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1. INTRODUCTION 
 
Thank you for choosing Cingular Wireless as your primary wireless solutions 
provider!  We are excited about our partnership and are committed to best-in-class 
wireless service and support for you and your end users.  

The purpose of this document is to provide a dynamic resource for 
Telecommunication Managers, IT Managers, Key Contacts and Authorized Order 
Placers, to assist with administering corporate wireless voice and data programs.    
 
This reference manual is not a binding agreement and is not to be considered 
inclusive of all processes.  Working hours, contact numbers, procedures and 
policies are subject to change without notice and may vary. 
 
Cingular is in the process of integrating legacy AT&T Wireless and Cingular 
systems and networks, and building a comprehensive set of highly customized 
business systems to support business customers.  As new systems are 
implemented, our operational processes will be enhanced, resulting in a 
simplified and efficient service delivery. 

1.1. Cingular Business Customer Support Model 

Cingular has assembled industry leading resources to provide business 
customers with the best return on wireless investments.  With network reliability, 
high-impact voice and data solutions, wireless plan choices, and powerful 
wireless management tools, Cingular Wireless delivers the solutions you demand 
for your business. 

At the core of Cingular’s business-to-business activities is the Business Markets 
Group (BMG). BMG is a nationally focused B2B organization that gives business 
customers access to dedicated professionals in the areas of sales, customer 
care, ordering, product and offer development, and solutions deployment who 
are focused solely on their specialized needs.  BMG works with customers 
through multiple channels:  

• Premier – a cost-effective, customizable and flexible online platform for 
your company’s employees and telecom managers to purchase, activate, 
monitor and manage their wireless portfolio; anytime, anywhere.  

• Business Customer Services – dedicated business call centers, with 
specialized groups and unique tools and services to assist with business 
customer support and account management. 

• Account Team - dedicated professionals committed to providing wireless 
business solutions that create business value for your organization.  
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• Cingular Retail Stores – a broad network of convenient locations to 
support your employees. 

Color Key for areas where differences still exist between legacy systems and 
processes:  

 Cingular Account. 

 Legacy TDMA AT&T Wireless Account  
Accounts using legacy AT&T Wireless TDMA devices and 
service, which are recognizable by the fact that these 
devices do not have SIM cards or data capability. 

1.2. Overview of Your Business Account 

1.2.1. Account Hierarchy 
Your Account Team will introduce you to the account hierarchy used for 
managing your wireless program, including Foundation Account Numbers (FANs) 
and Billing Account Numbers (BANs).  

• A FAN is a unique number that identifies your account throughout all 
Cingular Wireless markets.  Its main function is to define billing, reporting 
and program benefits within Cingular’s billing systems.  Always be aware 
of which FAN your lines are on, when speaking with Customer Support 
Representatives.  You are required to know your FAN when ordering new 
service or having a line enrolled in the program, to get the company 
discount.. 

• A BAN identifies a billing account that has one or more mobile numbers on 
the same account.  As an example, mobile numbers belonging to the 
same department may be on the same BAN to help with more efficient bill 
processing for your company. 

You may choose to have more than one FAN for your business, depending on 
payment and reporting preferences.  A FAN can encompass just one Billing 
Account Number (BAN), or multiple BANs.   

1.2.2. Billing and Payment Options 
Business customers typically pay from a paper bill or from a consolidated bill on 
a CD.  If you pay from a paper bill, your FAN is referred to as a Reporting FAN (if 
reporting is provided via a WIN Advantage® CD or One Source CD), or as a 
Fulfillment FAN if no reporting CD is provided. If you pay from a CD, your FAN 
will be referred to as a Billing FAN.  In this case, if you receive the paper bill, it 
will indicate “This is not an invoice – do not pay.”  The WIN CD contains the 
information on corporately owned lines.  Employee lines, on the sponsorship 
program, are billed separately, and their charges do not appear on the Win CD. 
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1.2.2.1. The Paperless Option for Shadow Bills 
Business customers who pay from the one page invoice on their WIN CD, are on  
Billing FANs.  The lines that are attached to Billing Fans have a “Shadow Bill” 
sent that just says “This is not an invoice – do not pay.”  These paper bills always 
have a zero balance, since the payment is made via the Win CD.  If the Telecom 
Manager would rather not have a paper bill sent, the bill for these lines may be 
shredded by us.  This paperless option is only available for those lines on Billing 
Fans. To have the paperless option, speak to your Account Team first.  Then you 
may have the address changed, for each of the BAN#s you wish, to: 
 
Address for Paperless Bill Option for Shadow bills  

· WIN CD Local Bills  
· Cingular Wireless 

P.O. BOX 97058 
Redmond, WA 98073  

· One Source Local Bills  
· Cingular Wireless 

12525 Cingular Way  
Alpharetta , GA 30004  

 

1.2.3. User Account Types 
Your business account can encompass two different types of end user accounts: 
• Individual Responsibility User (IRU) is a type of account in which an end user 

is associated with a business contract but maintains financial liability for the 
service and pays the bill for the service used. IRUs may qualify to receive 
discounts as a result of employment with contracted corporation. 

