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PROCESS
Help Desk

Help Desk Agent creates a Remedy ticket.
Remedy Ticket Details  

· Request Type – ODIN

· Type of Service – Service Delivery Order

· Category – Phone Move/Add/Change

· Seat Code – PH1

· Service Level – Basic 

· Support Group – Telcom

· # MVACs – 1

· MVAC Reason – M10

· Description Text – Enter room number

Telecommunications 

Telecommunications will assign ticket to the Verizon Software Programming Technician 

Telecommunications Verizon Software Programming Technician:

· Logs in too Service@once with personal SecurID

· Clicks – New Order

· Types the following:

· Class – R

· Location – 950

· Method – E

· Task Order – Enters Remedy ticket number

· Remarks – Enter Add 6WC on to analog line

· Clicks – Contacts tab

· Name – Enters (his) Technician’s name

· Number – (202) 358-1314

· Types – USR

· Clicks – Order Details

· Clicks – Add Item

· Item Type – CH

· Clicks – OK 

· In Telephone Number – Types in analog telephone number (202) 358-XXXX

· Clicks – Features tab

· Right-hand clicks – TGUTT feature

· Clicks – Add/Remove feature(s)

· Using arrow key, scrolls down to 6WC

· Clicks – 6WC

· Clicks – Add

· Clicks – Close

· Clicks – Authorize (at the top of the Tool bar)

· Clicks – Accept Data

· Authorization Code – Enters authorization code XXXXX

· Clicks – Authorize

· Clicks – OK

· Clicks – X to close Verizon Order.

· When Verizon Order is completed, Telecom technician tests the 6-Way Conference feature on the analog instrument.

To test – Telecom technician:

· Presses the ON/OFF button.

· Dials 100 – “beep, beep” and then a dial tone is heard.  (This allows 6WC calls to be made).

· Dials first number, presses FLASH button

· Dials next number, presses FLASH button (This allows the user to connect the calls)

· Repeats the process to add more callers/lines.  (Up to 6 callers/lines may be added – this includes the initiator).

· Instructs the user on how to use the 6WC feature.

· 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

Help Desk Agent

Verizon Software Programming Technician, Mike Daniels, 202-358-1314

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 - Verizon switch terminal

NOTES

This section is provided for additional notes
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