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Help Desk – Fax Machine 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:

	END USER SUPPORT Deskside Support / Help Desk / OPERATIONS Telecommunications 

	ISEM Process Owner (name):

	Jeff Stephens / Toyshika Epps-Brown / Danny Gear

	ISEM Process Owner (email):


	jstephen@hq.nasa.gov / tepps@hq.nasa.gov / dgear@hq.nasa.gov


	ISEM Backup Staff (name):


	Michael Ayala / Patrick Clarke / Mike Daniels

	ISEM Backup Staff (email):


	mayala@hq.nasa.gov / pclarke@hq.nasa.gov / mdaniels@hq.nasa.gov / 


	ISEM Department Manager (name):


	Richard Arnold / Harry Williams / Jack Hutchison

	ISEM Department Manager (email):


	rarnold@hq.nasa.gov / hwillia1@hq.nasa.gov / 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

ISEM does not repair units under maintenance with Imagistics (call Imagistics Service Center for support).

Pitney Bowes 9300 fax machines listed in the Fax Machine Maintenance spreadsheet under the "NOT COVERED" tab are an ISEM responsibility and are not under maintenance with a vendor; machine will be replaced with the Imagistics 2030 if it cannot be “quick fixed”.  

Per ECP – Return-to-Service time is 24 hours.  Remedy ticket Service Level will be Regular (Remedy will calculate due date as COB on the following work day, the closest available category).

PROCESS
Help Desk

Help Desk Agent:

· Opens a Remedy ticket, searches by location (room number) and/or fax telephone number and lists caller as contact only.

· In the Description Text enters:

· Location (floor and room number)

· ECN number (which is listed on the fax machine)

· Fax telephone number.

· Annotates ticket with Summary Line (FAX).

· Asks ticket initiator whether the Fax machine is able to send and / or receive faxes:

a. If the answer is no – assigns the ticket to Telecom.

b. If the answer is not sure – assigns the ticket to Telecom.

c. If the answer is yes – assigns the ticket to Deskside Support.

Remedy Ticket Details  (Telecom and/or Deskside Support) 

· Request Type – ODIN

· Type of Service – Service Delivery Order or Maintenance

· Category – Fax Services

· Seat Code – FAX3 

· Service Level – Regular

· Support Group – Telcom / DEUS

Telecommunications

Telecommunications technician:

· Will check for dial tone to the Fax machine. 

· If Telecom technician determines that a dial tone is present, ticket will be reassigned to Deskside Support.  Technician will send an email to User Support Triage and copy it to the Deskside Support Manager and the Hardware Maintenance Manager to notify, in a timely manner, of ticket reassignment.  This step is crucial since reassigned tickets do not page notification of reassignment.

· If no dial tone – will test and repair line into fax machine.

· 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).

Deskside Support

Deskside Support technician consults the Fax Machine Maintenance spreadsheet, located on the Contractor Shared Drive (U:\FAX Machine Coverage) to determine whether the fax machine is under maintenance: 

· Covered – calls the vendor (Imagistics) and coordinates on-site repair.  When the repair is completed, the Deskside Support 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).
· Not Covered  – Assesses problem for “quick fix” possibility.  If the unit is irrevocably damaged, it will be replaced from on-site stock.  The technician sends an email to the Deskside Support Lead for action, with information copies to the Hardware Maintenance Manager and the Deskside Support Manager to put replacement machine under coverage.  

· Email details include:

· Remedy ticket number;

· ECN number; old fax machine Serial number; new fax machine Serial number; location; and fax telephone number.  The Deskside Support Lead will update the spreadsheet with new fax machine information.  

· When repair/replace completed deskside support technician places the ticket in “Complete” status
On receipt of either a replacement or new machine from the vendor, the Hardware Maintenance Manager will add the unit to the ISEM/Imagistics Maintenance contract.

Should a Remedy ticket be received for a fax machine not listed on the Fax Machine Maintenance spreadsheet – the Hardware Maintenance Manager must be notified immediately.  ISEM will provide service, and the Hardware Maintenance Manager will ensure the addition of the machine to the maintenance contract.

COMMUNICATION REQUIREMENTS

The following personnel/organizations are active participants in this process
Remedy ticket initiator

Help Desk Agent

Telecommunications Technician

User Support Triage, Mary Mahlbacher, 202-358-1343

Deskside Support Technician

Deskside Support Manager, Jeff Stephens, 202-358-2145

Hardware Maintenance Manager, Harry Williams, 202-358-1136

Imagistics Service Center 1-800-243-5556
Deskside Support Lead, Michael Ayala, 202 358-0248

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

Remedy

Fax Machine Maintenance Spreadsheet

NOTES

This section is provided for additional notes
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