



































Hello,

My name is Karen Varela a Service Assurance Manager with
the AT&T After Hours team. I will be working with you and
our technicians to ensure that we achieve resolution to your
issue as soon as possible. I have reached out to my service
partners and have been advised that your ticket is pending
to be pick up by the next available technician. I will continue
to provide updates through resolution of your trouble. If you
have any questions or concerns, please feel free to reach
out to me by phone at 424-233-2617 or by hitting reply all
to this email.

Continuous efforts to resolve your concern will go forth. My
supervisors information is below should you require
additional assistance:

Area Manager: ENRIQUE EBARGUEN [424-233-
2538|ee248a@abs.att-mail.com

Karen Varela

Service Assurance Service Manager

Client Solutions & Operations

AT&T

El Paso, TX

0 424-233-2617 | kv278b@abs.att-mail.com

Office Hours: 2:00 P.M. to 11:00 P.M., MST, M-F

AFTER HOURS ASSISTANCE: 844-ATT-SERV/844-288-7378

This message, and any attachments, contain(s) information
that may be confidential or protected by privilege from
disclosure and is intended only for the individual or entity
named above. No one else may disclose, copy, distribute, or
use the contents of this message for any purpose. Its
unauthorized use, dissemination, or duplication is strictly
prohibited and may be unlawful. If you receive this message
in error or you otherwise are not an authorized recipient,
please immediately delete the message and any attachments
and notify the sender.
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partners and have been advised that your ticket is pending
to be pick up by the next available technician. I will continue
to provide updates through resolution of your trouble. If you
have any questions or concerns, please feel free to reach
out to me by phone at 424-233-2617 or by hitting reply all
to this email.

Continuous efforts to resolve your concern will go forth. My
supervisors information is below should you require
additional assistance:

Area Manager: ENRIQUE EBARGUEN |424-233-
2538|ee248a@abs.att-mail.com

Karen Varela

Service Assurance Service Manager

Client Solutions & Operations

AT&T

El Paso, TX

0 424-233-2617 | kv278b@abs.att-mail.com

Office Hours: 2:00 P.M. to 11:00 P.M., MST, M-F

AFTER HOURS ASSISTANCE: 844-ATT-SERV/844-288-7378

This message, and any attachments, contain(s) information
that may be confidential or protected by privilege from
disclosure and is intended only for the individual or entity
named above. No one else may disclose, copy, distribute, or
use the contents of this message for any purpose. Its
unauthorized use, dissemination, or duplication is strictly
prohibited and may be unlawful. If you receive this message
in error or you otherwise are not an authorized recipient,
please immediately delete the message and any attachments
and notify the sender.
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Hello,

I have reached out to my service partners and have been
advised that provisioning team will continue to isolate and
test your issue throughout the night and will provide you the
results in the morning. At this time I will be handing your
ticket back to the daytime team to follow up with you
tomorrow. If you have any questions or concerns regarding
this information or should you need assistance, please don't
hesitate to contact our Afterhours team by calling 844-727-
4473, or hitting reply all to this email trail.

Continuous efforts to resolve your concern will go forth. My
supervisors information is below should you require
additional assistance:

Area Manager: ENRIQUE EBARGUEN |424-233-
2538|ee248a@abs.att-mail.com

Karen Varela

Service Assurance Service Manager

Client Solutions & Operations

AT&T

El Paso, TX

0 424-233-2617 | kv278b@abs.att-mail.com

Office Hours: 2:00 P.M. to 11:00 P.M., MST, M-F

AFTER HOURS ASSISTANCE: 844-ATT-SERV/844-288-7378

This message, and any attachments, contain(s) information
that may be confidential or protected by privilege from
disclosure and is intended only for the individual or entity
named above. No one else may disclose, copy, distribute, or
use the contents of this message for any purpose. Its
unauthorized use, dissemination, or duplication is strictly
prohibited and may be unlawful. If you receive this message
in error or you otherwise are not an authorized recipient,
please immediately delete the message and any attachments
and notify the sender.

12







































Reg internet is not as noticeable.

Issue with IPADS spinning and Remote Desktop 3389 to data ctr. Major
issues (Bouncing)

should be 80up/80down. speed test range from 1 to 70s.

Uploads seems most unstable.

Pings drop packets.

Was worse, changed traffic shaping looked at on the config. Although
improved issues listed above are still prevalent.

Need to look at Shaping again and Firewall updates...

TICKET #: 7N2901742

TICKET OPENED: 11/29/2017 09:11 AM CST
ENGAGEMENT RECEIVED: 11/29/2017 09:16 AM CST
ISSUE: internet keeps dropping every few minutes and is
impacting business big time.

TYPE OF SERVICE: ETH

ADDRESS: 2241 Green Valley Rd

CITY/STATE: New Albany, IN

Access Hours: 08:00 - 17:00 M-F

Extended Hours: Unknown

CCON: Al Appel | 812-725-2434 |
aappel@associatesindermatology.com

LCON: Larry Jarrell | 502-599-3007 |
Larry.Jarrell@intermedix.com

LCON: Brad Wood | 812-725-2434

Dispatch: Yes

Intrusive Test: Yes (outside access hours only)

Power To CPE: Yes

OOB (If managed): Unknown

Thanks,

Scott Petersen
Critical Incident Resolution Manager
Client Solutions & Operations

ATE&T

Omaha

0 1(402) 970-3553 | sp3846@abs.att-mail.com

Office Hours: 7:00 A.M. to 4:00 P.M., CST, M-F

AFTER HOURS ASSISTANCE: 844-ATT-SERV/844-288-7378

My supervisor’s information is below should you require additional assistance:

Area Manager:
Mary Matthies

mm2lby@att.com
{402) 516-1455
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<ee248a@abs.att-mail.com>; Gloria Rubio <gr662w@abs.att-
mail.com>; 'STEELE, DUSTIN' <ds3568@att.com>; 'MARROQUIN, JOSE'
<im6891@att.com>; Enrique Ebarguen <ee248a@abs.att-mail.com>;
Gloria Rubio (gr662w@abs.att-mail.com) <gr662w @abs.att-mail.com>;
'SharesSvcsAfthrs (SharedSvesAfthrs@abs.att-mail.com)’
<SharedSvcsAfthrs@abs.att-mail.com>; David Kring (dk741r@abs.att-
mail.com) <dk741r@abs.att-mail.com>

Subject: RE: OWENLG | NB-SBS S | CNNMB2 | 239172542 | New
Albany, IN | #190481

Hello,

I have reached out to my service partners and have been
advised that provisioning team will continue to isolate and
test your issue throughout the night and will provide you the
results in the morning. At this time I will be handing your
ticket back to the daytime team to follow up with you
tomorrow. If you have any questions or concerns regarding
this information or should you need assistance, please don't
hesitate to contact our Afterhours team by calling 844-727-
4473, or hitting reply all to this email trail.

Continuous efforts to resolve your concern will go forth. My
supervisors information is below should you require
additional assistance:

Area Manager: ENRIQUE EBARGUEN |424-233-
2538 |ee248a@abs.att-mail.com

Karen Varela

Service Assurance Service Manager

Client Solutions & Operations

AT&T

El Paso, TX

0 424-233-2617 | kv278b@abs.att-mail.com

Office Hours: 2:00 P.M. to 11:00 P.M., MST, M-F

AFTER HOURS ASSISTANCE: 844-ATT-SERV/844-288-7378

This message, and any attachments, contain(s) information
that may be confidential or protected by privilege from
disclosure and is intended only for the individual or entity
named above. No one else may disclose, copy, distribute, or
use the contents of this message for any purpose. Its
unauthorized use, dissemination, or duplication is strictly
prohibited and may be unlawful. If you receive this message
in error or you otherwise are not an authorized recipient,
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will follow up shortly and be sending this up to afterhours so they can
continue to push with the testers tonight.

Below are the notes | took of their conversation (keep in mind I’'m not a
tech | just put the techs together to progress things...

Internet.

IUEC.732467..ATI

Reg internet is not as noticeable.

Issue with IPADS spinning and Remote Desktop 3389 to data ctr. Major
issues (Bouncing)

should be 80up/80down. speed test range from 1 to 70s.

Uploads seems most unstable.

Pings drop packets.

Was worse, changed traffic shaping looked at on the config. Although
improved issues listed above are still prevalent.

Need to look at Shaping again and Firewall updates...

TICKET #: 7N2901742

TICKET OPENED: 11/29/2017 09:11 AM CST
ENGAGEMENT RECEIVED: 11/29/2017 09:16 AM CST
ISSUE: internet keeps dropping every few minutes and is
impacting business big time.

TYPE OF SERVICE: ETH

ADDRESS: 2241 Green Valley Rd

CITY/STATE: New Albany, IN

Access Hours: 08:00 - 17:00 M-F

Extended Hours: Unknown

CCON: Al Appel | 812-725-2434 |
aappel@associatesindermatology.com

LCON: Larry Jarrell | 502-599-3007 |
Larry.Jarrell@intermedix.com

LCON: Brad Wood | 812-725-2434

Dispatch: Yes

Intrusive Test: Yes (outside access hours only)

Power To CPE: Yes

OOB (If managed): Unknown

Thanks,

Scott Petersen
Critical Incident Resolution Manager
Client Solutions & Operations

ATE&T

Omaha

01 (402) 970-3553 | sp3846@abs.att-mail.com

Office Hours: 7:00 A.M. to 4:00 P.M., CST, M-F

AFTER HOURS ASSISTANCE: 844-ATT-SERV/844-288-7378
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Hello,

I have reached out to my service partners and have been
advised that provisioning team will continue to isolate and
test your issue throughout the night and will provide you the
results in the morning. At this time I will be handing your
ticket back to the daytime team to follow up with you
tomorrow. If you have any questions or concerns regarding
this information or should you need assistance, please don't
hesitate to contact our Afterhours team by calling 844-727-
4473, or hitting reply all to this email trail.

Continuous efforts to resolve your concern will go forth. My
supervisors information is below should you require
additional assistance:

Area Manager: ENRIQUE EBARGUEN |424-233-
2538 |ee248a@abs.att-mail.com

Karen Varela

Service Assurance Service Manager

Client Solutions & Operations

AT&T

El Paso, TX

0 424-233-2617 | kv278b@abs.att-mail.com

Office Hours: 2:00 P.M. to 11:00 P.M., MST, M-F

AFTER HOURS ASSISTANCE: 844-ATT-SERV/844-288-7378

This message, and any attachments, contain(s) information
that may be confidential or protected by privilege from
disclosure and is intended only for the individual or entity
named above. No one else may disclose, copy, distribute, or
use the contents of this message for any purpose. Its
unauthorized use, dissemination, or duplication is strictly
prohibited and may be unlawful. If you receive this message
in error or you otherwise are not an authorized recipient,
please immediately delete the message and any attachments
and notify the sender.
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Reg internet is not as noticeable.

