
Paperwork 

Connect/One                                                                                                                                         Page 1 

Table of Content 
Overview ................................................................................................................... 2 

Objectives ............................................................................................................... 2 

Structure ............................................................................................................... 2 

Completing a Work Order ....................................................................................... 2 

Purpose of the Work Order ..................................................................................... 2 

Contents of a Work Order ....................................................................................... 3 

Installation/Change of Service/Restart Work Order ................................................ 4 

Trouble Call Work Order ......................................................................................... 7 

Disconnect Work Order: Non-Voluntary ................................................................ 10 

Special Request Work Order ................................................................................ 13 

How to Complete the New Work Order ................................................................. 16 

Additional Paperwork ............................................................................................ 17 

Field Service Work Order Cover Sheet ................................................................. 17 

Underground Drop Replacement .......................................................................... 18 

Construction Referral Form .................................................................................. 19 

 

  



Paperwork 

Connect/One                                                                                                                                         Page 2 

Overview 

This training guide presents information on the contents of the Work Order. This training 

guide also discusses the additional paperwork that is used in Field Service Operations. 

Objectives 

After completing this guide, the participants will be able to: 

 Explain the contents of the Work Order. 
 Explain how to complete a Work Order. 

 

After completing this guide, the participants will be able to: 

 Describe when the following paperwork is to be used and its content: 
o Field Service Work Order Cover Sheet 
o Serialized Asset Control Form 
o Daily Receipts Log 
o Underground Drop Replacement Form 
o Construction Referral Form 

Structure 

This guide is organized into two parts: 

 The Work Order 
 Additional Paperwork 

 

 
This section is part of the New Hire Training Guide. 

 

Completing a Work Order 

 

This section provides information on the work order and describes the following: 

 Purpose of the work order 
 Contents of a work order 
 Completion of a work order 

Purpose of the Work Order 

 

The most important document with which you will use daily is the Work Order. This forms 

tells you what you are to do and where you are to do it. The Work Order also serves as the 

document that verifies that the work is complete. 
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The Work Order is considered the binding contract between the MSO and the customer. It is 

essential that the customer signs the Work Order to acknowledge the acceptance of the 

terms and conditions listed on the back, that the work was completed and custody of the 

converters and other equipment he/she has received. 

 

The Work Order is the primary document used by the back-office staff to find out what 

happened in the field. The office staff requires this information in order to bill the customers 

for received service and to track the customers’ current status. 

 

The Work Order is actually a 4-part duplicate form:  

1ST Page – White: Data Entry and returned with the FS cover sheet at the end of the day. 

2nd Page – Yellow: Duplicate copy for the technician to turn in for billing. 

3rd Page – Pink: Duplicate copy for the customer. 

 

The content of the work order will depend on the job type. There are different types of 

work orders for different jobs: 

Installation (INSTALL)/Change of Service (CHG SVC)/Restart(RESTART) 

Disconnect (DISCONCT): Voluntary or Non-voluntary 

Trouble Call (TBL CALL) 

Special Request Order (SPCL REQ) 

 

Contents of a Work Order 

In the next few pages, you will get familiar with the format of the Work Order in order to 

complete the form. 
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Installation/Change of Service/Restart Work Order 
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The Installation/Change of Service/Restart/Disconnect Work Order has the following 

content: 

 

Any description in bold is required to be filled in (if applicable). 
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Trouble Call Work Order 

 

 
 

 



Paperwork 

Connect/One                                                                                                                                         Page 8 

The Trouble Call Work Order has the following content: 

 

Any description in bold is required to be filled in (if applicable). 
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Disconnect Work Order: Non-Voluntary 
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The Disconnect Work Order has the following content: 

 

Any description in bold is required to be filled in (if applicable). 
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Special Request Work Order 
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The Special Request (SRO) Work Order has the following content: 

 

Any description in bold is required to be filled in (if applicable): 

 

 
 

 



Paperwork 

Connect/One                                                                                                                                         Page 15 
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How to Complete the New Work Order 

 

Fill in required applicable information as per the job type of Work Order as described in the 

previous sections. 

 

Additional information should be written or noted on the work order such as: 

 Explanation for Varying from Normal Installation Procedures: The reason why the 
work was not performed to normal procedures. Examples include property damage, 
service problems, and any relevant comments. 

 Reschedule Reason: This entry is used if the technician needs to reschedule the 
work. The technician needs to obtain the name or number of the Dispatcher who 
was informed. 

 Not at Home Time: This entry is used if the technician arrives and the customer is 
not available to provide the technician access to the dwelling. The technician needs 
to obtain the name or number of the Dispatcher who was informed. 

 Change in Work Order: A description of the work performed different than what was 
originally scheduled. The technician needs to obtain the name or number of the 
Dispatcher who was informed. 

 Serial Number of Converter/Modem Installed or swapped: If a converter/modem is 
installed or swapped the serial number of the device should be noted on the work 
order. This number will be used by the back office staff to ensure that the customer 
status is current. The barcode of the converter/modem is placed on the work order. 

 Serial Number of Converter/modem removed: If a converter/modem is removed, the 
serial number of the device should be noted on the work order. This number will be 
used by the back office staff to ensure that the customer status is current. 

 Customer Signature and date: The customer must sign at the conclusion of 
installation to acknowledge receipt of the terms and conditions listed on the back, 
that the work was completed, and custody of converters and other equipment 
received. 

 Tech Initials: Technician initials to attest to have performed the work listed on the 
work order. 

 

If the customer refuses to sign because of dissatisfaction with your work, rerun the cable or 

otherwise alter the installation in any reasonable way that does not require "fishing" or 

nonconformance with the technical standards. If you are unable to perform the required 

work for the customer, then contact your supervisor. 

 

If the customer refuses to sign because he/she has a bad picture, recheck your work again. 

 

Once the Work Order is completed, the customer receives the Pink copy. All other copies 

are returned to your supervisor at the end of the day. 
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Additional Paperwork 

This section describes the purpose of various forms used by the technician.  The Module 

describes the following: 

 Field Service Work Order Cover Sheet 
 Serialized Asset Control Form 
 Theft of Service Form 
 Daily Receipts Log 
 Underground Drop Replacement Form 
 Construction Referral Form 

 

Field Service Work Order Cover Sheet 

 

This form is the cover sheet which summarizes all the work order done for the day by a 

technician. It is important to properly fill out the cover sheet and check for accuracy. The 

cover sheet and work orders will be forward to the Quality Assurance group for final check 

in and quality assurance. 

 

 
Sample Work Order Cover Sheet 



Paperwork 

Connect/One                                                                                                                                         Page 18 

Underground Drop Replacement 

 

The Underground Drop Replacement Form is used to request a replacement of an 

underground drop. 

 

 
 



Paperwork 

Connect/One                                                                                                                                         Page 19 

Construction Referral Form 

 

The Construction Referral form is completed when work is required that is beyond the 

capability of the technician. Examples include but are not limited to the following: 

 Damaged lock boxes/pedestals/vaults 
 Damaged feeder 
 Damage/downed pole 
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EXHIBIT K – SAMPLE QC SURVEY 

 
 

 


