CPNI\CPNI_changed_email.txt’ 
for the Email Message that will be sent to Account Holders when a CPNI Change has occurred.)
CPNI-CHANGES 

EMAIL-SUBJECT
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 This User Edit is used to let the System know what to put in the Subject Line for the Email in the CPNI Changes program.    
             Setup User Edit:


Field 1 = CPNI-CHANGES




Field 2 = EMAIL-SUBJECT
Field 3 through 8 = Enter the Subject you would like to appear when an Email is sent due to a CPNI Change. 

EXAMPLE: (In the Example Shown, the CPNI Changes Program will place ‘Your Account Information has Changed’ in the Subject field of the Email sent to an Account Holder when CPNI Information has changed.) 
CPNI-CHANGES 

DOCUMENT-PATH
 This User Edit is used to let the System know the Path and Microsoft Word File to Print for the CPNI Changes program.    
             Setup User Edit:


Field 1 = CPNI-CHANGES




Field 2 = DOCUMENT-PATH

Field 3 through 8 = Enter the Path where the Microsoft 
Word Document to use is Located.    

EXAMPLE: (In the Example Shown, the CPNI Changes Program will use the Path ‘N:\CPNI\CPNI_Changed.doc’ 
for the Microsoft Word Document that will be used for the Letter to be sent to Account Holders when a CPNI Change has occurred.)
CPNI-CHANGES 

CPNI-GRIDS
 This User Edit is used to let the System know the Folder to save the Grids in the CPNI Changes program.    

             Setup User Edit:


Field 1 = CPNI-CHANGES




Field 2 = CPNI-GRIDS
Field 3 through 8 = Enter the Path where the Email Grid will be Saved from the CPNI Change program.    

EXAMPLE: (In the Example Shown, the CPNI Changes Program will use the Path ‘N:\CPNI\Grids\’ Folder to Save the CPNI Grids.) 

Once these User Edits are setup you are ready to use the New CPNI Changes Feature.

You will need to contact your Internal Security Personnel to get access to the “CPNI Changes” Feature.  It can be accessed from the Riata Program Menu.    
From Riata Programs Menu – Click on ‘CPNI Changes’.
The following Screen will be displayed.
· Enter the Date you wish to check and click on ‘Check for Changes On or After This Date’ button.  

· The Account Information will be Loaded.

· Accounts displayed on the Left are Customers that have a Current Email Address.  
· When a Add or Change is made to a Email, Name or Address on an Account and there is a current Email Address prior to the changes, the Account will be displayed on the Left side in order for you to send a Email Notification to the Customer.  

· Accounts displayed on the Right are Customers that do Not have a Current Email Address.  

· When a Add or Change is made to a Email, Name or Address on an Account and there is Not a current Email Address prior to the changes, the Account will be displayed on the Right side in order for you to send a Letter Notification to the Customer’s Address. (The Address in the File Prior to any Changes made).  


- Click on Excel to export the Grid Email or Mail Merge Information into an Excel spreadsheet, based on which Excel button you select. 

· You can Right Click on any Item and Move it to the other side.  For example, if you Right Click on an Account on the Right side showing a Name or Address Change was made, the following Message will be displayed. 


If you select ‘Yes’ the Account will be moved to the Left side and so an Email can be sent to this Customer instead of a Letter.  If you select ‘No’ the Account will stay on the right side for a Letter to be sent. 

**** NOTE:  Make sure if you move an account to the Email Side there is a Valid Email Address for that Account.  You can scroll within each column and view Email addresses.  

· You can also move Accounts from the Email (left side) to the Letter (right side) if you would prefer to send a letter to the Customer instead of sending out an Email.  For example, if you Right Click on an Account on the Left side showing an Email Address Change was made, the following Message will be displayed. 


If you select ‘Yes’ the Account will be moved to the Right side so a Letter can be generated for this Customer instead of an Email sent.  If you select ‘No’ the Account will stay on the left side for an Email sent. 


Click on ‘Send Email’ to send an email to the Account Holder’s displayed on the Left of the CPNI Changes screen.  The Email will be sent to the Customer’s previous Email Address indicating there has been a change. The email will contain the details you previously setup in the Notepad (.txt) document and the Subject as entered in ‘CPNI-CHANGES   EMAIL-SUBJECT’ User Edit. 
Test Email – To see what the Email will look like, you can check the Test Only box and enter your email address then click on Send Email.  This will send a email to you (the email address you entered) for the 1st Customer in the list of Accounts with Email Addresses. This will help you verify the way the Email reads before sending to the Customers. 
The Status will indicate a Test was sent on the Customer to the Email Address entered.  Un-check the Test Only box, then click on Send Email button to send the email to the Customers Listed using their Account Email Address. 




Before Clicking on Mail Merge, make sure you have Saved & Closed all Open Microsoft Word documents.  When we do the Mail Merge process within the CPNI Changes program, we will open & close Microsoft Word, therefore if you have any Word documents open at the time you click on Mail Merge, they will be closed and Not saved after the Mail Merge process has completed.  

