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Date Created . February 13, 2018
INFORMATION Revision No. .3
TECHNOLOGY GROUP TELCO POLICY AND PROCEDURE Revision Date : April 1, 2023

Policy No. : ITG-2019-003

1.0. OBJECTIVE
1.1 To standardize all TELCO related process and concern.

2.0 SCOPE
2.1 All CVM Finance and Credit Corporation TELCO accounts from:
2.1.1 Application
2.1.2 Termination
2.1.3 Upgrade
2.1.4 Billing
2.1.5 Issue Reporting

3.0. DEFINITION OF TERMS
3.1 TELCO - May refer to; Telephone company, a Provider of telecommunications services, such as telephony and data communications
3.2 LOR — Letter of Request
3.3 DSL - Digital Subscriber Line
3.4 PLDT — Philippine Long Distance Telephone
3.5 SOA — Statement of Account
3.6 ISP — Internet Service Provider

4.0 POLICY

4.1 APPLICATION
4.1.1 Establish a communication of a new or existing branch to Head Office and vice versa; thru internet or telephony.
4.1.1.1 Data gathering
4.1.1.2 Request facility check
4.1.1.3 Submission of requirements
4.1.1.4 Installation
4.1.1.5 Testing and checking
4.1.1.6 Closure of service order

4.2 UPGRADE
4.2.1 Improve transaction process time by upgrading the bandwidth speed in order to cope with business needs.
4.2.1.1 Data gathering
4.2.1.2 Request facility check
4.2.1.3 Request for upgrade
4.2.1.4 Acknowledgement and processing
4.2.1.5 Upgrade of service
4.2.1.6 Closure of service order

4.3 TERMINATION
4.3.1 Disconnect the expired, unused, upgraded TELCO accounts. This will prevent succeeding billing from accounts that are subject for
termination
4.3.1.1 Data gathering
4.3.1.2 Request termination
4.3.1.3 Acknowledgement and processing
4.3.1.4 Closure of Provider’s service order

4.4 |1SSUE REPORTING/TELCO CONCERNS
4.4.1 All TELCO related concern must be addressed as soon as possible time to minimize service interruption.
4.4.1.1 Perform basic troubleshooting
4.4.1.2 Report issue to ITG
4.4.1.3 Report issue to ISP
4.4.1.4 Closure of reported issue
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5.0 GUIDELINES

Responsibility

Process Flow

Guidelines

5.1 Data Gathering

4

Data Gathering

A
Request Facility

5.2

1 Month standby or
apply for other ISP

Check

5.1.1 Upon receiving of TELCO request form, ITG will gather the
following information to check the TELCO service feasibility:
5.1.1.1 Correct and Complete Address
5.1.1.2 Landmark
5.1.1.3 Google spot map and link
5.1.1.4 Nearest Globe/PLDT etc. telephone number on the
target location (will serve as a reference for Provider)

5.2 Request Facility Check

5.2.1 Once the needed information is already completed, ITG will
send the gathered information to Providers in order to further
check the service feasibility of the preferred location.

5.2.2 If target location is not feasible for service connection, process
will be hold/freeze for a month depending on the availability
prior requesting of re-facility checking. Otherwise, continue to
the next step.

5.2.3 Any Provider can be applied for and prioritized as well whenever
below conditions are met.
5.2.3.1 Location is serviceable
5.2.3.2 Internet plan has a bundled phone (for branches)
5.2.3.3 15Mbps or higher is available

5.3 Submission of Requirements

Yes

Submission of
- Requirements
Provider
Requirements

4

Installation

vy
Testing and

Report to Provider

Checking

5.3.1 In order to create a Service Order number, ITG will submit the
following documents to the selected ISP:
5.3.1.1 Location is serviceable
5.3.1.2 Internet plan has a bundled phone (for branches)
5.3.1.3 15Mbps or higher is available

5.4 Installation

5.4.1 Provider will install the desired/applied plan for the target
location based on their available timeline.

5.4.2 Yet, branch/site’'s in-house/conduit wiring must be ready/
installed in order for the Provider to proceed with the last mile
installation or commonly known as the installation and
activation.

