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PROCESS
Help Desk

· A Help Desk Agent creates a Remedy ticket requesting an analog line move.  

Remedy Ticket Details

· Request Type – ODIN

· Type of Service – Service Delivery

· Category – Phone Move/Add/Change

· Seat Code – PH1

· Service Level – Basic

· Support Group – Telcom

· MVAC – M10

· Description Text – Enter user name and room number where the analog line is currently located.  Enter new location where analog line will be moved.

Telecommunications 

Telecom technician:

· Surveys the new location and verifies the Workstation Information Outlet (WIO) box number and room number 

· Verifies the Cross-Connect Records Database.

· Proceeds to P1 (first parking garage level), to the telecommunications mainframe, to work the cross-connect.

· Follows the Work Order step-by-step to relocate cross-connect jumper

· Goes to the block telephone number (Verizon Line that comes into NASA), which corresponds to the NASA pair number

· Cross-connects Orange/White wire to designated riser in mainframe.  

· Goes to communications closet.  Cross-connects Orange/White wire from designated riser to designated station on the first pair fax/modem.  No power cross-connect is needed.

NOTE:  Riser will be different than station.  The Work Order shows the technician which number needs to be installed and to what station.

· Goes to the workstation: 

· Tests the analog line by hooking into the fax/modem jack with a BUTT set

· Tags the WIO box with the analog number

· Updates the Cross-Connect Records Database

· 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

NASA Code IT POC

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

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

Cross-Connect Database
Phone testing equipment (BUTT set)

NOTES

This section is provided for additional notes

The Cross-Connect Records Database shows where each telephone line comes in to the building and to which pair and riser it cross-connects.

The pair is where the Verizon line comes in to the building.

The riser is the NASA HQ line.
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