Issue with IPADS spinning and Remote Desktop 3389 to data ctr. Major
issues (Bouncing)

should be 80up/80down. speed test range from 1 to 70s.

Uploads seems most unstable.

Pings drop packets.

Was worse, changed traffic shaping looked at on the config. Although
improved issues listed above are still prevalent.

Need to look at Shaping again and Firewall updates...

TICKET #: 7N2901742

TICKET OPENED: 11/29/2017 09:11 AM CST
ENGAGEMENT RECEIVED: 11/29/2017 09:16 AM CST
ISSUE: internet keeps dropping every few minutes and is
impacting business big time.

TYPE OF SERVICE: ETH

ADDRESS: 2241 Green Valley Rd

CITY/STATE: New Albany, IN

Access Hours: 08:00 - 17:00 M-F

Extended Hours: Unknown

CCON: Al Appel | 812-725-2434 |
aappel@associatesindermatology.com

LCON: Larry Jarrell | 502-599-3007 |
Larry.Jarrell@intermedix.com

LCON: Brad Wood | 812-725-2434

Dispatch: Yes

Intrusive Test: Yes (outside access hours only)

Power To CPE: Yes

0O0B (If managed): Unknown

Thanks,

Scott Petersen
Critical Incident Resolution Manager
Client Solutions & Operations

AT&T

Omaha

01(402) 970-3553 | sp3846@abs.att-mail.com

Office Hours: 7:00 A.M. to 4:00 P.M., CST, M-F

AFTER HOURS ASSISTANCE: 844-ATT-SERV/844-288-7378

My supervisor’s information is below should you require additional assistance

Area Manager:
Mary Matthies

mm2l6y@att.com
(402) 516-1455
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Christoban Ruedas <cr243w@abs.att-mail.com>; Jarrell, Larry'
<LarryJarrell@intermedix.com>; 'Al Appel'
<aappel@associatesindermatology.com>

Cc: Mary Matthies <mm216y@abs.att-mail.com>; Christy Hayes
<ch052e@abs.att-mail.com>; SharesSvcsAfthrs
<SharedSvcsAfthrs@abs.att-mail.com>; Enrique Ebarguen
<ee248a@abs.att-mail.com>; Gloria Rubio <gr662w@abs.att-
mail.com>; 'STEELE, DUSTIN' <ds3568@att.com>; '"MARROQUIN, JOSE'
<im6891@att.com>; Enrique Ebarguen <ee248a@abs.att-mail.com>;
Gloria Rubio (gr662w@abs.att-mail.com) <gr662w@abs.att-mail.com>;
'SharesSvcsAfthrs (SharedSvesAfthrs@abs.att-mail.com)’
<SharedSvcsAfthrs@abs.att-mail.com>; David Kring (dk741r@abs.att-
mail.com) <dk741r@abs.att-mail.com>

Subject: RE: OWENLG | NB-SBS'S | CNNMB2 | 239172542 | New
Albany, IN | #190481

Hello,

I have reached out to my service partners and have been
advised that provisioning team will continue to isolate and
test your issue throughout the night and will provide you the
results in the morning. At this time I will be handing your
ticket back to the daytime team to follow up with you
tomorrow. If you have any questions or concerns regarding
this information or should you need assistance, please don't
hesitate to contact our Afterhours team by calling 844-727-
4473, or hitting reply all to this email trail.

Continuous efforts to resolve your concern will go forth. My
supervisors information is below should you require
additional assistance:

Area Manager: ENRIQUE EBARGUEN|424-233-
2538|ee248a@abs.att-mail.com

Karen Varela

Service Assurance Service Manager

Client Solutions & Operations

AT&T

El Paso, TX

0 424-233-2617 | kv278b@abs.att-mail.com

Office Hours: 2:00 P.M. to 11:00 P.M., MST, M-F

AFTER HOURS ASSISTANCE: 844-ATT-SERV/844-288-7378

This message, and any attachments, contain(s) information

that may be confidential or protected by privilege from

disclosure and is intended only for the individual or entity
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Hello,

My name is Karen Varela a Service Assurance Manager with
the AT&T After Hours team. I will be working with you and
our technicians to ensure that we achieve resolution to your
issue as soon as possible.l have reached out to my service
partners and have been advised that your ticket is pending
to be pick up by the next available technician.I will continue
to provide updates through resolution of your trouble. If you
have any questions or concerns, please feel free to reach
out to me by phone at 424-233-2617 or by hitting reply all
to this email.

Continuous efforts to resolve your concern will go forth. My
supervisors information is below should you require
additional assistance:

Area Manager: ENRIQUE EBARGUEN [424-233-
2538|ee248a@abs.att-mail.com

Karen Varela

Service Assurance Service Manager

Client Solutions & Operations

AT&T

El Paso, TX

0 424-233-2617 | kv278b@abs.att-mail.com

Office Hours: 2:00 P.M. to 11:00 P.M., MST, M-F

AFTER HOURS ASSISTANCE: 844-ATT-SERV/844-288-7378

This message, and any attachments, contain(s) information
that may be confidential or protected by privilege from
disclosure and is intended only for the individual or entity
named above. No one else may disclose, copy, distribute, or
use the contents of this message for any purpose. Its
unauthorized use, dissemination, or duplication is strictly
prohibited and may be unlawful. If you receive this message
in error or you otherwise are not an authorized recipient,
please immediately delete the message and any attachments
and notify the sender.
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I'm sorry I missed you when | called, but | was just wanting to check that you still wanted to troubleshoot with our
Tier 2 technicians, and your onsite IT. It"s to my understanding that this will take place today at 11:30am EST. I'll be
reaching out to our technicians 30 minutes prior, as it can be a long wait sometimes. If you any questions or concerns
regarding this information please don’t hesitate to contact me.
Thank you.

Alice Moge

ATA&T Service Assurance, Service Manager
Client Solutions & Operations

El Paso, TX

424 233.2738 |am4233@att.com

Office Hours: 7:00 A.M. to 4:00 P.M., MST, M-F

AFTER HOURS ASSISTANCE: 844-ATT-SERV/844-288-7378

Continuous efforts to resolve your concern will go forth. My supervisor’s information is below should you require
additional assistance:

Area Manager: Nidia Martinez | 424.233.2853 | nm187x@att.com

From: Nidia Martinez

Sent: Tuesday, November 14, 2017 9:34 AM

To: Al Appel; 'WOOD, BRADLEY D'; Michael Dalton-Martin; Jarrell, Larry'; Claudia Lujan

Cc: Herlinda Hernandez; Jessica Garcia; Brian Mook; Mike Norris; SharesSvcsAfthrs; Enrique Ebarguen; Gloria Rubio;
Brandon Rush; Stephen Beckley; Alexa Meza; Nidia Martinez

Subject: RE: OWENLG | NB-SBS S | CNNMB2 | 238318941 | Louisville, KY | Customer Service Degraded

Al,
Thank you for your response. We will be following up with you on Wednesday 11/15 to continue the testing.

Ticket number: 238318941

Description of the Trouble: Latency issues

Engagement received: Fri 11/10/2017 6:01 AM MST

Issue Opened: 11/09/2017 09:12 AM CST

Type of Service: BVOIP | USUSDEWBYNYO2R

Address: 3810 SPRINGHURST BLVD LOUISVILLE KY

Access Hours: Mon — Fri, 8am — 5pm

CCON: Al Appel| (502) 583-1749 Ext3133 | aappel@associatesindermatology.com
LCON: Al Appel| (502) 583-1749 Ext3133 | aappel@associatesindermatology.com
Dispatch: Yes

Intrusive Test: Yes

Power To CPE: Yes

Nidia Martinez
Area Manager
Client Solutions & Operations

AT&T

El Paso, TX

0 (424) 233-2853| nm187x@att.com

Office Hours: 7:00 A.M. to 4:00 P.M., MST, M-F



















Critical Issues Resolution Manager
Client Solutions and Operations

ATET

El Paso, TX

0424-233-2599 | cl890h@abs.att-mail.com

Office Hours: 2:00 P.M. to 11:00 P.M., MST, M-F
AFTER HOURS ASSISTANCE: 844-ATT-SERV/844-288-7378

From: Montell Rose

Sent: Monday, November 13, 2017 3:03 PM

To: Al Appel

Cc: Nidia Martinez; Herlinda Hernandez; Jessica Garcia; Brian Mook; Mike Norris; Jarrell, Larry'; Claudia Lujan;
SharesSvcsAfthrs

Subject: RE: OWENLG | NB-SBS S | CNNMB2 | 238318941 | Louisville, KY | Customer Service Degraded

Hello Abraham,

I have engaged my afterhours colleague Claudia Lujan to continue assisting on this issue. She will be providing
you updates on our technicians progress. | have attached her to this thread and she will be reaching out to you
soon. If during this process you have any questions or needs, please feel free to contact us directly by replying
all to this email thread.

Ticket number: 238318941

Description of the Trouble: Latency issues

Engagement received: Fri 11/10/2017 6:01 AM MST

Issue Opened: 11/09/2017 09:12 AM CST

Type of Service: BVOIP | USUSDEWBYNYO2R

Address: 3810 SPRINGHURST BLVD LOUISVILLE KY

Access Hours: Mon = Fri, 8am — 5pm

CCON: Abraham Miranda| (502) 583-1749 Ext3133 | aappel@associatesindermatology.com
LCON: Abraham Miranda| (502) 583-1749 Ext3133 | aappel@associatesindermatology.com
Dispatch: Yes

Intrusive Test: Yes

Power To CPE: Yes

Thank you,

Continuous efforts to resolve your concern will go forth. My supervisor’s information is below should you require
additional assistance:
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Area Manager: Nidia Martinez | (424) 233-2853 | nm187x@abs.att-mail.com

Montell Rose

Service Assurance Service Manager
Client Solutions & Operations

AT&T

El Paso, TX

(424)-233-2430| mr728m@abs.att-mail.com

Office Hours: 6:00 A.M. to 3:00 P.M.| MDT| M-F
AFTER HOURS ASSISTANCE: 844-ATT-SERV/844-288-7378

From: Montell Rose

Sent: Monday, November 13, 2017 1:46 PM

To: 'Al Appel'

Cc: Nidia Martinez; Herlinda Hernandez; 'Jarrell, Larry'

Subject: RE: OWENLG | NB-SBS S | CNNMB2 | 238318941 | Louisville, KY | Customer Service Degraded

Hello Abraham,

For an update, | have resubmitted for tier 2 escalation callback at (502) 583-1749 Ext3133 for further isolation
testing. | will provide you their update as soon as | receive it. If you have any questions or concerns regarding
this information, please don’t hesitate to contact me.