• Corporate Responsibility User (CRU) is a type of account in which financial 
responsibility rests with the business. 

Your IRUs will be attached to a unique FAN, different from the FAN(s) for CRUs. 

1.2.4. Authorized Order Placers 
Cingular will only accept orders and requests for Corporate Responsibility Users 
from Authorized Order Placers.  Contact your Account Team if you would like to 
add Authorized Order Placers or passwords to your account(s).  Passwords are 
recommended.  

1.2.5. Cingular’s Tax ID 
Cingular’s Tax ID# is 84-1659970. 
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2. NEW SERVICE, DEVICES AND UPGRADES 

2.1. Guidelines for Ordering Cingular and former AT&T Wireless 
Equipment and Service 

Cingular is in the process of integrating legacy AT&T Wireless and Cingular 
systems, processes and networks.  As a result of integration, all new activations 
will now occur on the Cingular equipment rather than former AT&T Wireless 
equipment.   

2.2. Ordering a New Service for Corporate Responsibility Users (CRUs) 

2.2.1. Ordering through Premier 
Premier provides the easiest and most convenient option for Authorized Order 
Placers and CRUs to order equipment and service online.  Your Account Team 
can request a Premier site for your company and will provide you with URL, log 
in and password.  

2.2.2. Ordering by Phone 
 For ordering equipment and service for CRUs, Authorized Order 

Placers can call National Business Ordering: 

888-444-4410  Mon-Fri 8 AM – 8 PM Eastern 

You will need to provide a mobile number (only if you are looking for new 
equipment for an existing line), or press option #1 for new equipment and 
service.  To order you must provide: 

• FAN 
• Password on the account, if any 
• Equipment model and what accessories you would like 
• User-defined fields, if any 
• Billing Account Number if you need to bill to an existing billing account 
• Bill-to address 
• Ship-to address 
• Subscriber name and address. 

2.2.3. Porting a Number from another Carrier 
When porting, please have a copy of the bill from your former wireless 
carrier as you will need to provide the exact information from the bill.  
Since your previous carrier must approve the release of your 
number(s) to Cingular, porting takes two to three days longer than a 
regular order.   
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2.2.4. Activating a Device after Receiving It 
CRUs will receive a device that is already activated, except in the case of a 
migration from the former AT&T Wireless to Cingular service, or porting from 
another carrier to Cingular. 

 To activate the new Cingular device, an Authorized Order Placer or an End 
User can call Activations: 

877-201-9521, Option 3 Mon-Fri 8 AM – 8 PM Eastern 

To activate a device: 
Please have your device in hand and be prepared to provide your IMEI number 
from the box or inside the phone base, and the SIM card number.  (We suggest 
writing down the information before calling to activate).  Please be aware of the 
user name for that phone as well as the Billing Account Number (BAN).  Also, 
please note that certain upgrades to new equipment may require new rate plans, 
features, or promotions. 
 
Customer care representative will ask for one or more of the below: 

• The name on the account - “ABC Company” 
• The billing address - “1 Anywhere USA, City, State ZIP” 

Please tell the care representative that it is a: “Corporate Responsible Phone” 
so they do not perform a credit check. 
 
If you have any problems with activating your phone please contact National 
Business Ordering: 

888-444-4410 Mon-Fri 8 AM – 8 PM Eastern 

2.3. Ordering a New Service for Individual Responsibility Users (IRUs) 
Cingular provides a number of convenient choices for your employees to order 
and activate a new wireless service.  Authorized Order Placers do not place 
orders for IRUs.  

2.3.1. Ordering through Premier 
Premier provides the easiest and most convenient option for IRUs to order 
equipment and service online.  Your Account Team can request a Premier site 
for your company.  Once the site has been established, IRUs can access it 
through a link provided by your Account Team, or through www.cingular.com. 

