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Help Desk - How to Set-up Work Telephone to Forward 

to an off-WITS Telephone Number 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.

Version 1 – November 5, 2003

	Originating Department:
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	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
· User asks their Code IT POC to email a request to the Code CI Telecom Representative to have their work telephone forwarded to an off-WITS telephone number.

· The Code CI Telecom Representative will approve or deny this request:

· Approved - sends an e-mail to the Code IT POC who opens a Remedy ticket, copying the approved email into the ticket text.  A copy of the approval email is also sent to the Telecom Manager for information purposes.

· Denied – sends email to Code IT POC with justification for denial.

Help Desk 

· Once the Help Desk Agent has ensured that the appropriate approval email has been copied into the text portion of the ticket, opens a Remedy ticket and assigns to Telcom 

· If the required approval text is not present in the ticket text, the Help Desk Agent will not assign the ticket until the appropriate information is received from the Code IT POC.  The ticket will stay in the Help Desk queue until it has been approved; it will then be transferred to Telecommunications.

Remedy Ticket Details  

· Request Type – ODIN

· Type of Service – Service Delivery Order

· Category – Phone Move/Add/Change

· Seat Code – PH1, PH2, PH3

· Service Level – Regular

· # of MVACs – 1

· MVAC reason – M10

· Support Group – TELCOM 

When Telecom receives the ticket, it is assigned to a Telecom technician to complete the request. 

Telecommunications
Telecommunications technician:

· Logs into the Verizon server: Service@once and enters:

· Verizon User’s login ID

· Login pass code

· Verizon User’s login ID – again 

· Verizon access pass code (this will be different from the first pass code)

· Chooses the button to Open a New Order (an order number is auto-generated)

· Enters this order number in the Remedy ticket

· In the New Order, enters user’s telephone number in the correct field (the telephone number will be found in the Remedy ticket).

· Removes “check” from Call Forward Variable Forwarding Button (CFVFB)

· Adds Call Forward Off WITS (CFOWIT)

· Chooses:

· The button Validate order

· The button Authorize order

· After order is Authorized, accepts due date

· Types in authorization pass code (this is a third pass code)

· Clicks the authorize button

· Chooses the Exit button. This will close the Verizon Ticket

· Goes to the user’s workstation and tests the telephone

· Instructs the user on how to forward the telephone and gives the user the forwarding and deactivation codes:

· To activate: at the dial tone dial *721 9, area code and number

· The telephone will ring, that means the number is now forwarded to the users’ home

· To deactivate: at the dial tone on the user’s phone dial *731

· The 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
Code IT POC

Code CI Telecom Representative, Michael Barrett, 202-358-2516            

Telecom Manager, Danny Gear, 202-358-0685

Telecom Technician, Michael Daniels, 202-358-1314
Help Desk Agent

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

Service@once
NOTES

This section is provided for additional notes
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