Ticket number: 238318941

Description of the Trouble: Latency issues

Engagement received: Fri 11/10/2017 6:01 AM MST

Issue Opened: 11/09/2017 09:12 AM CST

Type of Service: BVOIP | USUSDEWBYNYO2R

Address: 3810 SPRINGHURST BLVD LOUISVILLE KY

Access Hours: Mon - Fri, 8am — 5pm

CCON: Abraham Miranda| (502) 583-1749 Ext3133 | aappel@associatesindermatolo
LCON: Abraham Miranda| (502) 583-1749 Ext3133 | aappel@associatesindermatology.com
Dispatch: Yes

Intrusive Test: Yes

Power To CPE: Yes

Thank you,

Continuous efforts to resolve your concern will go forth. My supervisor’s information is below should you require
additional assistance:
Area Manager: Nidia Martinez | (424) 233-2853 | nm187x@abs.att-mail.com
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Ticket number: 238318941

Description of the Trouble: Latency issues

Engagement received: Fri 11/10/2017 6:01 AM MST

Issue Opened: 11/09/2017 09:12 AM CST

Type of Service: BVOIP | USUSDEWBYNY02R

Address: 3810 SPRINGHURST BLVD LOUISVILLE KY

Access Hours: Mon - Fri, 8am - 5pm

CCON: Abraham Miranda| (502) 583-1749 Ext3133 | aappel@associatesindermatology.com
LCON: Abraham Miranda| (502) 583-1749 Ext3133 | aappel@associatesindermatology.com
Dispatch: Yes

Intrusive Test: Yes

Power To CPE: Yes

Thank you,

Continuous efforts to resolve your concern will go forth. My supervisor’s information is below should you require
additional assistance:

Area Manager: Nidia Martinez | (424) 233-2853 | nm187x@abs.att-mail.com

Montell Rose

Service Assurance Service Manager
Client Solutions & Operations

AT&T
El Paso, TX

(424)-233-2430| mr728m@abs.att-mail.com
Office Hours: 6:00 A.M. to 3:00 PM.| MDT| M-F
AFTER HOURS ASSISTANCE: 844-ATT-SERV/844-288-7378

From: Montell Rose

Sent: Monday, November 13, 2017 7:24 AM

To: 'aappel@associatesindermatology.com’

Cc: Nidia Martinez; Herlinda Hernandez

Subject: RE: OWENLG | NB-SBS S | CNNMB2 | 238318941 | Louisville, KY | Customer Service Degraded

Hello Abraham,

For an update, our BVOIP team has confirmed Live testing will be needed; | have submitted to our tier 2 for
escalation and you should receive a call at (502) 583-1749 Ext3133 from our technicians regarding the process.
If you have any questions or concerns regarding this information, please don’t hesitate to contact me.

Ticket number: 238318941
Description of the Trouble: Latency issues
Engagement received: Fri 11/10/2017 6:01 AM MST

16



Issue Opened: 11/09/2017 09:12 AM CST

Type of Service: BVOIP | USUSDEWBYNYO02R

Address: 3810 SPRINGHURST BLVD LOUISVILLE KY

Access Hours: Mon - Fri, 8am — 5pm

CCON: Abraham Miranda| (502) 583-1749 Ext3133 | aappel@associatesindermatology.com
LCON: Abraham Miranda| (502) 583-1749 Ext3133 | a I@associatesindermatolo
Dispatch: Yes

Intrusive Test: Yes

Power To CPE: Yes

Thank you,

Continuous efforts to resolve your concern will go forth. My supervisor’s information is below should you require
additional assistance:
Area Manager: Nidia Martinez | (424) 233-2853 | nm187x@abs.att-mail.com

Montell Rose

Service Assurance Service Manager
Client Solutions & Operations

ATE&T

El Paso, TX

(424)-233-2430| mr728m@abs.att-mail.com

Office Hours: 6:00 A.M. to 3:00 P.M.| MDT| M-F
AFTER HOURS ASSISTANCE: 844-ATT-SERV/844-288-7378

From: Montell Rose

Sent: Friday, November 10, 2017 2:41 PM

To: 'aappel@associatesindermatology.com'

Cc: Nidia Martinez; Herlinda Hernandez; SharesSvcsAfthrs

Subject: RE: OWENLG | NB-SBS S | CNNMB2 | 238318941 | Louisville, KY | Customer Service Degraded

Hello Abraham,

For an update, | have continued to escalate your callback from our Tier 2 technicians; no ETC has been
presently provided but | will update when it is available. | will be leaving for day and adding our Afterhours
team as an FYl only to the email trail. If you should need assistance this evening, please reach out to them by
either replying all to this email or calling 844-288-7378. Otherwise, | will follow up with you Monday morning.

Ticket number: 238318941
Description of the Trouble: Latency issues
Engagement received: Fri 11/10/2017 6:01 AM MST
Issue Opened: 11/09/2017 09:12 AM CST
Type of Service: BVOIP | USUSDEWBYNY0O2R
Address: 3810 SPRINGHURST BLVD LOUISVILLE KY
Access Hours: Mon — Fri, 8am — 5pm
17



CCON: Abraham Miranda| (502) 583-1749 Ext3133 | aappel@associatesindermatology.com
LCON: Abraham Miranda| (502) 583-1749 Ext3133 | aappel@associatesindermatology.com
Dispatch: Yes

Intrusive Test: Yes

Power To CPE: Yes

Thank you,

Continuous efforts to resolve your concern will go forth. My supervisor’s information is below should you require
additional assistance:
Area Manager: Nidia Martinez | (424) 233-2853 | nm187x@abs.att-mail.com

Montell Rose

Service Assurance Service Manager
Client Solutions & Operations

AT&T

El Paso, TX

(424)-233-2430| mr728m@abs.att-mail.com

Office Hours: 6:00 A.M. to 3:00 P.M.| MDT| M-F
AFTER HOURS ASSISTANCE: 844-ATT-SERV/844-288-7378

From: Montell Rose

Sent: Friday, November 10, 2017 8:34 AM

To: 'aappel@associatesindermatology.com'

Cc: Nidia Martinez; Herlinda Hernandez

Subject: RE: OWENLG | NB-SBS S | CNNMB2 | 238318941 | Louisville, KY | Customer Service Degraded

Hello Abraham,

For an update, | have submitted an escalation for your ticket and have advised our BVOIP team to reach out to
you with during your access hours; | will provide a more specific time as that information becomes available to
me. If you have any questions or concerns regarding this information, please don’t hesitate to contact me.

Ticket number: 238318941

Description of the Trouble: Latency issues

Engagement received: Fri 11/10/2017 6:01 AM MST

Issue Opened: 11/09/2017 09:12 AM CST

Type of Service: BVOIP | USUSDEWBYNYO2R

Address: 3810 SPRINGHURST BLVD LOUISVILLE KY

Access Hours: Mon — Fri, 8am — 5pm

CCON: Abraham Miranda| (502) 583-1749 Ext3133 | aappel@associatesindermatology.com
LCON: Abraham Miranda| (502) 583-1749 Ext3133 | aappel@associatesindermatology.com
Dispatch: Yes

Intrusive Test: Yes

Power To CPE: Yes

18



Thank you,

Continuous efforts to resolve your concern will go forth. My supervisor’s information is below should you require
additional assistance:
Area Manager: Nidia Martinez | (424) 233-2853 | nm187x@abs.att-mail.com

Montell Rose

Service Assurance Service Manager
Client Solutions & Operations

AT&T

El Paso, TX

(424)-233-2430| mr728m@abs.att-mail.com

Office Hours: 6:00 A.M. to 3:00 P.M.| MDT| M-F
AFTER HOURS ASSISTANCE: 844-ATT-SERV/844-288-7378

From: Montell Rose

Sent: Friday, November 10, 2017 6:43 AM

To: 'aappel@associatesindermatology.com'

Cc: Nidia Martinez; Herlinda Hernandez

Subject: OWENLG | NB-SBS S | CNNMB2 | 238318941 | Louisville, KY | Customer Service Degraded

Hello Abraham,

My name is Montell Rose with the AT&T Service Assurance team. | will be working with you and our
technicians to ensure that we achieve resolution to your issue as soon as possible. | have reviewed your ticket
and will continue reviewing for updates, as well as escalating on your ticket where appropriate, throughout
the day until your service is restored. If during this process, you have any questions or concerns, please feel
free to contact me at 424-233-2622 or hit reply all to this email.

Ticket number: 238318941

Description of the Trouble: Latency issues

Engagement received: Fri 11/10/2017 6:01 AM MST

Issue Opened: 11/09/2017 09:12 AM CST

Type of Service: BVOIP | USUSDEWBYNYO2R

Address: 3810 SPRINGHURST BLVD LOUISVILLE KY

Access Hours: Mon - Fri, 8am — 5pm

CCON: Abraham Miranda| (502) 583-1749 Ext3133 | aappel@associatesindermatology.com
LCON: Abraham Miranda| (502) 583-1749 Ext3133 | aappel@associatesindermatology.com
Dispatch: Yes

Intrusive Test: Yes

Power To CPE: Yes
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Thank you,

Continuous efforts to resolve your concern will go forth. My supervisor’s information is below should you require
additional assistance:
Area Manager: Nidia Martinez | (424) 233-2853 | nm187x@abs.att-mail.com

Montell Rose

Service Assurance Service Manager
Client Solutions & Operations

AT&T

El Paso, TX

(424)-233-2430| mr728m@abs.att-mail.com

Office Hours: 6:00 A.M. to 3:00 P.M.| MDT| M-F
AFTER HOURS ASSISTANCE: 844-ATT-SERV/844-288-7378

The information contained in this message is confidential and may be privileged and/or
protected under law. If you receive this message in error, please notify us immediately
by forwarding a copy to compliance@intermedix.com and delete the original message and any
attachments.