2.3.2. Ordering through Cingular Retail Store 
IRUs can order new service at a Cingular owned retail store.  They are required 
to provide employee identification, such as employee badge or pay stub, in order 
to take advantage of corporate discounts available to the corporation. 
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2.3.3. Ordering by Phone 
IRUs can order new service by calling National Business Ordering: 

888-444-4410 Mon-Fri 8 AM – 8 PM Eastern 

The following information is required: 
• FAN 
• Subscriber, billing and shipping addresses 
• Social Security Number 
• Choice of equipment and rate plan 

2.3.4. Activating a Device after Receiving It 
IRUs ordering new service from Premier or a Cingular retail store should follow 
the instructions received with the device.  
 
If IRUs ordering new wireless device from National Business Ordering, if the 
device is inactive upon arrival, should be directed to call the Contract Acceptance 
and Activation Line:  

866-895-1099 24/7 

Employees will need to have their wireless phone available and be 
prepared to provide Social Security Number and Billing ZIP code. 
If the equipment was ordered via NBO, the Enduser is required to 
validate their employment or they will be removed from the FAN and all 
eligible discounts.  IRU line validation is done by going to 
http://www.cingular.com/discounts and following the instructions.  
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2.4. Ordering Accessories 
Cingular offers a comprehensive set of business accessories for your wireless 
voice and data devices, including chargers, Bluetooth, memory cards and more.   
Once a Premier website has been established for your company, you will have 
access to a wide selection of accessories for the devices we carry. 
To order accessories for the devices Cingular no longer carries, go online - 
www.cingular.com/accessories, or call the Accessory Hotline at:  

888-933-1313 
Mon -Fri: 8 AM – midnight Eastern 

Sat:  9 AM – 9 PM Eastern 
Sun: 10 AM – 9 PM Eastern 

Accessory Hotline requires credit card payment. 
 

2.5. Adding a Line to an Existing Billing Account 
You may request that new lines of service be added to your existing accounts 
when ordering through Premier, National Business Ordering, or your Account 
Team.  Be sure to mention the BAN number when placing your order.   
If you would like all new activations to be added to a particular account or have 
other requirements that apply to all orders, please contact your Account Team. 

2.6. Adding a Business Discount to an Existing CRU Line (Enrollment) 
Telecom Managers may request that an existing CRU line be “attached” to your 
Foundation Account Number (“enroll a line”).  Once the line is attached to the 
FAN, eligible business discounts will be applied to that line.  Once enrolled, if the 
line is attached to a Billing FAN, charges will be rendered via the WIN 
Advantage® or One Source CD.  If it’s enrolled on a Reporting or Fulfillment 
FAN, charges will be rendered via a paper bill. 

2.6.1. Enrollment through Premier 
Once a Premier web site has been established for your company, Telecom 
Managers can request enrollment through the “Manage” tab.   
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2.6.2. Enrollment by Phone 
National Business Services can also add a business discount (“enroll a line”), so 
that it is “attached” to your Foundation Number.  Authorized Order Placer can call 
National Business Services to enroll a line:  

800-999-5445 Mon-Fri 8 AM – 8:30 PM Eastern 

• Enter the mobile number you will be adding to the FAN 
• Enter the FAN 
• Select option #1 and option #1 

Be prepared to provide:  
• User-defined labels 
• The Billing Account Number, if you are adding the mobile number to a 

different Billing Account 
• Subscriber information such as user name and address 

 

2.6.3. Bulk Enrollment Requests 
If you would like to add more than four CRUs to the FAN, please use the 
following worksheet. 

 Cingular Enrollment Form:  

Cingular Enrollment 
Form  

 
Submit the worksheets to your Account Team or e-mail to 
nas.customer.orders@cingular.com.   

2.7. Adding a Business Discount to an Existing Employee Line 
Employees must go through a validation process to become attached to a 
Foundation Account Number as a valid IRU.  Please direct employees to go to 
http://www.cingular.com/discounts and follow online IRU validation process.  If 
online validation is not possible, IRUs can print, fill out and fax an IRU 
Certification Form.  This will activate any available service discount for which 
IRUs qualify.  

2.8. Upgrading Hardware (Handsets or Data Devices) 

2.8.1. Upgrading Hardware through Premier 
Premier provides a convenient and efficient solution for ordering new equipment 
to be used with an existing number (upgrading a line): 
• From former AT&T Wireless to Cingular 

http://www.cingular.com/b2b/content/download/cingular_enrollment_form.pdf
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• From TDMA to GSM devices 
• From GSM to GSM devices  
Depending on your Premier settings, either an Authorized Order Placer or a CRU 
may place an order to upgrade a line for a CRU. 
 

