
TPIA Portal Frequent Questions & Answers

When should the escalation function in the TPIA Portal be used? And when should I expect a response?

How are the due dates for installs planned and provided?

Are the responses to the escalations automated?

How can we place a modem relocation order? (Without moving from one address to another.)

Is the price for TPIA to TPIA the same as self-install?

We see that we have access to time slots. Can we consider that there will now be more time  
slots for appointments?

Will we still have this warning: “You cannot create a new order for this client because it already has  
an open booking, unless it is for a Request Admin Change”?

How will we be able to confirm at 100% that the installation is completed? Is it when the client is “active”?

What do you exactly mean by “Request for Escalation”?  
(In the note section at the bottom of the work order details.)

Once a Request for Escalation is done, will the delay of the original request change?

What do you mean by a “soft block on a modem”?

What are the hours of the time slots?

When a customer transfers from Cogeco (not from a TPIA), what option should we select?

Will there be separate logins for each user, or group logins like the previous portal?

How do we create a user?

What’s the process in case an account is locked?

How would we process a TPIA to TPIA order that is not using the same modem?

What do I do if the information is wrong for a customer in the portal?

What is the definition of a commercial site?

Why do commercial installs require a $129.95 fee for a site survey and why are other charges applied?

Why does the MRO take so long to be solved?
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When should the escalation function in the TPIA Portal be used? And when should I expect a response?

How are the due dates for installs planned and provided?

Are the responses to the escalations automated?

Is the price for TPIA to TPIA the same as self-install? 

How can we place a modem relocation order? (Without moving from one address to another.)

Escalations are to be used in exceptional cases where there’s a need to deviate from the normal  
process. An agent response will be given within 1 - 2 business days. Escalations are not to be 
used to ask for expedited installations. If there’s a special condition or request to be made, this  
should be entered in the note of the order request as all notes are handled by the TPIA agents. 
They will be in position to escalate internally and provide a status or update.

Due dates are planned based on the availability of the technician for each province and region. 
Priority is given on a first-come, first-served basis.

Responses to each escalation are made by an agent specialized in the TPIA business. Responses 
to each escalation are made after the agent validates the situation with all the teams involved in 
the matter of the subject escalated.

Yes

Create a work order and select “Modem Relocate” from the “Order Type” dropdown box.
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We see that we have access to time slots. Can we consider that there will now be more time slots  
for appointments?

Time slots are provided as per the region and technician availability for All Day, Morning, Afternoon 
and Evening. Please see the notices provided on the portal for more information about time slots.

Q

A
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How will we be able to confirm at 100% that the installation is completed? Is it when the client is “active”?

What do you exactly mean by “Request for Escalation”?  
(In the note section at the bottom of the work order details.)

Once a Request for Escalation is done, will the delay of the original request change?

What do you mean by a “soft block on a modem”?

Yes, the customer will progress through stages until the associated work order status is changed to “Completed”.  
Please verify with your customer that the installation is complete before escalating any issue in the portal.

Request for Escalation replaces the request sent to the ISPOS mailbox to have an order escalated in priority. 
The request does not mean that it will be resolved sooner, only that it will be examined by the right team  
in regards to the comments you provide.

Requests will be processed in the order they are received. This will not decrease the standard tariff response 
time, but it should improve responses in some cases.

A soft block is the same as a disconnect, but it will put your customer into a suspended state instead  
of completely disconnected. When you request to remove the soft block, the customer will be reprovisioned  
with the same configuration that was in place when the soft block was applied. All soft block requests have  
a minimum 2 business days of reprovisioning time frame.

Q

Q

Q

Q

A

A

A

A

What are the hours of the time slots?

Time slots are provided for All Day (8am-5pm), Morning (8am-12pm), Afternoon (12am-5pm) and Evening 
(5am-8pm). In some cases, the Morning time slot may include the noon hour time frame, which extends 
from 11am - 2pm.

Q

A

Will we still have this warning: “You cannot create a new order for this client because it already  
has an open booking, unless it is for a Request Admin Change”?

The TPIA portal will warn you that you have an open order and cannot place a new order.  
You must add a communication log item to the existing order to provide any additional information.

Q

A
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Will there be separate logins for each user, or group logins like the previous portal?

How do we create a user?

What’s the process in case an account is locked?

How would we process a TPIA to TPIA order that is not using the same modem?

There are only separate logins by individual user and group logins are not permitted. Additional requests  
and changes can be sent to the ISPOS mailbox. Requests to remove users will be completed within 48 business  
hours. Requests to add users will be completed within 10 business days.

A new enhancement of the portal that will allow each TPIA to create a user will be ready by the end of July 
2022. In the interim, the current process will remain the same. As such, please be informed that once an 
account is created in the portal, users will have 30 days to activate their account, otherwise it will be locked.

Contact the Cogeco Information Technology Service Department (ITSD) team at 1-866-409-7123 and ask 
for assistance to reset the AD password. Given security measures on password management, the ISPOS 
team won’t be able to assist. Please direct all account locked inquiries to the ITSD team.

This would be processed following the “Install New Customer” process. If the residential service is functional  
at the residence, a TPIA Order Self-Install can be selected as the order type for the work order.

Q

Q

Q

Q

A

A

A

A

What do I do if the information is wrong for a customer in the portal?

If the customer information is incorrect in the portal, please leave a comment on the customer’s record with 
the changes required and select “escalation” as the notes category.

Q

A

When a customer transfers from Cogeco (not from a TPIA), what option should we select?

TPIA Order Self-install unless the customer has and is keeping some Cogeco services or is a current 
commercial customer.

Q

A

What is the definition of a commercial site?

A commercial site is defined as any property defined as commercial and not residential  
by the municipality, and that is connected for the purpose of conducting a business.

Q

A
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Why does the MRO take so long to be solved?

Why do commercial installs require a $129.95 fee for a site survey and why are other charges applied?

Whenever a customer site requires a MRO, the request is sent for analysis to our field technicians. 
As per the outcome, the result will indicate what is required to resolve the issue at the customer 
site. In the event where the security is at stake for the technician, additional considerations will need 
to be planned in order to mitigate the issue. The timeline will be adjusted accordingly and each site 
case is different.

Please see the official communication provided in March 2022.

Q

Q

A

A
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https://www.cogeco.ca/en/business/regulatory-affairs