5.5 Testing and Checking

5.5.1 Once installed, ITG or branch personnel will check if telephone
is already working and the accuracy of the applied internet
bandwidth is met. Otherwise, ITG will inform the Provider’s with
any issue(s)/concern(s) found.

5.5.2 After testing all of the newly installed/deployed equipment is
working, ITG will now inform the operations team about the new
telephone number of the branch.

5.6 Closure of Provider’s S.0.

Completed?

v

Closure of
Provider's S.0.

5.6.1 ITG will now advise the Provider to close the service order
number since applied and installed line is completely working.
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6.0 GUIDELINES

Responsibility

Settle Pre-
Termination Fee

Process Flow

Guidelines

6.1 Data Gathering

4

Data Gathering

4

Request Facility
Check

Feasible?

6.1.1 Upon receiving of TELCO request form, ITG will gather the
following information to check the TELCO service feasibility:
6.1.1.1 Correct and Complete Address
6.1.1.2 Landmark
6.1.1.3 Google spot map and link
6.1.1.4 Nearest Globe/PLDT etc. telephone number on the
target location (will serve as a reference for Provider)

6.2 Request Facility Check

6.2.1 ITG will send a facility check request through email to the
existing ISP to verify if the concerned account is already
feasible for a higher bandwidth or has better plan package
available.

6.2.2 If result is lower than the existing package, it will be on hold for a
month or depending on the advise of the ISP. Otherwise, if there
is a better bandwidth/service result than the existing package,
proceed to next step which is explained in detail under clause
number 6.3.

6.2.3 However, if the concerned account is within the lock-in period or
contract, upgrade will proceed depending on the Provider’s term
whenever a Pre-Termination is necessary to be settled or
waived.

6.3 Request for Upgrade

With Pre-

Termination Expired

6.3.1 Since the account is feasible for higher and/or better package,
ITG will email the Provider for the confirmation and application
request including the necessary attachment that the Provider is
requiring such as LOR, Provider forms and/or any related
documents that will be requested by the Provider’s end.

6.3.1 Failed to comply the necessary requirements, request may be
put on hold/cancelled or even not to be prioritized.

Contract? 6.4 Acknowledgement and Processing

6.4.1 Once the Provider received the upgrade request, they will
acknowledge it and soon provide service order number for
tracking purposes of the request.

Yes 6.5 Upgrade of Service(s)

6. ) Request for

Lat Upgrade
Provider

Requirements

4

Acknowledgement
and Processing

4

Upgrade of
Service(s)

A

Testing and
Checking

Service
Upgraded?

v

Closure of
Provider's S.0.

6.5.1 Provider will install/lupgrade the account as applied based on
their timeline.

6.6.2 Yet, branch/site’s in-house/conduit wiring must be readily
installed, as well as considering the plan applied if it is a copper
or fiber conduit line.

6.6 Testing and Checking

6.6.1 Once installed/upgraded, ITG or branch personnel will check if
the account/line had been completely upgraded. Else, ITG will
report any concern/issue to Provider for further checking and/or
resolution.

6.7 Closure of Provider’s S.O.

6.7.1 Once new package applied was completely upgraded and is
now working properly and accordingly to the applied plan,
requesting a termination on the old TELCO will now be
requested whenever necessary.

6.7.2 ITG will now advise the Provider to close the service order
number since applied and installed line is completely working.
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7.0 GUIDELINES

Responsibility

Settle Pre-
Termination Fee

Process Flow

Guidelines

7.1.1 Upon receiving of TELCO request form, ITG will gather the

( Start ) 7.1 Data Gathering
following information prior requesting for termination

4

Data Gathering

TELCO Request
Form

7.1.1.1 Account Number
7.1.1.2 Telephone Number
7.1.1.3 Account Name
7.1.1.4 Date of Contract Expiry

7.1.2 If the concerned account is still within the lock-in period or
contract, management will have to decide whether to wait until
the expiry of contract or to settle the pre-termination fee in order
to proceed on the said request.

7.2 Request Termination

With Pre-

Termination Expired

Contract?

7.2.1 Termination is requested through email that is sent to ISP’s
account manager handling the accounts of CVM Finance and
Credit Corporation.