2.8.2. Upgrading Hardware by Phone 
For CRUs: 

 To upgrade equipment Authorized Order Placers can contact National 
Business Ordering: 

888-444-4410 Mon-Fri 8 AM – 8 PM, Eastern 

Enter the mobile number and be prepared to provide all existing wireless 
subscriber information: 

• FAN 
• Password in the account 
• User defined label fields 
• Billing account name (company name in most cases) 

2.8.3. Upgrading Hardware at a Retail Store 
IRUs only: 
End Users can buy new hardware at a Retail Store. 
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3.  LIFECYCLE SERVICES 

3.1. Adding or Changing a Feature or a Rate Plan 

3.1.1. Adding or Changing a Feature or a Rate Plan for CRUs 
Depending on your account settings, features can be added or changed by: 

• CRUs or Authorized Order Placers, or 
• Authorized Order Placers only 

Premier can be used to make non-urgent feature changes.  Processing can take 
up to 48 working hours.   
To make a change immediately, please contact National Business Services: 

800-999-5445 Mon-Fri 8 AM – 8:30 PM Eastern 

You will be required to provide: 
• Mobile number for which you are adding or changing a feature 
• FAN 
E-mailing the Change Request Form is another convenient way to request non-
urgent feature changes, including bulk changes.    

 Cingular Change Request Form:   

Cingular Change 
Request Form  

 Legacy TDMA AT&T Wireless Account Change Request Form:   

Former AT&T 
Wireless Change Req 
This form should be filled out and submitted to your Account Team or e-mailed to 
nbs.change.requests@cingular.com.  Requests of 25 or more should be 
submitted to nas.project.ps@cingular.com .  A dedicated project team will be 
assigned to complete requests of 25 or more.   
Change requests submitted by e-mail can take up to 10 business days, or as 
communicated, based on size, complexity, and available resources.  

http://www.cingular.com/b2b/content/download/cingular_change_request_form.pdf
http://www.cingular.com/b2b/content/download/legacy_change_request_form.pdf
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3.1.2. Adding or Changing a Feature or a Rate Plan for IRUs 
IRUs may call Business End User Care to add or change features: 
 

 Cingular 800-331-0500 24/7 

 Legacy TDMA AT&T 
Wireless Account 

800-888-7600 24/7 

3.2. Adding International Services 
Cingular provides wireless voice roaming in more than 180 countries and data 
roaming in more than 100 countries.  Add International Roaming prior to travel to 
take advantage of our broad global footprint. 
When calling, please request “the international feature”. You should particularly 
mention if the user will need to make calls to other countries, besides the U.S. 
and the one they are traveling in.  If the user only needs to call overseas from the 
U.S. then the Cingular World Connect feature will be added instead of the 
International Roaming features. For more details see the Cingular World site or 
call International Wireless Care: 
 
Domestic 800-335-INTL 24/7 

Overseas 916-843-4685 24/7 
 
CRU – Prior to travel, the Telecom Managers may call International Wireless 
Care on behalf of the user to have the International feature added.  The mobile 
number and billing information must be provided.  If your account is set to allow 
CRUs to do so, CRUs can add international services themselves. 
IRU – Prior to travel, the End User may call International Wireless Care to have 
the International feature added.  International calling capability requires credit 
approval.  The mobile number and billing information must be provided.   

3.3. Changing a Phone Number or Area Code 

3.3.1. Changing a Phone Number or Area Code for CRUs 
Telecom Managers may use Premier to make a phone number change.  This is 
done in the “Manage” section.  Processing can take up to 48 working hours. 
By phone, Authorized Order Placers may have the change made right away by 
National Business Services: 

800-999-5445 Mon-Fri 8 AM – 8:30 PM Eastern 



  
 
 
 

Page 16 of 27 
©2006 Cingular Wireless LLC. All rights reserved.   

This Reference Guide is subject to change without notice. 