The information contained in this message is confidential and may be privileged and/or
protected under law. If you receive this message in error, please notify us immediately
by forwarding a copy to compliance@intermedix.com and delete the original message and any
attachments.

The information contained in this message is confidential and may be privileged and/or
protected under law. If you receive this message in error, please notify us immediately
by forwarding a copy to compliance@intermedix.com and delete the original message and any
attachments.
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LCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
Dispatch: Yes

Intrusive Test :Yes

Power To CPE: Yes

Continuous effort to resolve your concern will go forth.
My direct number is 424.233.2845

Continuous efforts to resolve your concern will go forth. My supervisor’s information is below should you
require additional assistance:

Area Manager: Nidia Martinez | 424-233-2853| nm187x@att.com | Office Hours: 7:00A.M. to 4:00 P.M.,
MST M-F

Maria Hernandez

Service Manager

Consulting on behalf of AT&T Client Solutions and Operations
0 424-233-2845 | mh744x@att.com

Office Hours: 7:00 A.M. to 4:00 P.M., MST, M-F







CCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
L$ON: Laurie Bowling | 5029394522 | |bowling@associatesindermatology.com
Dispatch: Yes

Intrusive Test :Yes

Power To CPE: Yes

Continuous effort to resolve your concern will go forth.
My direct number is 424.233.2845

Continuous efforts to resolve your concern will go forth. My supervisor's information is below should you
require additional assistance:

Area Manager: Nidia Martinez | 424-233-2853| nm187x@att.com | Office Hours: 7:00A.M. to 4:00 P.M.,
MST M-F

Maria Hernandez

Service Manager

Consulting on behalf of AT&T Client Solutions and Operations
0 424-233-2845 | mh744x@att.com

Office Hours: 7:00 A.M. to 4:00 P.M., MST, M-F







<mf079j@att.com>; BLACK, PAUL E <pb7183@att.com>; Al Appel <aappel@associatesindermatology.com>
Subject: OWENLG | NB-SELECT | CNNMB2 | 000000246724228 | Louisville, KY |

Laurie,

Thank you for the update. Our technicians tested your service and all is testing clear on our end. We
will continue to monitor your service, please reach out to me immediately if you experience any issues with
your service. If you have any questions or concerns do not hesitate to contact me.

Ticket number: 246724228

Description of the Trouble: voice outage

Engagement received: 06/22/2018 09:40 AM CST

Issue Opened: 06/22/2018 08:13 AM CDT

Type of Service: NB-IPVPN | USASIGLOUKY02R

Address: 3810 SPRINGHURST BOULEVARD LOUISVILLE KY

Access Hours: 8am-5pm Mon-Fri

CCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
LCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
Dispatch: Yes

Intrusive Test :Yes

Power To CPE: Yes

Continuous effort to resolve your concern will go forth.
My direct number is 424.233.2845

Continuous efforts to resolve your concern will go forth. My supervisor's information is below should you
require additional assistance:

Area Manager: Nidia Martinez | 424-233-2853| nm187x@att.com | Office Hours: 7:00A.M. to 4:00 P.M.,
MST M-F

Maria Hernandez

Service Manager

Consulting on behalf of AT&T Client Solutions and Operations
0 424-233-2845 | mh744x@att.com

Office Hours: 7:00 A.M. to 4:.00 P.M., MST, M-F

From: Laurie Bowling [mailto:lbowling@associatesindermatology.com]

Sent: Friday, June 22, 2018 11:16 AM

To: Maria Hernandez Guzman <mh744x@abs.att-mail.com>

Cc: Nidia Martinez <nm187x@abs.att-mail.com>; Alexa Meza <am4233@abs.att-mail.com>; Herlinda Hernandez
<hh558d @abs.att-mail.com>; Alyssa Morgan <am966t@abs.att-mail.com>; mf079j@att.com; FITZGERALD, MILES
<mf079j@att.com>; BLACK, PAUL E <pb7183@att.com>; Al Appel <aappel@associatesindermatology.com>
Subject: RE: OWENLG | NB-SELECT | CNNMB2 | 000000246724228 | Louisville, KY |

Phone system is back up!

Laurie Morgan
Human Resources Assistant

AD

ASSQCIATES
DERMATOLOGY

3810 Springhurst Blvd, Suite 200



Louisville, KY 40241

Tel: 502-583-1749 Ext. 3158
502-322-1958

Fax: 502-329-7599

www.associatesindermatology.com

Confidentially Notice: This e-mail message, including any attachments, is for the sole use of the intended recipient(s) and may contain
confidential and privileged information. Any unauthorized review, use, disclosure, or distribution is prohibited. If you are not the
intended recipient(s), please contact the sender by reply e-mail and destroy all copies of the original message.

From: Maria Hernandez Guzman <mh744x@abs.att-mail.com>

Sent: Friday, June 22, 2018 12:34 PM

To: Laurie Bowling <lbowling@associatesindermatology.com>

Cc: Nidia Martinez <nm187x@abs.att-mail.com>; Alexa Meza <am4233@abs.att-mail.com>; Herlinda Hernandez
<hh558d @abs.att-mail.com>; Alyssa Morgan <am966t@abs.att-mail.com>; mf079j@att.com

Subject: OWENLG | NB-SELECT | CNNMB2 | 000000246724228 | Louisville, KY |

Laurie,

Thank You for taking my call. As per our conversation our technicians are requesting for you to reboot
your PBX phone system, once this has been done please verify service. If issue continues we will continue to
escalate and test further. If you have any questions or concerns do not hesitate to contact me.

Ticket number: 246724228

Description of the Trouble: voice outage

Engagement received: 06/22/2018 09:40 AM CST

Issue Opened: 06/22/2018 08:13 AM CDT

Type of Service: NB-IPVPN | USASIGLOUKY02R

Address: 3810 SPRINGHURST BOULEVARD LOUISVILLE KY

Access Hours: 8am-5pm Mon-Fri

CCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
LCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
Dispatch: Yes

Intrusive Test :Yes

Power To CPE: Yes

Continuous effort to resolve your concern will go forth.
My direct number is 424.233.2845

Continuous efforts to resolve your concern will go forth. My supervisor's information is below should you
require additional assistance:

Area Manager: Nidia Martinez | 424-233-2853| nm187x@att.com | Office Hours: 7:00A.M. to 4:00 P.M.,
MST M-F

Maria Hernandez

Service Manager

Consulting on behalf of AT&T Client Solutions and Operations
0 424-233-2845 | mh744x@att.com

Office Hours: 7:00 A.M. to 4:00 P.M., MST, M-F

From: Maria Hernandez Guzman
Sent: Friday, June 22, 2018 9:11 AM
To: 'Ibowling@associatesindermatology.com' <lbowling@associatesindermatology.com>
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Cc: Nidia Martinez <nm187x@abs.att-mail.com>; Alexa Meza <am4233@abs.att-mail.com>; Herlinda Hernandez
' <hh558d@abs.att-mail.com>; Alyssa Morgan <am966t@abs.att-mail.com>; 'mf079j@att.com' <mf079j@att.com>
Subject: OWENLG | NB-SELECT | CNNMB2 | 000000246724228 | Louisville, KY |

Laurie,

Thank you for taking my call. At this moment | have provided call samples to our specialist team and
they will be analyzing them to isolate the issue further. Meanwhile, | will continue to escalate and provide you
with updates as they become available. If you have any questions or concerns do not hesitate to contact me.

Ticket number: 246724228

Description of the Trouble: voice outage

Engagement received: 06/22/2018 09:40 AM CST

Issue Opened: 06/22/2018 08:13 AM CDT

Type of Service: NB-IPVPN | USASIGLOUKY02R

Address: 3810 SPRINGHURST BOULEVARD LOUISVILLE KY

Access Hours: 8am-5pm Mon-Fri

CCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
LCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
Dispatch: Yes

Intrusive Test :Yes

Power To CPE: Yes

Continuous effort to resolve your concern will go forth.
My direct number is 424.233.2845

Continuous efforts to resolve your concern will go forth. My supervisor’s information is below should you
require additional assistance:

Area Manager: Nidia Martinez | 424-233-2853| nm187x@att.com | Office Hours: 7:00A.M. to 4:00 P.M.,
MST M-F

Maria Hernandez

Service Manager

Consulting on behalf of AT&T Client Solutions and Operations
0 424-233-2845 | mh744x@att.com

Office Hours: 7:00 A.M. to 4:00 P.M., MST, M-F













































































































From: Laurie Bowling <|bowling@associatesindermatology.com>

Sent: Friday, June 22, 2018 11:15 AM

To: BLACK, PAUL E <pb7183@att.com>; FITZGERALD, MILES <mf079|@att.com>

Cc: Al Appel <aappel@associatesindermatology.com>; Larry Jarrell <Larry.Jarrell@intermedix.com>
Subject: FW: OWENLG | NB-SELECT | CNNMB2 | 000000246724228 | Louisville, KY |

Importance: High

Here is the latest update. We have been without service since I arrived at 7am, 4 hours now ( that we know of).
Our business cannot run without these phones, this is affecting our patient care. Patients cannot call in and we
cannot contact them from this location. Is there any other escalation that can be done? We are really in a bind!

Laurie Morgan
Human Resources Assistant

AD

ASSOCIATES
DERMATOLOGY

3810 Springhurst Blvd, Suite 200

Louisville, KY 40241

Tel: 502-583-1749 Ext. 3158
502-322-1958

Fax: 502-329-7599

www.associatesindermatology.com

Confidentially Notice: This e-mail message, including any attachments, is for the sole use of the intended recipient(s) and may contain
confidential and privileged information. Any unauthorized review, use, disclosure, or distribution is prohibited. If you are not the
intended recipient(s), please contact the sender by reply e-mail and destroy all copies of the original message.

From: Maria Hernandez Guzman <mh744x@abs.att-mail.com>

Sent: Friday, June 22, 2018 11:11 AM

To: Laurie Bowling <|bowling@associatesindermatology.com>

Cc: Nidia Martinez <nm187x@abs.att-mail.com>; Alexa Meza <am4233@abs.att-mail.com>; Herlinda Hernandez
<hh558d@abs.att-mail.com>; Alyssa Morgan <am966t@abs.att-mail.com>; mf079j@att.com

Subject: OWENLG | NB-SELECT | CNNMB2 | 000000246724228 | Louisville, KY |

Laurie,

Thank you for taking my call. At this moment | have provided call samples to our specialist team and
they will be analyzing them to isolate the issue further. Meanwhile, | will continue to escalate and provide you
with updates as they become available. If you have any questions or concerns do not hesitate to contact me.

