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Help Desk - STU-111 Analog Line – Forward to Voicemail Process

	Purpose: 

(Further expansion of title, if appropriate)
	

	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


NOTE

For major items, connected to, but not part of a process
A STU-111 is a secure line telephone.

The Help Desk handles these calls.

PROCESS

Help Desk

Help Desk Agent creates a Remedy ticket when a user calls for assistance for the forwarding of a STU-111 Analog telephone.  

Remedy Ticket Details  

· Request Type – ODIN

· Type of Service – Customer Support / Maintenance

· Category – Info Request  / MVAC

· Seat Code – PH1

· Service Level – Basic

· Support Group – Help Desk / Telcom

· Description Text – Enter room number where line is located

Help Desk – Instructions to User

To forward a STU-III Analog line execute as follows:

· Forward to voicemail when line is busy:

a. Get dial tone

b. Dial *760 then 358-2700

c. To deactivate - dial *733. 

· Forward to voicemail after 4 rings:

a. Get dial tone

b. Dial *761 then 358-2700

c. To deactivate - dial *732.

· Forward calls directly to voicemail:

a. Get dial tone

b. Dial *721 then 358-2700

c. To deactivate - dial *731.

· 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).

Note:  1.  If the user wants to forward their number to another extension within NASA Headquarters, substitute 358-2700 (voicemail pilot #) with the number of the telephone where their calls will be forwarded.  

Note:  2.  Should a problem arise when the user tries to forward their STU-III Analog line, the Help Desk Agent opens a Remedy Ticket and assigns it to Telecom.  The Support Group on the ticket will be changed to Telcom; the rest of the information would remain the same.
Telecommunications 

Telecom technician:

· Assesses problem

· Repairs 

· Informs user

· Places the ticket in “Complete” status.

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

NOTES

This section is provided for additional notes
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