If the new mobile number is outside of the current cellular service area, call 
National Business Ordering:  

888-444-4410 Mon-Fri 8 AM – 8 PM Eastern 

3.3.2. Changing a Phone Number or Area Code for IRUs 
IRUs may call Business End User Care if the number is remaining in the same 
service area: 
 

 Cingular 800-331-0500 24/7 

 Legacy TDMA AT&T 
Wireless Account 800-888-7600 24/7 

If the new mobile number is outside of the current cellular service area, IRUs 
should be directed to call the Relocation Team: 

866-999-1166 Mon-Fri 9 AM – 10 PM Eastern 
Sat 11 AM – 7 PM Eastern 

3.4. Changing User Information 

3.4.1. Changing User Information for CRUs 
Telecom Managers may use Premier to change user information (name, 
subscriber address).  This is done in the “Manage” section.   
By phone, you may have the change made right away by National Business 
Services:   

800-999-5445 Mon-Fri 8 AM –  8:30 PM, Eastern 

You may also e-mail in the Change Request Form.  

3.4.2. Changing User Information for IRUs 
End Users may call Business End User Care: 

 Cingular 800-331-0500 24/7 

 Legacy TDMA AT&T 
Wireless Account 

800-888-7600 24/7 
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3.5. Equipment returns within 30 Days 
Within 30 days of purchase, equipment can be returned and/or exchanged for 
new equipment.  This exchange is usually done through the original ordering 
channel - National Business Ordering, Account Team, Premier or Cingular-
owned Retail Store.   
Both IRUs and CRUs can return or exchange devices at a Cingular-owned retail 
store (please note that Cingular stores do not always carry all devices). 
If the equipment was ordered through Premier, you may call the following 
number to process your return or exchange: 

866-499-8008 
Mon-Fri 8 AM –  midnight Eastern 

Sat 11 AM –  9 PM Eastern 

3.6. Equipment Warranty Exchange (30 days to one year) 
All equipment that is over 30 days and prior to a year old is under a 
Manufacturer’s Warranty.  To ensure seamless and efficient processing, Cingular 
will simply exchange your equipment for other similar equipment. 

 All Cingular & legacy GSM AT&T Wireless equipment that qualifies for a 
Warranty Exchange can be handled by calling 800-801-1101. Be sure to have 
your purchase receipt and a credit card, if you would like expedited shipping.  

 Former Legacy TDMA AT&T Wireless Account Warranty Exchange is handled 
as follows: 
For former AT&T Wireless CRUs – Telecom Managers and Key Contacts call 
National Business Services: 

800-999-5445 Mon-Fri 8 AM – 8:30 PM Eastern 

For former AT&T Wireless IRUs – End Users may call Business End User Care: 

866-293-4634 24/7 

Accessory Warranty Exchange is at (866) 837-7289.  Be sure to have your 
purchase receipt and a credit card, if you would like expedited shipping.  
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3.7. Coverage / Roaming Inquiries 
For coverage information, please use the following resources: 

• Domestic coverage – go to cingular.com and click on “Coverage Maps.”   
• BroadbandConnect coverage maps. 
• International coverage. To determine in which countries your device may 

receive coverage, click on the “Wireless Travel Guide.” 
Roaming issues and inquiries are handled by Business Customer Services. 
Telecom Managers may call National Business Services on behalf of the user: 

800-999-5445 Mon-Fri 8 AM – 8:30 PM Eastern 

End-user may call Business End User Care: 

 Cingular  800-331-0500 24/7 

 Legacy TDMA AT&T Wireless 
Account 800-888-7600 24/7 

International Roaming issues would be called into the International support line: 

Domestic 800-335-INTL 24/7 

Overseas 916-843-4685 24/7 

Inquiries where the issue may be with a device should be on a landline to allow 
for device troubleshooting.     
As with all troubleshooting issues, please be aware if the problem occurs: 
• Everywhere, or only in certain areas 
• Always, or just intermittently 
Please note the indicators that appear on your device.  

3.8. Contract Questions 
Please direct all contract related questions to your Wireless Sales 
Representative. 
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3.9.  Reporting Suspected Fraud 
There are various types of Fraud that can occur; including subscription fraud, or 
unauthorized charges.  To report suspected fraud, please call the Fraud 
Department: 

 Cingular  (877) 844-5584 Mon-Fri 7 AM –  7PM 
Sat 7 am –  4 pm Eastern 

 Former AT&T Wireless (866) 228-9657 Mon-Fri 9 AM –  7 PM Eastern  

Depending on the type of problem you may be connected to a specialized team, 
working hours may vary. 