Ticket number: 246724228

Description of the Trouble: voice outage

Engagement received: 06/22/2018 09:40 AM CST

Issue Opened: 06/22/2018 08:13 AM CDT

Type of Service: NB-IPVPN | USASIGLOUKYO02R

Address: 3810 SPRINGHURST BOULEVARD LOUISVILLE KY

Access Hours: 8am-5pm Mon-Fri

CCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
LCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
Dispatch: Yes




Intrusive Test :Yes
Power To CPE: Yes

Continuous effort to resolve your concern will go forth.
My direct number is 424.233.2845

Continuous efforts to resolve your concern will go forth. My supervisor's information is below should you
require additional assistance:

Area Manager: Nidia Martinez | 424-233-2853| nm187x@att.com | Office Hours: 7:00A.M. to 4:00 P.M.,
MST M-F

Maria Hernandez

Service Manager

Consulting on behalf of AT&T Client Solutions and Operations
0 424-233-2845 | mh744x@att.com

Office Hours: 7:00 A.M. to 4:00 P.M., MST, M-F







Access Hours: 8am-5pm Mon-Fri

CCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
LCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
Dispatch: Yes

Intrusive Test :Yes

Power To CPE: Yes

Continuous effort to resolve your concern will go forth.
My direct number is 424.233.2845

Continuous efforts to resolve your concern will go forth. My supervisor’s information is below should you
require additional assistance:

Area Manager: Nidia Martinez | 424-233-2853| nm187x@att.com | Office Hours: 7:00A.M. to 4:00 P.M.,
MST M-F

Maria Hernandez

Service Manager

Consulting on behalf of AT&T Client Solutions and Operations
0 424-233-2845 | mh744x@att.com

Office Hours: 7:00 A M. to 4:00 P.M., MST, M-F

From: Maria Hernandez Guzman

Sent: Friday, June 22, 2018 9:11 AM

To: 'lbowling@associatesindermatology.com' <|bowling@associatesindermatology.com>

Cc: Nidia Martinez <nm187x@abs.att-mail.com>; Alexa Meza <am4233@abs.att-mail.com>; Herlinda Hernandez
<hh558d@abs.att-mail.com>; Alyssa Morgan <am966t@abs.att-mail.com>; 'mf079j@att.com' <mf079|@att.com>
Subject: OWENLG | NB-SELECT | CNNMB2 | 000000246724228 | Louisville, KY |

Laurie,

Thank you for taking my call. At this moment | have provided call samples to our specialist team and
they will be analyzing them to isolate the issue further. Meanwhile, | will continue to escalate and provide you
with updates as they become available. If you have any questions or concerns do not hesitate to contact me.

Ticket number: 246724228

Description of the Trouble: voice outage

Engagement received: 06/22/2018 09:40 AM CST

Issue Opened: 06/22/2018 08:13 AM CDT

Type of Service: NB-IPVPN | USASIGLOUKYO02R

Address: 3810 SPRINGHURST BOULEVARD LOUISVILLE KY

Access Hours: 8am-5pm Mon-Fri

CCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
LCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
Dispatch: Yes

Intrusive Test :Yes

Power To CPE: Yes

Continuous effort to resolve your concern will go forth.
My direct number is 424.233.2845

Continuous efforts to resolve your concern will go forth. My supervisor's information is below should you
require additional assistance:












HERLINDA <hh558d@abs.att—mai].com$; MORGAN, ALYSSA N <am966t@abs.att-mail.com>; FITZGERALD, MILES
<mf079j@att.com>
Subject: OWENLG | NB-SELECT | CNNMB2 | 000000246724228 | Louisville, KY |

Laurie,

Thank you for taking my call. At this moment | have provided call samples to our specialist team and
they will be analyzing them to isolate the issue further. Meanwhile, | will continue to escalate and provide you
with updates as they become available. If you have any questions or concerns do not hesitate to contact me.

Ticket number: 246724228

Description of the Trouble: voice outage

Engagement received: 06/22/2018 09:40 AM CST

Issue Opened: 06/22/2018 08:13 AM CDT

Type of Service: NB-IPVPN | USASIGLOUKY02R

Address: 3810 SPRINGHURST BOULEVARD LOUISVILLE KY

Access Hours: 8am-5pm Mon-Fri

CCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
LCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
Dispatch: Yes

Intrusive Test :Yes

Power To CPE: Yes

Continuous effort to resolve your concern will go forth.
My direct number is 424.233.2845

Continuous efforts to resolve your concern will go forth. My supervisor's information is below should you
require additional assistance:

Area Manager: Nidia Martinez | 424-233-2853| nm187x@att.com | Office Hours: 7:00A.M. to 4:00 P.M.,
MST M-F

Maria Hernandez

Service Manager

Consulting on behalf of AT&T Client Solutions and Operations
0 424-233-2845 | mh744x@att.com

Office Hours: 7:00 A.M. to 4:00 P.M., MST, M-F










What needs to be done to replace equipment? We have already analyzed the calls on a separate ticket and were told it
is an equipment issue

Thanks,

Miles Fitzgerald

Application Sales Consultant

AT&T

Small Business Solutions
601 W. Chestnut St
Louisville, KY 40203

M: 502.415.5639

F: 866.628.4922
mf079j@att.com

From: HERNANDEZGUZMAN, MARIA

Sent: Friday, June 22, 2018 11:11 AM

To: Ibowling@associatesindermatology.com

Cc: MARTINEZ, NIDIA <nm187x@abs.att-mail.com>; MEZA, ALEXA <am4233@abs.att-mail.com>; HERNANDEZ,
HERLINDA <hh558d@abs.att-mail.com>; MORGAN, ALYSSA N <am966t@abs.att-mail.com>; FITZGERALD, MILES
<mf079i@att.com>

Subject: OWENLG | NB-SELECT | CNNMB2 | 000000246724228 | Louisville, KY |

Laurie,

Thank you for taking my call. At this moment | have provided call samples to our specialist team and
they will be analyzing them to isolate the issue further. Meanwhile, | will continue to escalate and provide you
with updates as they become available. If you have any questions or concerns do not hesitate to contact me.

Ticket number: 246724228

Description of the Trouble: voice outage

Engagement received: 06/22/2018 09:40 AM CST

Issue Opened: 06/22/2018 08:13 AM CDT

Type of Service: NB-IPVPN | USASIGLOUKY02R

Address: 3810 SPRINGHURST BOULEVARD LOUISVILLE KY

Access Hours: 8am-5pm Mon-Fri

CCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
LCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
Dispatch: Yes

Intrusive Test :Yes

Power To CPE: Yes

Continuous effort to resolve your concern will go forth.
My direct number is 424.233.2845

Continuous efforts to resolve your concern will go forth. My supervisor's information is below should you
require additional assistance:

Area Manager: Nidia Martinez | 424-233-2853| nm187x@att.com | Office Hours: 7:00A.M. to 4:00 P.M.,
MST M-F










Intrusive Test :Yes
Power To CPE: Yes

Continuous effort to resolve your concern will go forth.
My direct number is 424.233.2845

Continuous efforts to resolve your concern will go forth. My supervisor's information is below should you
require additional assistance:

Area Manager: Nidia Martinez | 424-233-2853| nm187x@att.com | Office Hours: 7:00A.M. to 4:00 P.M.,
MST M-F

Maria Hernandez

Service Manager

Consulting on behalf of AT&T Client Solutions and Operations
0 424-233-2845 | mh744x@att.com

Office Hours: 7:00 A.M. to 4:00 P.M., MST, M-F

From: Maria Hernandez Guzman

Sent: Friday, June 22, 2018 9:11 AM

To: 'lbowling@associatesindermatology.com' <|bowling@associatesindermatology.com>

Cc: Nidia Martinez <nm187x@abs.att-mail.com>; Alexa Meza <am4233@abs.att-mail.com>; Herlinda Hernandez
<hh558d@abs.att-mail.com>; Alyssa Morgan <am366t@abs.att-mail.com>; 'mf079j@att.com' <mf079j@att.com>
Subject: OWENLG | NB-SELECT | CNNMB2 | 000000246724228 | Louisville, KY |

Laurie,

Thank you for taking my call. At this moment | have provided call samples to our specialist team and
they will be analyzing them to isolate the issue further. Meanwhile, | will continue to escalate and provide you
with updates as they become available. If you have any questions or concerns do not hesitate to contact me.

Ticket number: 246724228

Description of the Trouble: voice outage

Engagement received: 06/22/2018 09:40 AM CST

Issue Opened: 06/22/2018 08:13 AM CDT

Type of Service: NB-IPVPN | USASIGLOUKY02R

Address: 3810 SPRINGHURST BOULEVARD LOUISVILLE KY

Access Hours: 8am-5pm Mon-Fri

CCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
LCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
Dispatch: Yes

Intrusive Test :Yes

Power To CPE: Yes

Continuous effort to resolve your concern will go forth.
My direct number is 424.233.2845

Continuous efforts to resolve your concern will go forth. My supervisor's information is below should you
require additional assistance:

Area Manager: Nidia Martinez | 424-233-2853| nm187x@att.com | Office Hours: 7:00A.M. to 4:00 P.M.,
MST M-F

Maria Hernandez

Service Manager


















Ticket number: 246724228

Description of the Trouble: voice outage

Engagement received: 06/22/2018 09:40 AM CST

Issue Opened: 06/22/2018 08:13 AM CDT

Type of Service: NB-IPVPN | USASIGLOUKY02R

Address: 3810 SPRINGHURST BOULEVARD LOUISVILLE KY

Access Hours: 8am-5pm Mon-Fri

CCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
LCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
Dispatch: Yes

Intrusive Test :Yes

Power To CPE: Yes

Continuous effort to resolve your concern will go forth.
My direct number is 424.233.2845

Continuous efforts to resolve your concern will go forth. My supervisor’s information is below should you
require additional assistance:

Area Manager: Nidia Martinez | 424-233-2853| nm187x@att.com | Office Hours: 7:00A.M. to 4:00 P.M.,
MST M-F

Maria Hernandez

Service Manager

Consulting on behalf of AT&T Client Solutions and Operations
0 424-233-2845 | mh744x@att.com

Office Hours: 7:00 A M. to 4:.00 P.M., MST, M-F







AD

ASSOCIATES
DERMATOLOGY

3810 Springhurst Blvd, Suite 200

Louisville, KY 40241

Tel: 502-583-1749 Ext. 3158
502-322-1958

Fax: 502-329-7599

www.associatesindermatology.com

Confidentially Notice: This e-mail message, including any attachments, is for the sole use of the intended recipient(s) and may contain
confidential and privileged information. Any unauthorized review, use, disclosure, or distribution is prohibited. If you are not the
intended recipient(s), please contact the sender by reply e-mail and destroy all copies of the original message.

