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Help Desk – Speed Dial Programming Process
	Purpose: 

(Further expansion of title, if appropriate)
	How to obtain speed dial for users; and instructions on how to program a speed dial.

	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 creates a Remedy ticket requesting speed dial for user:

Remedy Ticket Details  

· Request Type – ODIN

· Type of Service – Service Delivery Order

· Category – Phone Move/Add/Change

· Seat Code – PH1

· Service Level – Regular

· Support Group – Telcom

· # Of MVACs – 1

· MVAC Reason – M10

Telecommunications
· Telecom receives a Remedy ticket, and is also paged automatically

· Ticket is assigned to Telecom technician with Verizon software programming authorization

Verizon software programming authorized technician:

· Logs in to Service@once with personal SecurID

· Clicks on “New Order

· Types the following:

· Class – R

· Location – 950

· Method – E

· Task Order – enters Remedy ticket number

· Remarks – (Types) Add 6WC to analog line

· Clicks on Contacts tab

· Name – Technician’s Name 

· Number – (202) 358-1314

· Type – USR 

· Clicks on Order Details

· Clicks on Add Item button

· Item Type – CH 

· Clicks OK button

· In Telephone No:  Types relevant analog phone number (202) 358-XXXX

· Clicks on Features Tab

· Right hand clicks on TGUTT feature

· Clicks on Add/Remove Feature(s)

· Scrolls down using the arrow key to SC2CS 

· Clicks on SC2CS

· Clicks Add button

· Clicks Close button

· At the top of the tool bar Clicks Authorize button

· Clicks Accept Date

· Authorization Code:  Enters authorization Code XXXXX 

· Clicks Authorize button

· Clicks OK button

· Clicks X to complete Verizon order

· When Verizon order is closed, visits user’s telephone to test the new feature

· Dials *75 to create users Speed Dial list

· Enters the 2 digits (00 and up to 79) that correspond with the telephone number to be programmed into that slot - for future speed dial calls

· After entering the 2-digit number, dials the number to be programmed. (Note:  add 9 for outside the building and 1 for long distance

· After entering the telephone number, waits a few seconds – the telephone will produce beep beep tones and then disconnect – to confirm that the programming has been completed.

· The telephone number is now programmed

· Instructs user on how to use and program the speed dial

· Puts Remedy ticket in “Complete” status (the user then has 7 working days to close the ticket; after 7 days the ticket will close automatically).

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    

Authorized Verizon Software Programming Technicians:

· Mike Daniels

· Russell Robertson

· Anthony Paupaw

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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