4. SUPPORT 

4.1. Reporting and Resolving Voice Quality Issues 
Cingular is committed to delivering enterprise-grade wireless voice solutions, with 
dedicated resources to isolate, troubleshoot and escalate voice quality issues 
when they occur.   
As with all troubleshooting issues, please be aware if the problem occurs: 
• Everywhere, or only in certain areas 
• If it happens always, or just intermittently 
Please note the indicators that appear on your device.   
Telecom Managers may call National Business Services:  

800-999-5445 Mon-Fri 8 AM – 8:30 PM Eastern 

Telecom Managers may call on behalf of the user, but inquiries where there is an 
issue with the device should be on a landline and be ready to attempt some 
troubleshooting.   
The End-user may call directly to BEUC: 

 Cingular 800-331-0500 24/7 

 Legacy TDMA AT&T 
Wireless Account 

800-888-7600 24/7 

 
NOTE: If your program is supporting in excess of 100 voice or data lines, please 
inquire with your Account Manager about additional technical support you may 
qualify for.  For accounts with 100 or more voice lines, you may get approval for 
our Enterprise Voice Helpdesk.  Please check with your Account Team to get 
approval.  This line is for helpdesks to call in issues on one or more units.  The 
Enterprise Voice Helpdesk is at 888-334-3787; a PIN number is required.  An e-
mail address will also be made available for those approved to use this service. 



  
 
 
 

Page 20 of 27 
©2006 Cingular Wireless LLC. All rights reserved.   

This Reference Guide is subject to change without notice. 

4.2. Reporting Dropped Calls 

Please only report dropped calls after you have received your monthly bill since 
there is no need to credit the minute if the line did not exceed its bucket of 
minutes for that month.  Also, please note that certain plans give unlimited night 
& weekends or unlimited mobile to mobile, so credits or additional minute 
reimbursements are not applicable. 
If you believe credits/minutes are due, please see the section above called 
“Reporting and Resolving Voice Quality Issues” and call the numbers indicated to 
report recurring service issues, locations, and requests for airtime/credits. 

4.3. Reporting and Resolving Technical Data Quality Issues 
For wireless data technical issues, please contact Advanced Network Services: 
 

 Cingular (800) 331-0500 
Mon-Fri 8:00 AM – 11:00 PM Eastern 

Sat 8 AM – 9 PM Eastern 

As with all troubleshooting issues, be aware if the problem occurs: 
• Everywhere, or only in certain areas 
• Always, or just intermittently 

Please note the indicators that appear on your device.   
NOTE: If your program is supporting in excess of 100 voice or data lines, please 
inquire with your Account Manager about additional technical support you may 
qualify for. For accounts with 100 or more data lines, you may get approval for 
our Enterprise Data Helpdesk.  Please check with your Account Team to get 
approval.  This line is for helpdesks to call in issues on one or more units.  The 
Enterprise Data Helpdesk is at 888-334-3787; it requires a PIN number.  An e-
mail address will also be made available for those approved to use this service. 
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5. BILLING, PAYMENTS AND LIABILITY CHANGES 

5.1. Credit Requests 
When requesting credits for billing discrepancies you can use the following 
numbers: 
CRU – Telecom Managers call National Business Services: 

 (800) 999-5445 Mon-Fri 8 AM – 8:30 PM Eastern 

Enter the wireless number for which you are inquiring about billing, then “4 “(all 
other services besides ordering or attaching a FAN), then ‘1” (for Telecom 
Managers). 
IRU – End Users may call Business End User Care:  

 Cingular 800-331-0500 24/7 

Enter wireless #, then press 3, then 0 for a Representative. 

 Legacy TDMA AT&T 
Wireless Account 

800-888-7600 24/7 

Enter wireless #, and then press 0 for a Representative. 
The Credit Request contact numbers apply for all Billing/Service credits except 
regarding Fraud (please see Reporting Suspected Fraud), WIN Advantage® CD 
discrepancy (please see CD Billing and Receivables), FAN level adjustments 
(please see CD Billing and Receivables), or National Account Discount 
adjustments which are handled by your Enterprise Account Team.  Any 
persistent or reoccurring items that require crediting on multiple lines would also 
be handled by your Enterprise Account Team.  

5.2. Credit Card Payments 
CRU – Telecom Managers call National Business Services: 

  800-999-5445 Mon-Fri 8 AM – 8:30 PM Eastern 

IRU – End Users may call Business End User Care: 

 Cingular 800-331-0500 24/7 

 Legacy TDMA AT&T 
Wireless Account 800-888-7600 24/7 

    
IRUs may go to http://www.cingular.com/myaccount and register to make credit 
card payments online. 