From: Maria Hernandez Guzman <mh744x@abs.att-mail.com>

Sent: Monday, June 25, 2018 9:30 AM

To: Laurie Bowling <Ibowling@associatesindermatology.com>

Cc: Nidia Martinez <nm187x@abs.att-mail.com>; Alexa Meza <am4233@abs.att-mail.com>; Herlinda Hernandez
<hh558d@abs.att-mail.com>; Alyssa Morgan <am966t@abs.att-mail.com>; mf079j@att.com; FITZGERALD, MILES
<mf079j@att.com>; BLACK, PAUL E <pb7183@att.com>; Al Appel <aappel@associatesindermatology.com>
Subject: OWENLG | NB-SELECT | CNNMB2 | 000000246724228 | Louisville, KY |

Laurie,

Our technicians have completed testing on the circuit and all has tested clear. | have been advised that
your Voice is still with our provisioning team and provided me Order number: 171505100. Please follow up with
your account manager for further assistance. If you have any questions or concerns do not hesitate to contact
me.

Ticket number: 246724228

Description of the Trouble: voice outage

Engagement received: 06/22/2018 09:40 AM CST

Issue Opened: 06/22/2018 08:13 AM CDT

Type of Service: NB-IPVPN | USASIGLOUKY02R

Address: 3810 SPRINGHURST BOULEVARD LOUISVILLE KY

Access Hours: 8am-5pm Mon-Fri

CCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
LCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
Dispatch: Yes

Intrusive Test :Yes

Power To CPE: Yes

Continuous effort to resolve your concern will go forth.
My direct number is 424.233.2845

Continuous efforts to resolve your concern will go forth. My supervisor's information is below should you
require additional assistance:

Area Manager: Nidia Martinez | 424-233-2853| nm187x@att.com | Office Hours: 7:00A.M. to 4:00 P.M,,
MST M-F

Maria Hernandez

Service Manager



-

Consulting on behalf of AT&T Client Solutions and Operations
0 424-233-2845 | mh744x@att.com
Office Hours: 7:00 A.M. to 4:00 P.M., MST, M-F

From: Maria Hernandez Guzman

Sent: Friday, June 22, 2018 2:57 PM

To: 'Laurie Bowling' <|bowling@associatesindermatology.com>

Cc: Nidia Martinez <nm187x@abs.att-mail.com>; Alexa Meza <am4233@abs.att-mail.com>; Herlinda Hernandez
<hh558d@abs.att-mail.com>; Alyssa Morgan <am966t@abs.att-mail.com>; 'mf079j@att.com' <mf079j@att.com>;
'FITZGERALD, MILES' <mf079{@att.com>; 'BLACK, PAUL E' <pb7183@att.com>; 'Al Appel’
<aappel@associatesindermatology.com>; 'SharesSvcsAfthrs (SharedSvesAfthrs@abs.att-mail.com)’
<SharedSvcsAfthrs@abs.att-mail.com>

Subject: OWENLG | NB-SELECT | CNNMB2 | 000000246724228 | Louisville, KY |

Laurie,

Our technicians tested your service and all is testing clear on our end. We will continue to monitor your
service, please reach out to me immediately if you experience any issues with your service. If you have any
questions or concerns do not hesitate to contact me. If you should need assistance this evening please reply
all to this email trail. An evening Service Manager will be assigned to assist at that time. Otherwise, | will
personally follow up with you in the morning.

Ticket number: 246724228

Description of the Trouble: voice outage

Engagement received: 06/22/2018 09:40 AM CST

Issue Opened: 06/22/2018 08:13 AM CDT

Type of Service: NB-IPVPN | USASIGLOUKY02R

Address: 3810 SPRINGHURST BOULEVARD LOUISVILLE KY

Access Hours: 8am-5pm Mon-Fri

CCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
LCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
Dispatch: Yes

Intrusive Test :Yes

Power To CPE: Yes

Continuous effort to resolve your concern will go forth.
My direct number is 424.233.2845

Continuous efforts to resolve your concern will go forth. My supervisor’s information is below should you
require additional assistance:

Area Manager: Nidia Martinez | 424-233-2853| nm187x@att.com | Office Hours: 7:00A.M. to 4:00 P.M.,
MST M-F

Maria Hernandez

Service Manager

Consulting on behalf of AT&T Client Solutions and Operations
0 424-233-2845 | mh744x@att.com

Office Hours: 7:00 AM. to 4:00 P.M., MST, M-F

From: Maria Hernandez Guzman
Sent: Friday, June 22, 2018 12:13 PM



To: 'Laurie Bowling' <Ibowling@associatesindermatology.com>
Cc: Nidia Martinez <nm187x@abs.att-mail.com>; Alexa Meza <am4233@abs.att-mail.com>; Herlinda Hernandez
<hh558d@abs.att-mail.com>; Alyssa Morgan <am966t@abs.att-mail.com>; mf079j@att.com: FITZGERALD, MILES

<mf079]@att.com>; BLACK, PAUL E <pb7183@att.com>; Al Appel <aappel@associatesindermatology.com>
Subject: OWENLG | NB-SELECT | CNNMB2 | 000000246724228 | Louisville, KY |

Laurie,

Thank you for the update. Our technicians tested your service and all is testing clear on our end. We
will continue to monitor your service, please reach out to me immediately if you experience any issues with
your service. If you have any questions or concerns do not hesitate to contact me.

Ticket number: 246724228

Description of the Trouble: voice outage

Engagement received: 06/22/2018 09:40 AM CST

Issue Opened: 06/22/2018 08:13 AM CDT

Type of Service: NB-IPVPN | USASIGLOUKY02R

Address: 3810 SPRINGHURST BOULEVARD LOUISVILLE KY

Access Hours: 8am-5pm Mon-Fri

CCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
LCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
Dispatch: Yes

Intrusive Test :Yes

Power To CPE: Yes

Continuous effort to resolve your concern will go forth.
My direct number is 424.233.2845

Continuous efforts to resolve your concern will go forth. My supervisor’s information is below should you
require additional assistance:

Area Manager: Nidia Martinez | 424-233-2853| nm187x@att.com | Office Hours: 7:00A.M. to 4:00 P.M.
MST M-F

Maria Hernandez

Service Manager

Consulting on behalf of AT&T Client Solutions and Operations
0 424-233-2845 | mh744x@att.com

Office Hours: 7:00 A.M. to 4:00 P.M., MST, M-F

From: Laurie Bowling [mailto:lbowling@associatesindermatology.com]

Sent: Friday, June 22, 2018 11:16 AM

To: Maria Hernandez Guzman <mh744x@abs.att-mail.com>

Cc: Nidia Martinez <nm187x@abs.att-mail.com>; Alexa Meza <am4233@abs.att-mail.com>; Herlinda Hernandez
<hh558d@abs.att-mail.com>; Alyssa Morgan <am966t@abs.att-mail.com>; mf079j@att.com; FITZGERALD, MILES
<mf079|@att.com>; BLACK, PAUL E <pb7183@att.com>; Al Appel <aappel@associatesindermatology.com>
Subject: RE: OWENLG | NB-SELECT | CNNMB2 | 000000246724228 | Louisville, KY |

Phone system is back up!

Laurie Morgan
Human Resources Assistant



A

ASSOGCIATES
DERMATOLOGY

3810 Springhurst Blvd, Suite 200

Louisville, KY 40241

Tel: 502-583-1749 Ext. 3158
502-322-1958

Fax: 502-329-7599

www.associatesindermatology.com

Confidentially Notice: This e-mail message, including any attachments, is for the sole use of the intended recipient(s) and may contain
confidential and privileged information. Any unauthorized review, use, disclosure, or distribution is prohibited. If you are not the
intended recipient(s), please contact the sender by reply e-mail and destroy all copies of the original message.

From: Maria Hernandez Guzman <mh744x@abs.att-mail.com>

Sent: Friday, June 22, 2018 12:34 PM

To: Laurie Bowling <Ibowling@associatesindermatology.com>

Cc: Nidia Martinez <nm187x@abs.att-mail.com>; Alexa Meza <am4233@abs.att-mail.com>; Herlinda Hernandez
<hh558d@abs.att-mail.com>; Alyssa Morgan <am966t@abs.att-mail.com>; mf079j@att.com

Subject: OWENLG | NB-SELECT | CNNMB2 | 000000246724228 | Louisville, KY |

Laurie,

Thank You for taking my call. As per our conversation our technicians are requesting for you to reboot
your PBX phone system, once this has been done please verify service. If issue continues we will continue to
escalate and test further. If you have any questions or concerns do not hesitate to contact me.

Ticket number: 246724228

Description of the Trouble: voice outage

Engagement received: 06/22/2018 09:40 AM CST

Issue Opened: 06/22/2018 08:13 AM CDT

Type of Service: NB-IPVPN | USASIGLOUKY02R

Address: 3810 SPRINGHURST BOULEVARD LOUISVILLE KY

Access Hours: 8am-5pm Mon-Fri

CCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
LCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
Dispatch: Yes

Intrusive Test :Yes

Power To CPE: Yes

Continuous effort to resolve your concern will go forth.
My direct number is 424.233.2845

Continuous efforts to resolve your concern will go forth. My supervisor's information is below should you
require additional assistance:

Area Manager: Nidia Martinez | 424-233-2853| nm187x@att.com | Office Hours: 7:00A.M. to 4:00 P.M.,
MST M-F

Maria Hernandez

Service Manager

Consulting on behalf of AT&T Client Solutions and Operations
0 424-233-2845 | mh744x@att.com




Office Hours: 7:00 A.M. to 4:00 P.M., MST, M-F

From: Maria Hernandez Guzman

Sent: Friday, June 22, 2018 9:11 AM

To: 'Ibowling@associatesindermatology.com' <lbowling@associatesindermatology.com>

Cc: Nidia Martinez <nm187x@abs.att-mail.com>; Alexa Meza <am4233@abs.att-mail.com>; Herlinda Hernandez
<hh558d@abs.att-mail.com>; Alyssa Morgan <am966t@abs.att-mail.com>; 'mf079j@att.com' <mf079j@att.com>
Subject: OWENLG | NB-SELECT | CNNMB2 | 000000246724228 | Louisville, KY |

Laurie,

Thank you for taking my call. At this moment | have provided call samples to our specialist team and
they will be analyzing them to isolate the issue further. Meanwhile, | will continue to escalate and provide you
with updates as they become available. If you have any questions or concerns do not hesitate to contact me.

