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	High Level Escalation Pro-forma


This Pro-forma must be used at all times when sending a case to the HLE Team in BT Wholesale.

Broadband Faults - We can only assist when there is an existing fault available for us to investigate, expedite, or escalate. If a fault does not exist then one will have to be raised before approaching BT Wholesale.  

Expedites - Please ensure you have submitted an expedite request to the expedite team (expedites.2.cov@bt.com) prior to coming to us to expedite an order.

Please note if the order is not committed we are unable to deal as we cannot manually intervene with this order
** Please click ‘Validate Form’ button at end of the document to ensure that the form is correctly filled.
	Authorisation

	 FORMCHECKBOX 
 Tick here to confirm you are authorised to submit High Level Escalations to BT Wholesale


	Communications Provider (CP) Details

	Name:

            Enter CP name here * 
Contact Number: 
Enter CP contact number here *
Email Address: 
Enter CP email address here *
Date: 


Enter todays date here in dd/mm/yy format *


	Case Details

	Residential Customer/Business Name *
Enter name here
Residential Customer/Business full address & postcode (if available)

Enter 1st line of address here
Enter 2nd line of address here
Enter 3rd line of address here
Postcode Enter postcode here
Telephone number (if available)

Enter number here
Please provide circuit details (CBUK, BBEU, Broadband telephone number etc.) and all existing BTW reference numbers (order numbers, fault reference numbers etc.) in the table below *

	Reference Type
	Reference Number

	1. Broadband Telephone No
	Enter reference here

	2. 1-Siebel Ref
	Enter reference here

	3. BBEU
	Enter reference here

	4. CBUK
	Enter reference here

	5. eCo Ref
	Enter reference here

	6. GPMS Fault Ref
	Enter reference here


	Evidence

	Please specify the escalation source *
 FORMDROPDOWN 

 FORMCHECKBOX 
 Tick here if you received this escalation verbally, if so please enter details below
Name of Person Spoken to

Enter name here
Contact Number Used by Customer

Enter number here
Date & Time of Customer Call

Enter date / time here in dd/mm/yy hh:mm format
Please provide evidence to show that your escalation has been through the business as usual escalation path e.g. email chains. If you are unable to provide the escalation reference, please specify the full name of the team manager who owns the escalation. *
Enter details here
 FORMCHECKBOX 
 Tick here if this escalation is for a VIP, if so please enter details below

Enter details here


	Nature of your escalation

	What is the reason for this escalation? *
 FORMDROPDOWN 

Please provide full evidence e.g. email chains, copy of letters etc. which can be copied / pasted here. Additionally you can add attachment/s by clicking in the ‘Attachments’ fields below and insert attachment as normal *
Enter details here
When did the problem/fault occur? *
Enter date / time here in dd/mm/yy hh:mm format
If business as usual escalation path has not been followed, please specify why. *
Enter details here
What previous actions have you taken to resolve the customer’s issue? *
Enter details here
Please provide any additional information that will support this request.
Enter details here


	Attachments

	Click in the boxes below to add your attachment/s

	Attach 1
	Attach 2
	Attach 3
	Attach 4
	Attach 5


	For provision related issues only

	I understand that BTW can only assist when there is an existing order available for them to investigate, expedite, or escalate. If an order does not exist then one will have to be raised before approaching BT Wholesale.

 FORMCHECKBOX 
 Tick here to you confirm you agree with the above statement *
If you have been unable to place an order please specify the steps you have taken to attempt to rectify this.

Enter details here


	For repair related issues only

	I understand that BTW can only assist when there is an existing fault available for them to investigate, expedite, or escalate. If a fault does not exist then one will have to be raised before approaching BT Wholesale.  

 FORMCHECKBOX 
 Tick here to confirm you agree with the above statement *
 FORMCHECKBOX 
 Tick here to confirm you accept Time Related Engineering Charges (if applicable) *
If you have been unable to raise a fault please specify the steps you have taken to attempt to rectify this
Enter details here


	Existing SMC escalations

	 FORMCHECKBOX 
 Tick here if your escalation is currently being dealt with by the BT Wholesale SMC, and if so please explain why the High Level Escalation process needs to be used.
Enter details here
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