5.3. Billing Inquiries 
For general inquiries such as: 
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• Reviewing first month’s bill 
• Billable charges/ equipment invoices 
• Air time overage 
• Long distance/ directory assistance charges 
• Roaming charges 
• Surcharges 

CRU – Telecom Managers call National Business Services: 

  800-999-5445 Mon-Fri 8 AM – 8:30 PM Eastern 

Account verification and FAN are required. 
IRU  – End Users may call Business End User Care: 

 Cingular 800-331-0500 24/7 

 Legacy TDMA AT&T 
Wireless Account 800-888-7600 24/7 

5.4. CD Billing Issues 
If the issue appears on your paper bill(s) follow the instructions in the Billing 
Inquiries section.  
If the issue is correct on your paper bill, but incorrect on your WIN Advantage® 
CD, contact National Business Services Product Support: 

800-841-2455 Mon-Fri 9 AM –  8 PM Eastern 

If the issue is correct on your paper bill, but incorrect on your One Source CD, 
please contact your One Source Billing Analyst: 

800-380-1575 Mon-Fri 9:00 am to 5:30 pm Eastern Time 

5.5. Transfer Liability 
Transferring liability is a two-step process.  The party releasing the number must 
acknowledge that they approve of the new owner assuming liability for the line.  
The party that is assuming liability for the line must then also approve.   
 

5.5.1. IRU to CRU 
Transferring the responsibility for a mobile number from the employee to the 
Company requires the following.  

1) Current owner (End-user) calls Business End User Care and informs the 
Representative to place a note on their account that they approve the 
release of the line into the ownership of the business.   
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Business End User Care (BEUC) 
Cingular 800-331-0500 24/7 
 Legacy TDMA AT&T 

Wireless Account 800-888-7600 24/7 

 
2) The Telecom Manager then calls National Business Services to have the 

line put under the company’s liability.   
 

  Telecom Manager  800-999-5445 Mon-Fri 8:30 AM – 8:30 PM Eastern 

This change will cause the line to be billed on a new BAN# and a new FAN#. 

5.5.2. CRU to IRU 
Transferring the responsibility for a mobile number from the company to the 
employee so that the employee gets a discount on that line, requires the 
following: 

1) Current Owner (Telecom Manager or Authorized Order Placer) calls 
Business End User Care (BEUC): 

Business End User Care (BEUC) 
 Cingular 800-331-0500 24/7 
 Legacy TDMA AT&T 

Wireless Account 800-888-7600 24/7 

 
Current Owner informs the Representative to place a note on their 
account that they approve the release of the line into the ownership of the 
individual employee.   

2) The individual may also be on the call and then, while with the BEUC 
Representative, have the line put under their own personal liability.  This 
change requires a personal credit check.  This change will cause the line 
to be billed on a new BAN# and a new FAN#. This will also require a two-
year contract to be eligible for the National Account discount.  If someone 
prefers to not be on the two-year contract, follow the instructions in the 
next section, called “CRU to Consumer.”   

5.5.3. CRU to Consumer 
Transferring the responsibility of a company owned mobile number to an 
individual who will not get the corporate discount, requires the following: 

1) Current owner (Telecom Manager or Authorized Order Placer) calls 
National Business Services (NBS) and informs the Representative to 
place a note on their account that they approve the release of the line into 
the ownership of the individual employee.   

  Telecom Manager 800-999-5445 Mon-Fri 8:30 AM – 8:30 PM Eastern 
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2) The individual then calls one of the Transfer of Service line mentioned 
below, to have the line put under their own personal liability.  This change 
requires a personal credit check.  This will require a contract of one year 
or more.  This change will cause the line to be billed on a new BAN#. 

 

 Cingular 800-331-0500 Mon-Fri 8 AM – 11 PM Eastern 
Sat 8 AM – 9 PM Eastern  

 

5.6. Split Liability Billing 

Split Liability Billing (SLB) allows the IRU employees of Enterprise customers to 
use one integrated data/voice device, and to pay for all voice-related services 
while the company pays for the business-related qualified data and authorized 
equipment charges. This option will always be an IRU account (Source Account) 
where the data charges are split off to a CRU Target Account (IRU to CRU).  To 
qualify you must have a CCDA contract, have a Split Billing amendment added to 
your contract and have at least 100 lines of active service. 

