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TEX-AN NG SERVICE INFORMATION
Services provided through the Texas Agency Network (TEX-AN) for eligible state, non-state and assistance organizations:
DIR TEX-AN New Customer Requirements:
· New Customer Form filled out and emailed to:  laura.muncey@dir.texas.gov  or walter.gaylor@dir.texas.gov in the Solutions Design section.
· Signed DIR Service Agreement: all higher education, political subdivisions and assistance organization are required to have an executed service agreement on file.
· Order forms for the requested service sent to telecom.solutions@dir.texas.gov* 

*Please note that DIR cannot place orders with a vendor until all of the customer paperwork is submitted and an account code has been assigned to your entity.
DIR Service Delivery Responsibilities:
· Assignment of account code and notification to you of the account code.
· Once the customer requirements are fulfilled the service order(s) is placed with the vendor.
· DIR will send via email the service order details and installation date of the service to your authorized ordering representative.
· DIR newtelecombilling@dir.texas.gov will email information on TEX-AN invoice retrieval from the DIR web portal to the accounts payable representative(s) that you provided on the New Customer Form. **

**Please note:  If your new service has been installed and your accounts payable representative(s) have not been contacted about invoice retrieval, please have them contact newtelecombilling@dir.texas.gov and your service design representative, either Laura or Walter to obtain the login and password information.
DIR Service Delivery contact list:
· Service Delivery: both solutions design and orders: 877-472-4848, option 4
· DIR Orders Mailbox: telecom.solutions@dir.texas.gov 
· DIR Manager: Karen Williamson, 512-463-4044, Karen.williamson@dir.texas.gov

DIR Billing Team contact list:
· DIR Billing questions: 877-472-4848, option 3
· DIR Billing mailbox: telebilling@dir.texas.gov
· DIR Manager: Delores Williams, 512-463-5935, Delores.williams@dir.texas.gov
· DIR Invoice Retrieval web portal[footnoteRef:1]
 [1:  DIR Invoice Retrieval web portal: http://texasnp2.dir.texas.gov/customercareportal] 

DIR Service Issues contact list:
· DIR Network Operations Center Help Desk: 877-472-4848, option 2
· DIR Quality Assurance: 877-472-4848, option 5

Frequently Asked Questions:
· Why should I purchase communications technology services from DIR? Purchasing communications technology services from DIR saves you time and resources because we take care of the competitive procurement process and we’re able to offer deeply discounted prices. Plus, you’ll have access to our reliable customer service, solution development and ordering assistance, and consolidated billing. 
· Do I have to go through a competitive procurement when I purchase communications technology services from DIR? No. Per Texas Government Code, Section 791.025, we have already met the competitive bid requirements for you. 
· Are the prices on DIR's contracts competitive? Yes. Our vendors offer significant discounts off list prices because they anticipate a high volume of purchases made through our contracts. Contracted prices apply to all DIR customers, regardless of size or type of organization.
· What is the account code?  This is a unique three digit alpha numeric number assigned by DIR that you will use on every order that you place and will be the account code on your invoice.
· What is a division code?  This is a three digit number that can be assigned by your entity to help you identify different functional or financial groups. The default is 000 and all charges for services ordered could be placed under that division.  If you choose to set up division codes we will need to have a name associated with the three digit number and a contact name and phone number.  For example if your account code is XX3 you would have 000 as your primary division and 100 as Administration.  So you could track the communication costs for your Administrative Department under XX3100 on your TEX-AN invoice.
· When do we retrieve our TEX-AN invoice from the web portal? Your accounts payable representative(s) will go to the Customer Care Portal[footnoteRef:2] with the DIR assigned login and password on or about the 20th day after the billing month. Remittance Address for payment is Department of Information Resources Telecommunications Services Division, P. O .Box 13564 Austin, TX 78711.  For example; if your service was installed in the month of October, you will be able to retrieve your first invoice on November 20th. If you do not receive, a login and password please email newtelecombillng@dir.texas.gov with your agency account code and they will help you receive your login and password. [2:  Customer Care Portal: http://texasnp2.dir.texas.gov/CustomerCarePortal] 

· Why doesn’t DIR send out invoices?  All customers must retrieve their invoices through our portal.  We don’t send invoices out so that we can provide the best rates possible and the most error free invoices.
· How do we disconnect the existing communication services after we become a TEX-AN customer?  Since your existing services were ordered directly by you from a vendor, you will have to contact your vendor to disconnect the services.  You are the customer of record and DIR cannot act on your behalf.  It is your choice when you schedule the disconnection of the existing services.
· How will I know when the new services will be installed?  A DIR service order representative will send your authorized order representative an email with the service details after the order is placed with the vendor and the vendor provides the installation date and all pertinent details.
· After I submit the original order with my entities telephone numbers for long distance switched service to DIR TEX-AN, what do I do when I get new telephone numbers?  In order to take advantage of the TEX-AN rates and to not receive a local long distance bill from your carrier, please be sure to place a new order to telecom.solutions@dir.texas.gov providing the new telephone number(s).
· Do my TEX-AN services qualify for e-rate reimbursement?  Yes.  The TEX-AN vendors have SPIN numbers that you will use when filling out your forms.
· How do I contact my service delivery representative or my order service representative?  DIR now has a toll free number in an ACD group that is associated with both groups for assistance.  The number is 877-472-4848 option 4.  Once your call is answered the call can be transferred to your service representative.
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