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Help Desk - Telephone Installation Process

	Purpose: 

(Further expansion of title, if appropriate)
	Includes Help Desk Agent instructions on how to handle these calls.  Steps to be taken and equipment needed to install a telephone in a WIO box.  

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

Version 1 – November 5, 2003

	Originating Department:

	OPERATIONS/Telecommunications / END USER SUPPORT/Help Desk

	ISEM Process Owner (name):

	Danny Gear / Toyshika Epps-Brown

	ISEM Process Owner (email):


	dgear@hq.nasa.gov / tepps@hq.nasa.gov


	ISEM Backup Staff (name):


	Mike Daniels

	ISEM Backup Staff (email):


	mdaniels@hq.nasa.gov

	ISEM Department Manager (name):


	Jack Hutchison

	ISEM Department Manager (email):


	jhutchis@hq.nasa.gov


	NASA POC (name / title):


	Michael Barrett, Code CI Telecom Representative

	NASA POC (email):


	mike.barrett@nasa.gov


	NASA Backup POC (name):


	Noah Nason



	NASA Backup POC (email):


	nnason@nasa.gov


PROCESS
All telephone installation requests are made via a Remedy ticket.

· The NASA Code IT POC submits a request for a telephone seat through the HONURS system.

· When the HONURS telephone seat approval process has been completed an email is automatically generated and sent to the Help Desk.
Help Desk

· Help Desk Agent opens a Remedy ticket in the name of the NASA Code IT POC - requesting the telephone installation.

· In the Description Text, the Help Desk Agent enters the name and location of the user.

Remedy Ticket Details  
· Request Type – ODIN

· Type of Service – Asset Management

· Category – Platform

· Seat Code – PH1, PH2, or PH3

· Service Level – Basic

· Support Group – Telecommunications

Telecommunications

Telecommunications technician:

· Surveys the area the telephone will be installed, per the ticket instructions

· Decides what is the best location for the telephone

· Makes a note of the WIO box number 

· Determines which communications closet serves this location

· Takes the next available number from the Telecom telephone records database (the telephone records database contains all necessary telecom information)

· Ensures there is no prior voice mailbox on the line, and that the line and the installed telephone are in working order

· Visits the workstation and plugs the telephone into the voice port located in the WIO box; then goes to the closet and connects the telephone line (off the NT-1) to the corresponding WIO box number

· Verifies that the telephone line and instrument are working properly

· Creates corresponding voice mailbox

· 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) and updates the telephone records database.

COMMUNICATION REQUIREMENTS

The following personnel/organizations are active participants in this process
NASA Code IT POC

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

Telephone 

Telephone cable

NT-1 cable for closet

110-punch tool

NOTES

This section is provided for additional notes

The Workstation Information Outlet (WIO) box is where the telephone, fax, local area network (LAN), and video connections are located.  The telephone system at NASA Headquarters is supported by the Integrated Systems Digital Network (ISDN), which accommodates a multitude of voice and data services and configurations.
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