1) Cingular Account Team completes the SLB account set up and 
associations for SLB, provides SLB Enduser Handout, Target BAN, Source 
FAN and verifies if a password will be used, along with the 800 # to the Split 
Billing Service Center (SBSC).   
2) Current owner (Telecom Manager or Authorized Order Placer) gives the 
Enduser the SLB End User Handout that they received from the Account 
Team, provides the SBSC # 800-214-0825, along with Target BAN, Source 
FAN and password (if required). 
3) Enduser calls the Split Billing Service Center and verbally confirms receipt 
of the SLB End User Handout and acknowledges they understand the Terms 
& Conditions. The Care Rep will also request from the Enduser the Target 
BAN, Source FAN and password (if required) as part of the authorization 
process. 

 

6. CANCEL, DISCONNECT OR SUSPEND SERVICE 

6.1. Suspend Service 
Suspending a service renders the phone inoperable for placing or receiving calls.  
Although inoperable, the mobile number is still kept in a state where you can 
reinstate it, but only for a limited time.  Please ask the Representative for the 
rules pertaining to the particular situation (lost phone, stolen phone, military 
leave, etc.)  Suspending service does not stop the billing, only canceling will.  A 
reduced monthly service charge may be available for company owned lines while 
suspended.  Please ask the Representative what choices are available. 
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CRU – Telecom Managers call National Business Services: 

  (800) 999-5445 Mon-Fri 8 AM – 8:30 PM Eastern 
 

IRU – End Users may call BEUC: 

 Cingular 800-331-0500 24/7 

 Legacy TDMA AT&T 
Wireless Account 

800-888-7600 24/7 

6.2. Reactivating from Suspend 
CRU – Telecom Managers call National Business Services: 

  (800) 999-5445 Mon-Fri 8 AM – 8:30 PM Eastern 
 

Reinstating a line from suspend will resume the service.  Voluntary reinstatement 
will include being placed back on an appropriate monthly service plan.  Lines that 
exceed 90 days on suspend may be automatically reinstated.  Reinstatement for 
lines that were involuntarily suspended may include a reinstatement fee.  Some 
involuntarily suspended lines may only be reinstated upon our receipt and 
posting of a payment, as arranged with the Receivables Department 
IRU – End Users may call Business End User Care: 

 Cingular 800-331-0500 24/7 

 Legacy TDMA AT&T 
Wireless Account 

800-888-7600 24/7 

 

Voluntary reinstatement will include continuing on your monthly service plan.  
Lines that exceed 90 days on suspend may be automatically reinstated.  
Reinstatement for lines that were involuntarily suspended may include a 
reinstatement fee.  Some involuntarily suspended lines may only be reinstated 
upon our receipt and posting of a payment, as arranged with the Receivables 
Department. 

6.3. Canceling an Order 
If you placed a request for new equipment, it is usually best to only try canceling 
the order within the first few hours after it is placed.  Cancellation is done through 
the same number that you placed the order.  If ordered through your online 
Premier site, call the number below.  Otherwise, it is best to arrange for the 
equipment to be returned after you receive it.  We have a 30 day return policy.  
See the “Equipment Return within 30 day” section. 
 
Premier Support Center handles issues and order tracking after order is placed, 
as well as pending/canceled orders. 
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866-499 8008 Mon-Fri 8 AM – midnight Eastern 
Sat 11 AM – 9:00 PM Eastern 

6.4. Disconnecting Service 
Disconnecting service renders the phone inoperable for placing or receiving calls.  
The mobile number will eventually be recycled to another wireless user.  Please 
ask the Representative for the rules pertaining to the particular situation (Buyer’s 
Remorse, Military Leave, etc.)  Canceling a line within a contracted term currently 
has an early cancellation fee of $175.00. 
CRU – Telecom Managers call National Business Services: 

  (800) 999-5445 Mon-Fri 8 AM – 8:30 PM Eastern 
 

IRU – End Users may call BEUC: 

 Cingular 800-331-0500 24/7 

 Legacy TDMA AT&T 
Wireless Account 

800-888-7600 24/7 
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7. CINGULAR’S NATIONAL CENTER FOR CUSTOMERS WITH DISABILITY, 
NCCD 

At Cingular's National Center for Customers with Disabilities (NCCD), our 
specialized customer service representatives can arrange for an alternate billing 
format such as Braille or large print, as well as questions regarding the VoiceDial 
Exemption Program, TALKS Rebate Program, equipment, accessories, features 
and services. 

Voice Calls 866-241-6568 

TTY calls 866-241-6567 

Mon-Fri 7 AM – 9 PM Eastern 
Sat 9 AM - 6 PM Eastern 

 
http://www.cingular.com/disabilityresources. 
 

  


