
NetOps Field Transformation Q&A 

Q1. What was announced? 

We’re announcing plans to form two organizations, effective Jan. 1, 2014, from the current C&E 

Proactive Maintenance Field Forces (PMFF), Core Installation & Maintenance (CIM), and U-

verse Field Operations (UFO) teams.  The remaining organizations in the NetOps (Smith) 

organization will not be impacted by this restructure. 

Q2. What are the two organizations? 

The first organization is the Network Infrastructure & Business Services (NIBS) team. The new 

NIBS team’s responsibilities will include maintaining the access network infrastructure through 

more proactive maintenance, enabling the increased bandwidth demands required by our 

customers while reducing reactive dispatches. NIBS will include PMFF from C&E.  The team 

will also be responsible for installation and repair of advanced business services. 

The second organization is the Service Delivery and Assurance (SD&A) team. The SD&A 

team’s responsibilities will include installation and repair of non-designed video, voice and 

broadband services. 

They will make each contact with the customer a positive experience and ensure we’re meeting 

our commitments. The National Dispatch Center (NDC), Regional Market Execution Team 

(RMET) and Buried Drop functions will also be part of this organization. 

Q3. What work functions will be included in the NIBS team? 

The NIBS team will oversee cable repair as well as helper tickets. Air pressure, company 

initiated work, PMFF functions, AT&T Business Field Services (ABFS) and Special Services 

will also be part of the NIBS team. 

Q4. Why are U-verse installations in SD&A but U-verse helper tickets are in NIBS? 

A U-verse helper ticket is an indication our plant is not performing properly. The NIBS group 

will resolve the issue on an individual ticket, but more importantly will seek to resolve associated 

issues as part of proactive maintenance.  In fact, a goal of the NIBS team will be to use tools like 

ELMPRO and BBT to identify and resolve issues so an SD&A tech can deliver the requested 

service without the need for a helper ticket. 

By giving NIBS the goal of eliminating helper tickets, using proactive maintenance and 

increased testing and analysis, it drives the focus to maintain the network to deliver the desired 

bandwidth and reliability to our customers. A primary goal of this transformation is to have 

facilities ready on the due date and capable of delivering the speed and functionality we 

promised to the customer. 

Q5. Why are these organizations being created? 



As technology evolves, so do the expectations and needs of our customers. Who would have 

thought just a few years ago we’d be on verge of delivering up to 45 Mb/s and in the future up to 

75-100 Mb/s over twisted pair copper? Increased broadband speeds and IP-enabled services will 

become even more important, and we will expect more from our infrastructure. As our business 

moves forward, we must transform how we operate by investing in our people while striving to 

exceed the expectations of our customers. 

We also have an extensive outside plant infrastructure with over 1.8M miles of copper sheath 

cable. By bringing together the Proactive Maintenance functions with NIBS to deliver more 

bandwidth and greater reliability, we’ll more effectively maintain our access network 

infrastructure. 

Employee feedback tells us that our existing structure sometimes gets in the way of delivering an 

effortless customer experience. Our goal is to realign to eliminate silos and reduce handoffs. 

We’re aiming to present “one face” to our small business and consumer customers. We’re also 

focusing on improving the performance of our F2 cable, increasing bandwidth to meet customer 

demand, driving greater reliability and using more proactive, and fewer reactive, dispatches. 

Q6. Who will lead these two organizations? 

Corey Anthony has been asked to lead NIBS and Randy Tomlin has been asked to lead SD&A. 

Q7.  How will the National Dispatch Center (NDC) be affected? 

The NDC transformation began in late 2012 in an effort to set the stage for further 

transformational moves.  The NDC transformation continues today, and it plays the key role of 

enabling effective dispatching as the field transforms. The NDC will also drive deeper 

partnerships with the field and Network Care teams to reduce contact and dispatch rates, 

resulting in a better customer experience. 

Q8. Will these organizations help advance our brand and business? 

Absolutely. This structure will take our NetOps performance to a new level, allows us to meet 

our Service Promise commitments, and ultimately helps our customers feel more confident 

recommending AT&T to family and friends, thereby improving our Net Promoter Score results. 

Q9. What are the next steps? 

It’s still early. However, a tremendous amount of coordination and effort will occur over the next 

few months as we develop and execute our plans. Additional information on timing and structure 

will be provided as it becomes available. 

Q10. What impact will this restructuring have on our work force? 



We’ll place the supervisors and the technicians from the existing organizations into the new 

organizations. Details of the mapping process will be shared with employees once they are 

finalized. 

Q11. Other than the new reporting alignment, what will be the impact on the work we do 

and how we do it? 

We expect to strengthen our focus on meeting our Service Promise commitments and improve 

our network infrastructure bandwidth and reliability as we deliver the broadband services our 

customers demand. Moving to speeds of up to 45 Mb/s, and in the future up to 75-100 Mb/s, 

over twisted pair copper will require close attention and significant effort. Ultimately, SD&A 

team members will be focusing on immediate customer installation and repair needs, while NIBS 

team members will concentrate on maintaining the network in a more proactive manner, enabling 

delivery of advanced services now and in the future. 

Q12.  Is this restructuring simply another way to drive a surplus or reduction in force? 

Not at all! This reorganization does not include any headcount reduction. Instead it focuses on 

improving service to our customers and maintaining our infrastructure. As a matter of fact, if we 

successfully complete this restructure, it leads to many positives: customer satisfaction, customer 

penetration, and increased revenues. 

Of course, there are always other environmental and market conditions that could cause an 

impact, but those are ever present in our business and are evaluated with care. 

Q13. When can we expect to learn more? 

While it’s still early in the planning process, here’s what we anticipate: 

Planning will continue through the end of the year 

VPs in the new structure will be communicated mid-August 

Directors and AVPs in the new structure will be communicated in October 

1st and 2nd level management assignments will be shared in mid-November 

The new structure will be in place on Jan. 1, 2014 

Q14. What will occur in the meantime? 

We must stay focused on delivering an exceptional customer experience and maintaining an 

outstanding network. 

 


