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Help Desk – Telephone Voicemail Light Problem – Resolution Process

	Purpose: 

(Further expansion of title, if appropriate)
	Where user has voicemail messages and no message light or no messages but the light is on.

	Process History:
(List all previous versions, with dates)
	

	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



PROCESS
Help Desk

Help Desk Agent opens a Remedy ticket:

· Calls the voicemail system (358-2700) and conferences in the user

· Asks the user to enter their mailbox number and passcode

· Tells user to press “4”.  There will be no voice prompt for option 4 Personal Options

· User will be prompted to make an option selection; user selects “1” for Notification Options

· The user will now be told which position the indicator is in.  The prompt will say the indicator light is set for either OFF or ON.

· Indicator light set for OFF:

a. Instruct user to press 3 to turn the light on

b. User should now exit voice mail

c. Send the user a test message

d. Verify with the user that this solved the message light problem

e. If the problem is resolved, close Remedy ticket.

f. If the problem is not resolved, Help Desk Agent opens a Remedy Maintenance ticket for Telcom.

· Indicator light set for ON:

a. Instruct user to press 4 to turn the light off

b. Request that user exit voicemail

c. Send the user a test message

d. Verify with the user that this solved the message light problem

e. If the problem is resolved, Help Desk Agent places the ticket in “Complete” status (the user then has 7 working days to close the ticket; after 7 days the ticket will close automatically).

f. If the problem is not resolved, Help Desk Agent opens a Remedy Maintenance ticket for Telcom.

Telecommunications

Telecommunications technician:

· Attempts same steps listed above.  If this is successful – places the ticket in “Complete” status. 

· If not successful, logs in to the Octel Server and resets the user’s mailbox light; then places the ticket in “Complete” status.

COMMUNICATION REQUIREMENTS

The following personnel/organizations are active participants in this process
User

Help Desk Agent

Michael Barrett, Code CI Telecom Representative for NASA, mike.barrett@nasa.gov, 202-358-2516

Danny Gear, Telecommunications Manager, dgear@hq.nasa.gov, 202-358-0685    

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

Octel Server

NOTES

This section is provided for additional notes
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