Ticket number: 246724228

Description of the Trouble: voice outage

Engagement received: 06/22/2018 09:40 AM CST

Issue Opened: 06/22/2018 08:13 AM CDT

Type of Service: NB-IPVPN | USASIGLOUKY02R

Address: 3810 SPRINGHURST BOULEVARD LOUISVILLE KY

Access Hours: 8am-5pm Mon-Fri

CCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
LCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
Dispatch: Yes

Intrusive Test :Yes

Power To CPE: Yes

Continuous effort to resolve your concern will go forth.
My direct number is 424.233.2845

Continuous efforts to resolve your concern will go forth. My supervisor’s information is below should you
require additional assistance:

Area Manager: Nidia Martinez | 424-233-2853| nm187x@att.com | Office Hours: 7:00A.M. to 4:00 P.M.,
MST M-F

Maria Hernandez

Service Manager

Consulting on behalf of AT&T Client Solutions and Operations
0 424-233-2845 | mh744x@att.com

Office Hours: 7:00 A.M. to 4:00 P.M., MST, M-F





























































AT&T Service Assurance, Service Manager
Client Solutions & Operations

El Paso, TX
424 233.2738 | am4233@att.com
Office Hours: 7:00 A.M. to 4:00 P.M., MST, M-F

AFTER HOURS ASSISTANCE: 844-ATT-SERV/844-288-7378

Continuous efforts to resolve your concern will go forth. My supervisor’s information is below should you require
additional assistance:

Area Manager: Nidia Martinez | 424.233.2853 | nm187x@att.com

From: Alexa Meza

Sent: Wednesday, November 15, 2017 4:03 PM

To: Jarrell, Larry'; 'Al Appel'; Nidia Martinez; 'WOOD, BRADLEY D'; Claudia Lujan

Cc: Herlinda Hernandez; Jessica Garcia; Mike Norris; SharesSvcsAfthrs; Enrique Ebarguen; Gloria Rubio; Brandon Rush;
Stephen Beckley

Subject: OWENLG | NB-SBS S | CNNMB2 | 000000238517005 | Louisville, KY | Customer Service Degraded

Hello Team,

I was reviewing the ticket log, and [ can see that our technician reached out to Larry today. Our technician
informed him that the AT&T router on site doesn’t have the DHCP configuration on it, Larry agreed to do the direct
connecting of the laptop and Larry asked him to send the IP addresses, as well as the sonic wall issue. The technician
advised he will be hold the ticket for 48 hours, and will be closing in no updates or feedback. At this time [ am adding our
Afterhours team as an FY1 only to the email trail. If you should need assistance this evening, please reach out to them by
either replying all to this email or calling 844-288-7378. An Evening Service Manager will be assigned to assist at that
time. Otherwise, | will personally follow up with you in the moming.

Alova Wope

ATA&T Service Assurance, Service Manager
Client Solutions & Operations

El Paso, TX

424 233.2738 | am4233@att.com

Office Hours: 7:00 A.M. to 4:00 P.M., MST, M-F

AFTER HOURS ASSISTANCE: 844-ATT-SERV/844-288-7378

Continuous efforts to resolve your concern will go forth. My supervisor’s information is below should you require
additional assistance:
Area Manager: Nidia Martinez | 424.233.2853 | nm187x@att.com

From: Jarrell, Larry [mailto:Larry.Jarrell@intermedix.com]

Sent: Wednesday, November 15, 2017 11:42 AM

To: Alexa Meza; 'Al Appel'; Nidia Martinez; "WOOD, BRADLEY D'; Claudia Lujan

Cc: Herlinda Hernandez; Jessica Garcia; Mike Norris; SharesSvcsAfthrs; Enrique Ebarguen; Gloria Rubio; Brandon Rush;
Stephen Beckley

Subject: RE: OWENLG | NB-SBS S | CNNMB2 | 000000238517005 | Louisville, KY | Customer Service Degraded

[ am not able to go back today and I am Doug security audits tomorrow. Let me get back with you on a different
time.









I'm sorry | missed you when | called, but | was just wanting to check that you still wanted to troubleshoot with our
Tier 2 technicians, and your onsite I'T. It's to my understanding that this will take place today at 11:30am EST. I'll be
reaching out to our technicians 30 minutes prior, as it can be a long wait sometimes. If you any questions or concerns
regarding this information please don’t hesitate to contact me.
Thank you.

e Mg

AT&T Service Assurance, Service Manager
Client Solutions & Operations

El Paso, TX

424 233.2738 |am4233@att.com

Office Hours: 7:00 A.M. to 4:00 P.M., MST, M-F

AFTER HOURS ASSISTANCE: 844-ATT-SERV/844-288-7378

Continuous efforts to resolve your concern will go forth. My supervisor’s information is below should you require
additional assistance:
Area Manager: Nidia Martinez | 424.233.2853 | nm187x@att.com

From: Nidia Martinez

Sent: Tuesday, November 14, 2017 9:34 AM

To: Al Appel; 'WOOD, BRADLEY D'; Michael Dalton-Martin; 'Jarrell, Larry'; Claudia Lujan

Cc: Herlinda Hernandez; Jessica Garcia; Brian Mook; Mike Norris; SharesSvcsAfthrs; Enrique Ebarguen; Gloria Rubio;
Brandon Rush; Stephen Beckley; Alexa Meza; Nidia Martinez

Subject: RE: OWENLG | NB-SBS S | CNNMB2 | 238318941 | Louisville, KY | Customer Service Degraded

Al
Thank you for your response. We will be following up with you on Wednesday 11/15 to continue the testing.

Ticket number: 238318941

Description of the Trouble: Latency issues

Engagement received: Fri 11/10/2017 6:01 AM MST

Issue Opened: 11/09/2017 09:12 AM CST

Type of Service: BVOIP | USUSDEWBYNY02R

Address: 3810 SPRINGHURST BLVD LOUISVILLE KY

Access Hours: Mon = Fri, 8am — 5pm

CCON: Al Appel| (502) 583-1749 Ext3133 | aappel@associatesindermatology.com
LCON: Al Appel| (502) 583-1749 Ext3133 | aappel@associatesindermatology.com
Dispatch: Yes

Intrusive Test: Yes

Power To CPE: Yes

Nidia Martinez
Area Manager
Client Solutions & Operations

AT&T

El Paso, TX

O (424) 233-2853| nm187x@att.com

Office Hours: 7:00 A.M. to 4:00 P.M., MST, M-F



















Critical Issues Resolution Manager
Client Solutions and Operations

AT&T

El Paso, TX

0 424-233-2599 | cl890h@abs.att-mail.com

Office Hours: 2:00 P.M. to 11:00 P.M., MST, M-F
AFTER HOURS ASSISTANCE: 844-ATT-SERV/844-288-7378

From: Montell Rose

Sent: Monday, November 13, 2017 3:03 PM

To: Al Appel

Cc: Nidia Martinez; Herlinda Hernandez; Jessica Garcia; Brian Mook; Mike Norris; 'Jarrell, Larry'; Claudia Lujan;
SharesSvcsAfthrs

Subject: RE: OWENLG | NB-SBS S | CNNMB2 | 238318941 | Louisville, KY | Customer Service Degraded

Hello Abraham,

| have engaged my afterhours colleague Claudia Lujan to continue assisting on this issue. She will be providing
you updates on our technicians progress. | have attached her to this thread and she will be reaching out to you
soon. If during this process you have any questions or needs, please feel free to contact us directly by replying
all to this email thread.

Ticket number: 238318941

Description of the Trouble: Latency issues

Engagement received: Fri 11/10/2017 6:01 AM MST

Issue Opened: 11/09/2017 09:12 AM CST

Type of Service: BVOIP | USUSDEWBYNYO2R

Address: 3810 SPRINGHURST BLVD LOUISVILLE KY

Access Hours: Mon — Fri, 8am — 5pm

CCON: Abraham Miranda| (502) 583-1749 Ext3133 | aappel@associatesindermatology.com
LCON: Abraham Miranda| (502) 583-1749 Ext3133 | aappel@associatesindermatology.com
Dispatch: Yes

Intrusive Test: Yes

Power To CPE: Yes

Thank you,

Continuous efforts to resolve your concern will go forth. My supervisor's information is below should you require
additional assistance:
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Area Manager: Nidia Martinez | (424) 233-2853 | nm187x@abs.att-mail.com

Montell Rose

Service Assurance Service Manager
Client Solutions & Operations

ATE&T

El Paso, TX

(424)-233-2430| mr728m@abs.att-mail.com

Office Hours: 6:00 A.M. to 3:00 P.M.| MDT| M-F
AFTER HOURS ASSISTANCE: 844-ATT-SERV/844-288-7378

From: Montell Rose

Sent: Monday, November 13, 2017 1:46 PM

To: 'Al Appel'

Cc: Nidia Martinez; Herlinda Hernandez; 'Jarrell, Larry'

Subject: RE: OWENLG | NB-SBS S | CNNMB2 | 238318941 | Louisville, KY | Customer Service Degraded

Hello Abraham,

For an update, | have resubmitted for tier 2 escalation callback at (502) 583-1749 Ext3133 for further isolation
testing. | will provide you their update as soon as | receive it. If you have any questions or concerns regarding
this information, please don’t hesitate to contact me.