Test Mail Merge – To see what the Letter will look like, you can check the Test Only box and then click on Mail Merge.  This will print a Letter for the 1st Customer in the list of Accounts without Email Addresses. This will help you verify you like the way the Letter reads before printing for all the Customers Listed. 

Once you have verified the Letter looks and Prints Correctly.  Un-check the Test Only box, then click on the Mail Merge button to print the Letter for the Customers Listed. 
Click on ‘Mail Merge’ to Merge the Account Holder’s displayed on the Right of the CPNI Changes screen.  The following message will be displayed reminding you to close & save any open Microsoft Word documents.


Click on “Yes” to Continue with the Mail Merge process or ‘No’ if you need to Save & Close open Word documents. 

The system will Open Microsoft Word and the Printer Dialog Box will be displayed for you to change or verify the correct printer and settings as needed.  


Click on OK and the system will flash through all letters and then close Word.   The documents will go directly to the Printer and the Letter will Print.  
The Letters will be printed with the Customer’s previous Name & Address indicating there has been a change. The Letter contains the details you previously setup in the Microsoft Word (.doc) document. 

Grids
Each time you run ‘Send Email’ and/or ‘Mail Merge’ the Grid will be Saved in the location as indicated in the ‘CPNI-CHANGES   CPNI-GRIDS’ User Edit and will include the Date the Grid was created.  
You can make changes to the Grid and Click on Save Grid to save the changes you made.  

You can view Saved Grids by clicking on the … box in front of Save Grid.  
You can Import Saved Grids by clicking on the … box in front of Import Grid.  

· This option is a Good History of what Accounts you have sent Email and Letter notifications to when a CPNI Change has occurred. 
CPNI NOTES 
We have added a ‘Hide CPNI Notes’ check box in Riata Inquiry.  This check-box is located on the Notes Tab in the ‘Phone Number Information Screen’ and on the Notes Tab in ‘Customer Account Information Screen’. 

The ‘Hide CPNI Notes’ check box will be Defaulted checked, to Hide CPNI Notes.  When the box is un-checked, the CPNI Notes will be displayed.   
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SKIP CPNI in SERVICE ORDER ENTRY   ** NOT RECOMMENDED ** 
Skip CPNI Check in Service Order Entry (Regular & 2007)  
We have added a New User Edit called ‘CPNI-NOT-SVO-ENTRY’.  This User Edit is used to Skip the CPNI Authorization screen in Service Order Entry & 2007 Service Order Entry.  It will still be required in Inquiry.  

*** You are responsible for Training your staff.  If you have CSR’s that use Service Order Entry for Inquiring on a Customers Account and you setup this User Edit the CPNI will not be displayed.  

NOTE:  * CTI does Not recommend you setup this User Edit.  
Setup User Edit:

Field 1 = CPNI-NOT-SVO-ENTRY

Field 2 through 8 = Leave Blank.
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** CPNI  ** 
Remember we are not Attorneys and do not know how all of the laws and rules have been interpreted.  These New CPNI Features will have the Information that we believe you need.  We are sure there will be Changes and Additions as we learn more about CPNI.
<CTI_fullname>


<CTI_address1>


<CTI_address2>


<CTI_city>, <CTI_state>  <CTI_zip>-<CTI_zip4>





<CTI_account>





Dear <CTI_fullname>





Your Account Information changed.  Please verify the following information was authorized by you.  


<CTI_cpni1>_2   <CTI_cpni2>_2   <CTI_cpni3>_2    <CTI_cpni4>_2	 


<CTI_cpni5>_2	   <CTI_cpni6>_2  <CTI_cpni7>_2    <CTI_cpni8>_2	 





Contact our Office if you have any questions. 





Thanks,


CTI Telephone








<CTI_account><br>





Dear <CTI_fullname><br>





Your account information changed.  Let us know if you are not aware of this. 








Thanks,


CTI Telephone





HINT:  One reason you may want to move Accounts from one Column to another is, if there are Customers you do Not want to send a Letter to, you can move them to the Email Side (Left Side), run the Mail Merge and a Letter will Not be generated for them.  Same with the other way, move Accounts you do Not want to send an Email to, to the Letter Side (Right Side) then send the Emails. 





<CTI_fullname>


<CTI_address1>


<CTI_address2>


<CTI_city>, <CTI_state>  <CTI_zip>-<CTI_zip4>





<CTI_account>





Dear <CTI_fullname>





Your Account Information changed.  Let us know if you are not aware of this. 





Thanks,


CTI Telephone





John Doe


100 Street	


Apt. # 2


Rupert,  Idaho  83350


 


1234567





Dear John Doe





Your Account Information changed.  Please verify the following information was authorized by you.  


Name Change


Address Change


Authorized Contact Change





Contact our Office if you have any questions. 





Thanks,


CTI Telephone





                     User Defined Code                      


                       Code  Q#AUTHCONT
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