7.2.2 ITG will send the termination request including the documents
that will be requested/required by the Provider.

7.3 Acknowledgement and Processing

Request for
Termination
Provider’s
Requirements

4

Acknowledgement
and Processing

»

Y

Follow-up Request Terminated?

Closure of
Provider's S.O.

7.3.1 Once request has been acknowledged, CVM Finance and
Credit Corporation will settle the final billing or billable months
considering the date that the termination is requested. Follow-up
is necessary to ensure that there’s no succeeding bills to be
settled for accounts already requested for termination.

7.4 Closure of Provider’s S.O.

7.4.1 Once the termination is already completed, ITG will now advise
the Provider to close the service order number since applied
and installed line is completely working.
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8.0 GUIDELINES

Responsibility Process Flow Guidelines

8.1 Issue Reporting
8.1.1 Branch will report to ITG through call, chat or email for any
TELCO related issue that they are currently experiencing
specially their internet and telephone services.

8.2 Basic Troubleshooting

. 8.2.1 Upon receiving of TELCO issue, ITG will contact the branch and

Issue Reporting perform basic troubleshooting and gather information for further
escalation to Provider/ISP whenever necessary.

8.2.2 If the concern are assessed to be further resolved by the
Provider/ISP, ITG will escalate the issue to the Provider/ISP

y which is explained in detail under clause number 8.3.

8.2.3 However, if the reported concern is resolved by performing basic
troubleshooting, the issue can now be closed.

Basic
Troubleshooting

8.3 Report Issue to Provider
8.3.1 For further resolution of Provider/ISP, ITG will email the
technical support or point of contact for technical issues under
concerned/related Provider/ISP.

8.4 Report Ticket Issuance
8.4.1 As part of the acknowledgement of ISP’s technical support, they
will issue a Ticket Report number that will be used for future
reference in follow-up and other related query.
8.4.2 ITG will secure the Ticket Report number for internal monitoring
and other related purposes.

Resolved?

8.5 Resolution
8.5.1 ISP will now proceed to further resolution that can be done
through remote and/or an ocular visit of their assigned
technician.

Report Issue to
Provider

8.6 Closure of Reported Issue

8.6.1 Once the reported issue is completely resolved, ITG will now
v advise the Provider that the line is completely restored and may
now be tagged as resolved on their end.

Report Ticket
Issuance

4

Resolution

Follow-up to

>
Provider Resolved?

Closure of
Reported Issue
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INFORMATION
TECHNOLOGY GROUP

TELCO POLICY AND PROCEDURE

9.0 FORMS
9.1 TELCO Form — MITG-2019-F-011-A

10.0 AUTHORIZED SIGNATORIES

No. FORM SIGNATORIES

Requesting Team

Immediate Superior

Team Head

ITG, TELCO Authorized Signatory
ITG, Team Head

Requesting Team

TELCO Form Requested by
Noted by
Approved by
Processed by
Approved by

Acknowledged by

11.0 SANCTIONS : Non-compliance on this policy shall be subject to sanction in accordance with the employee code of conduct.
12.0 EFFECTIVITY : This policy will take effect on June 1, 2023
13.0 ACKNOWLEDGEMENT TO COMPLY AND IMPLEMENT
This is to acknowledge that we:
13.1 Reviewed the policies and procedure herein;

13.2 Agree with contents hereof; and
13.3 Commit to strictly implement these policies and procedures.

ELMER M. CATANGAY
Finance and Services
Team Head

LEA A. STA. MARIA
Control and Securities
Group Head

MICHAEL B. FRANCISCO
Collection and Recovery
Group Head

CATHERINE PACUAN
Operations Management
Group Head

DAISY JANE C. CERTEZA
Treasury and ROPOA
Group Head

ROVIELYN P. NATIVIDAD
Data Analytics and Virtual Verification
Team Head

FINANCE

Page 7 of 7

Prepared By:

CARLOS PAOLO C. ARMOBIT
ITG Junior Officer

Reviewed By:

GLENN B. BANCOLITA
ITG Senior Officer

Approved By:

LOUIE F. NONESA
President and COO
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