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Help Desk - How to Set-up Voicemail to Page Users Process

	Purpose: 

(Further expansion of title, if appropriate)
	Includes Help Desk Agent instructions on how to handle these calls.

	Process History:
(List all previous versions, with dates)
	Version 2 – updated to reflect new ticket closure process and Help Desk Manager.
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	ISEM Department Manager (name):


	Jack Hutchison

	ISEM Department Manager (email):
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	NASA POC (name / title):


	Michael Barrett, Code CI Telecom Representative

	NASA POC (email):


	mike.barrett@nasa.gov


	NASA Backup POC (name):
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	NASA Backup POC (email):
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PROCESS
Help Desk

Help Desk Agent opens a Remedy ticket: 

Remedy Ticket Details  

· Request Type – ODIN

· Type of Service – Service Delivery

· Category – Telephone Move/Add/Change

· Seat Code – The type of telephone listed for the user (PH1, PH2, or PH3)

· Service Level – Regular

· Support Group – Telecom

· MVAC 1

· MVAC reason is M10

Telecommunications

Telecommunications technician will:

· Contact the user within 3 days of receiving Remedy ticket 

· Verify user’s information:

a. User’s telephone number (that will page the user when a message is left)

b. User’s pager number

· Go to the OCTEL unit (voice mail server)

· Put in PASSCODE

a. Choose option 9 to change mailbox profile

b. Choose option 2 to change voice mail number profile

· For Skytel 1-way pagers

a. Type in 800-759-7243 in Init. Outcall No:

b. Type in 6 for pager type

· For Skytel 2-way pagers

a. Type in 800-759-4336 in Init. Outcall No:

b. Type in 5 for pager type

c. Exit OCTEL

· Visit users desk (must do this when the user is present – usually call and/or stop by until user there.  If user is unavailable, Telecom technician sends email message to user with instructions to call Telecom technician directly to schedule visit):  

a. Verify dial tone on user’s telephone

b. Dial 358-2700

c. User enters password

d. Press 4 for Personal Options (and follow directions)

· Press 1 for Outcall Notification

· Turn the Outcall notification on

· Press 4 for Notification Schedule

· Press 1 to set-up the pager schedule

· Then follow prompts, which will ask for input of time of day to start and stop pages; then enter whether desire is to receive all pages or only criticals.

a. When complete, the user will exit the voicemail system and test the feature

b. Call users telephone and let it go to voicemail

c. Leave a message on the telephone and the voice mail will page the user with a 358 2700 number, approximately 2 to 3 minutes after leaving the voicemail message

· Telecom technician places the ticket in “Complete” status (the user then has 6 working days to close the ticket; after 6 days the ticket will close automatically).

COMMUNICATION REQUIREMENTS

The following personnel/organizations are active participants in this process
User

Help Desk Agent

Telecommunications Technician

LIMITATIONS

Applicable limitations on process execution (e.g., downtime)
ASSOCIATED PROCESSES / FORMS / CHECKLISTS

Other requirements for this process

TOOLS

Tools required for execution of this process

OCTEL

NOTES

This section is provided for additional notes
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