Ticket number: 238318941

Description of the Trouble: Latency issues

Engagement received: Fri 11/10/2017 6:01 AM MST

Issue Opened: 11/09/2017 09:12 AM CST

Type of Service: BVOIP | USUSDEWBYNYO2R

Address: 3810 SPRINGHURST BLVD LOUISVILLE KY

Access Hours: Mon = Fri, 8am - 5pm

CCON: Abraham Miranda| (502) 583-1749 Ext3133 | aappel@associatesindermatology.com
LCON: Abraham Miranda| (502) 583-1749 Ext3133 | aappel@associatesindermatology.com
Dispatch: Yes

Intrusive Test: Yes

Power To CPE: Yes

Thank you,

Continuous efforts to resolve your concern will go forth. My supervisor’s information is below should you require
additional assistance:
Area Manager: Nidia Martinez | (424) 233-2853 | nm187x@abs.att-mail.com
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Ticket number: 238318941

Description of the Trouble: Latency issues

Engagement received: Fri 11/10/2017 6:01 AM MST

Issue Opened: 11/09/2017 09:12 AM CST

Type of Service: BVOIP | USUSDEWBYNYO2R

Address: 3810 SPRINGHURST BLVD LOUISVILLE KY

Access Hours: Mon = Fri, 8am = 5pm

CCON: Abraham Miranda| (502) 583-1749 Ext3133 | aappel@associatesindermatology.com
LCON: Abraham Miranda| (502) 583-1749 Ext3133 | aappel@associatesindermatology.com
Dispatch: Yes '

Intrusive Test: Yes

Power To CPE: Yes

Thank you,

Continuous efforts to resolve your concern will go forth. My supervisor’s information is below should you require
additional assistance:
Area Manager: Nidia Martinez | (424) 233-2853 | nm187x@abs.att-mail.com

Montell Rose

Service Assurance Service Manager
Client Solutions & Operations

AT&T

El Paso, TX

(424)-233-2430| mr728m@abs.att-mail.com

Office Hours: 6:00 A.M. to 3:00 P.M.| MDT| M-F
AFTER HOURS ASSISTANCE: 844-ATT-SERV/844-288-7378

From: Montell Rose

Sent: Monday, November 13, 2017 7:24 AM

To: 'aappel@associatesindermatology.com'’

Cc: Nidia Martinez; Herlinda Hernandez

Subject: RE: OWENLG | NB-SBS S | CNNMB2 | 238318941 | Louisville, KY | Customer Service Degraded

Hello Abraham,

For an update, our BVOIP team has confirmed Live testing will be needed; | have submitted to our tier 2 for
escalation and you should receive a call at (502) 583-1749 Ext3133 from our technicians regarding the process.
If you have any questions or concerns regarding this information, please don’t hesitate to contact me.

Ticket number: 238318941
Description of the Trouble: Latency issues
Engagement received: Fri 11/10/2017 6:01 AM MST
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Issue Opened: 11/09/2017 09:12 AM CST

Type of Service: BVOIP | USUSDEWBYNYO2R

Address: 3810 SPRINGHURST BLVD LOUISVILLE KY

Access Hours: Mon —Fri, 8am — 5pm

CCON: Abraham Miranda| (502) 583-1749 Ext3133 | aappel@associatesindermatology.com
LCON: Abraham Miranda| (502) 583-1749 Ext3133 | aappel@associatesindermatology.com
Dispatch: Yes

Intrusive Test: Yes

Power To CPE: Yes

Thank you,

Continuous efforts to resolve your concern will go forth. My supervisor's information is below should you require
additional assistance:
Area Manager: Nidia Martinez | (424) 233-2853 | nm187x@abs.att-mail.com

Montell Rose

Service Assurance Service Manager
Client Solutions & Operations

AT&T

El Paso, TX

(424)-233-2430| mr728m@abs.att-mail.com

Office Hours: 6:00 A.M. to 3:00 P.M.| MDT| M-F
AFTER HOURS ASSISTANCE: 844-ATT-SERV/844-288-7378

From: Montell Rose

Sent: Friday, November 10, 2017 2:41 PM

To: 'aappel@associatesindermatology.com'’

Cc: Nidia Martinez; Herlinda Hernandez; SharesSvcsAfthrs

Subject: RE: OWENLG | NB-SBS S | CNNMB2 | 238318941 | Louisville, KY | Customer Service Degraded

Hello Abraham,

For an update, | have continued to escalate your callback from our Tier 2 technicians; no ETC has been
presently provided but | will update when it is available. | will be leaving for day and adding our Afterhours
team as an FYl only to the email trail. If you should need assistance this evening, please reach out to them by
either replying all to this email or calling 844-288-7378. Otherwise, | will follow up with you Monday morning.

Ticket number: 238318941
Description of the Trouble: Latency issues
Engagement received: Fri 11/10/2017 6:01 AM MST
Issue Opened: 11/09/2017 09:12 AM CST
Type of Service: BVOIP | USUSDEWBYNYO2R
Address: 3810 SPRINGHURST BLVD LOUISVILLE KY
Access Hours: Mon = Fri, 8am = 5pm
17



CCON: Abraham Miranda| (502) 583-1749 Ext3133 | aappel@associatesindermatology.com
LCON: Abraham Miranda| (502) 583-1749 Ext3133 | aappel@associatesindermatology.com
Dispatch: Yes

Intrusive Test: Yes

Power To CPE: Yes

Thank you,

Continuous efforts to resolve your concern will go forth. My supervisor's information is below should you require
additional assistance:
Area Manager: Nidia Martinez | (424) 233-2853 | nm187x@abs.att-mail.com

Montell Rose

Service Assurance Service Manager
Client Solutions & Operations

AT&T

El Paso, TX

(424)-233-2430| mr728m@abs.att-mail.com

Office Hours: 6:00 A.M. to 3:00 P.M.| MDT| M-F
AFTER HOURS ASSISTANCE: 844-ATT-SERV/844-288-7378

From: Montell Rose

Sent: Friday, November 10, 2017 8:34 AM

To: 'aappel@associatesindermatology.com'’

Cc: Nidia Martinez; Herlinda Hernandez

Subject: RE: OWENLG | NB-SBS S | CNNMB2 | 238318941 | Louisville, KY | Customer Service Degraded

Hello Abraham,

For an update, | have submitted an escalation for your ticket and have advised our BVOIP team to reach out to
you with during your access hours; | will provide a more specific time as that information becomes available to
me. If you have any questions or concerns regarding this information, please don’t hesitate to contact me.

Ticket number: 238318941

Description of the Trouble: Latency issues

Engagement received: Fri 11/10/2017 6:01 AM MST

Issue Opened: 11/09/2017 09:12 AM CST

Type of Service: BVOIP | USUSDEWBYNYO02R

Address: 3810 SPRINGHURST BLVD LOUISVILLE KY

Access Hours: Mon = Fri, 8am — 5pm

CCON: Abraham Miranda| (502) 583-1749 Ext3133 | aappel@associatesindermatology.com
LCON: Abraham Miranda| (502) 583-1749 Ext3133 | aappel@associatesindermatology.com
Dispatch: Yes

Intrusive Test: Yes

Power To CPE: Yes
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Thank you,

Continuous efforts to resolve your concern will go forth. My supervisor’s information is below should you require
additional assistance:
Area Manager: Nidia Martinez | (424) 233-2853 | nm187x@abs.att-mail.com

Montell Rose

Service Assurance Service Manager
Client Solutions & Operations

AT&T

El Paso, TX

(424)-233-2430| mr728m@abs.att-mail.com

Office Hours: 6:00 A.M. to 3:00 P.M.| MDT| M-F
AFTER HOURS ASSISTANCE: 844-ATT-SERV/844-288-7378

From: Montell Rose

Sent: Friday, November 10, 2017 6:43 AM

To: 'aappel@associatesindermatology.com'

Cc: Nidia Martinez; Herlinda Hernandez

Subject: OWENLG | NB-SBS S | CNNMB2 | 238318941 | Louisville, KY | Customer Service Degraded

Hello Abraham,

My name is Montell Rose with the AT&T Service Assurance team. | will be working with you and our
technicians to ensure that we achieve resolution to your issue as soon as possible. | have reviewed your ticket
and will continue reviewing for updates, as well as escalating on your ticket where appropriate, throughout
the day until your service is restored. If during this process, you have any questions or concerns, please feel
free to contact me at 424-233-2622 or hit reply all to this email.

Ticket number: 238318941

Description of the Trouble: Latency issues

Engagement received: Fri 11/10/2017 6:01 AM MST

Issue Opened: 11/09/2017 09:12 AM CST

Type of Service: BVOIP | USUSDEWBYNYO2R

Address: 3810 SPRINGHURST BLVD LOUISVILLE KY

Access Hours: Mon = Fri, 8am — 5pm

CCON: Abraham Miranda| (502) 583-1749 Ext3133 | aappel@associatesindermatology.com
LCON: Abraham Miranda| (502) 583-1749 Ext3133 | aappel@associatesindermatology.com
Dispatch: Yes

Intrusive Test: Yes

Power To CPE: Yes
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Thank you,

Continuous efforts to resolve your concern will go forth. My supervisor’s information is below should you require
additional assistance:
Area Manager: Nidia Martinez | (424) 233-2853 | nm187x@abs.att-mail.com

Montell Rose

Service Assurance Service Manager
Client Solutions & Operations

AT&T

El Paso, TX

(424)-233-2430| mr728m@abs.att-mail.com

Office Hours: 6:00 A.M. to 3:00 P.M.| MDT| M-F
AFTER HOURS ASSISTANCE: 844-ATT-SERV/844-288-7378

The information contained in this message is confidential and may be privileged and/or
protected under law. If you receive this message in error, please notify us immediately
by forwarding a copy to compliance@intermedix.com and delete the original message and any
attachments.

The information contained in this message is confidential and may be privileged and/or
protected under law. If you receive this message in error, please notify us immediately
by forwarding a copy to compliancefintermedix.com and delete the original message and any
attachments.

The information contained in this message is confidential and may be privileged and/or
protected under law. If you receive this message in error, please notify us immediately
by forwarding a copy to compliance@intermedix.com and delete the original message and any
attachments.

20
































































































Ticket number: 246724228

Description of the Trouble: voice outage

Engagement received: 06/22/2018 09:40 AM CST

Issue Opened: 06/22/2018 08:13 AM CDT

Type of Service: NB-IPVPN | USASIGLOUKYO02R

Address: 3810 SPRINGHURST BOULEVARD LOUISVILLE KY

Access Hours: 8am-5pm Mon-Fri

CCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
LCON: Laurie Bowling | 5029394522 | Ibowling@associatesindermatology.com
Dispatch: Yes

Intrusive Test :Yes

Power To CPE: Yes

Continuous effort to resolve your concern will go forth.
My direct number is 424.233.2845

Continuous efforts to resolve your concern will go forth. My supervisor’s information is below should you
require additional assistance:

Area Manager: Nidia Martinez | 424-233-2853| nm187x@att.com | Office Hours: 7:00A.M. to 4:00 P.M.,
MST M-F

Maria Hernandez

Service Manager

Consulting on behalf of AT&T Client Solutions and Operations
0 424-233-2845 | mh744x@att.com

Office Hours: 7:00 A.M. to 4:00 P.M., MST, M-F




