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Help Desk - Telephone Move 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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PROCESS
All telephone move requests are made via a Remedy ticket.

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

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

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

· In the Description Text, the HDA enters the name of the user whose telephone will be moved, the location (details, from where-to-where) room number, telephone number, and date move required.

Remedy Ticket Details  
· Request Type – ODIN

· Type of Service – Service Delivery Order

· Category – Telephone Move/Add/Change

· Seat Code – PH1, PH2, or PH3 (for the user’s telephone seat type)

· Service Level – Regular

· Support Group – Telecommunications

· Number of MVACs 1

· MVAC reason M1

Telecommunications

Telecommunications technician:

· Surveys the area where the telephone is currently located and the area where the telephone is to be moved, per the Remedy ticket instructions, and determines:

· What is the best location for the telephone

· The WIO box number 

· Moves WIO box accordingly if required.  If WIO box needs to be moved there is an additional M/A/C charge.

· Which communications closet serves this location (the Telecom telephone records database contains the relevant cable count information) 

The move is scheduled per the Code IT POC requested date as noted in the Remedy ticket.

· The Telecom technician:

· If required, telephones a Deskside Support technician to coordinate equipment move

· Visits the workstation and moves the telephone.  The telephone is plugged into the voice port located in the WIO box.

· Goes to the appropriate closet and connects the telephone line off the NT-1 to the corresponding WIO box number.

· Tests the telephone line and instrument to ensure both are working properly.

· 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).

· 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

Deskside Support 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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