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Cellular Telephone Loan Process

	Purpose: 

(Further expansion of title, if appropriate)
	Cellular telephones for the use of approved NASA HQ personnel

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

	Originating Department:

	END USER SUPPORT/Cell Phones & Daily Tag-Up

	ISEM Process Owner (name):

	Delpha Arnold



	ISEM Process Owner (email):


	darnold@hq.nasa.gov


	ISEM Backup Staff (name):

	Herbert (Trey) Wheat



	ISEM Backup Staff (email):


	hwheat1@hq.nasa.gov


	ISEM Department Manager (name):


	Richard Arnold

	ISEM Department Manager (email):


	rarnold@hq.nasa.gov


	NASA POC (name / title):


	Michael Barrett / NACC Liaison/Telecommunications Manager

	NASA POC (email):


	mike.barrett@nasa.gov


	NASA Backup POC (name):


	Dale Stigberg

	NASA Backup POC (email):


	dale.stigberg@nasa.gov



PROCESS:

NOTE 1:  Cellular telephone loan is for the use of approved NASA HQ personnel only; primarily loaned to personnel on travel.

NOTE 2:  Cellular telephones are ordered from either Verizon or Nextel.  A small stock of supplies is maintained.  To order supplies from either Verizon or Nextel – call or email Sales representative (see Communication Requirements for details).  Vendors send supplies via Federal Express to NASA HQ.  The SAIC Property Custodian receives the supplies from the NASA HQ loading dock.
NOTE 3:  It is imperative that equipment Serial numbers be accurately tracked to telephone numbers, since this is how both Verizon and Nextel track them.  Verizon uses an Equipment Serial Number (ESN); Nextel uses an IMEI number.  In either case the number is located behind/under the battery plate on the telephone; the battery must be removed to view the number.

1. A NASA HQ Code IT Point of Contact (POC) calls in a Remedy ticket to the Help Desk.

2. Help Desk staff assigns the ticket to ISEM Telecommunications, which automatically pages the cellular telephone loan processor (CTLP).

3. The CTLP enters the requirement in the database (currently an Excel spreadsheet), and then sends the following email to both the POC and the user.

	Subject: Help Desk Ticket #

The Employee Loan Agreement (ELA) for the   ___________ is ready for signatures.   I am located inside Room CX42 at cubicle CX63.  Please call me on 358-0616.  

Please note that the ELA must be signed by both the intended user and that user's supervisor and returned to me before a cellular phone can be issued.

Let me know if I can be of further assistance to you.

Delpha A. Arnold

Telecommunications Manager

NASA Headquarters

300 E Street, S.W., Code CI-1

Room CX63

Washington, DC 20546

(202) 358-0616


4. If the cellular telephone is not returned, in accordance with the signed Employee Loan Agreement, the following email is sent to the user; a copy of the email is sent to the Code POC.

	Subject: Overdue Cellular Phone Loan

Mime-Version: 1.0

Content-Type: text/plain; charset="us-ascii"; format=flowed

X-UIDL: bb3f413584de57c023aadea982699727

The cellular phone you borrowed is overdue for return.  The Employee Loan Agreement was for the period

Delpha A. Arnold

Telecommunications Manager

NASA Headquarters

300 E Street, S.W., Code CI-1

Room CX63

Washington, DC 20546

(202) 358-0616


5. If the Agreement needs to be extended, either the Code POC or the user may accomplish this via email.  CTLP updates Remedy ticket to reflect change. 

6. For service activities such as:

· Activation of new number

· Transfer of number

· Reprogramming

· Suspension of service (lost telephone)

· Voicemail reset

Contact Verizon Technical Support Service Center (see Communication Requirements for details).

7. For non-working (broken) equipment, CTLP calls Verizon Technical Support Service Center (see Communication Requirements for details).  If it cannot be repaired via telephone assistance, the CTLP takes the telephone to the Service Center.  This takes between 15 and 30 minutes (plus travel time) for a “fix/no fix” determination, as opposed to up to 6 weeks if mailed to the Service Center.  If the telephone is still under warranty (within 1 year) it is generally replaced.

COMMUNICATION REQUIREMENTS

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

ISEM Staff

Telecommunications Manager/Cellular Telephone Loan Processor, Delpha Arnold, darnold@hq.nasa.gov
202-358-0616

NASA HQ Code POCs

SAIC Property Custodian, Sherry Fiddler, sfiddler@hq.nasa.gov 202-358-0929

Other Organizations

Verizon Sales Representative, Edward Oriuwa, 240-687-1744 / edward.oriuwa@verizonwireless.com
Nextel Sales Representative, Chuck Lembach, 301-962-3484 / chuck.lembach@nextel.com (Blackberry)

Verizon Technical Support Service Center

1304 G Street, N.W.

1-800-711-2900 (Options 3 and 2)

LIMITATIONS

Applicable limitations on process execution (e.g., SLA/downtime)

There is a 72-hour turnaround (3 working days) from time of ticket issue to ticket closure.

ASSOCIATED PROCESSES / FORMS / CHECKLISTS

Any other requirements for this process

Pro-forma emails (see above)

TOOLS

Tools required to execute this process

Excel spreadsheet (database) to record loan activity.

NOTES

This section is provided for additional notes 
An effort is underway to standardize equipment for interchangeability and cost reduction purposes.  

Verizon telephones are free with a (currently) $45 service plan, which is paid by NASA; this entitles the user to 400 free minutes per month.  It takes approximately 2 days to replenish stock of telephones and accessories.  Specialty telephones (charges range from $79 to $279) are available (from Verizon only) for use by Code A and Associate Administrators.

Nextel telephones cost (currently) $99 with a $79 per month service plan.  It takes approximately 5 days to replenish stock of s and accessories.  Nextel is the only provider of international telephone service where telephones work overseas and in the United States (Model i2000).  These telephones are primarily for use by the Emergency Preparedness Team (this is direct connect equipment, which means they always have service whatever the circumstances (Model i60).

Emergency telephones and international telephones are 2 different things.  I-60C and I-1000 telephones are currently used for Security (aka Emergency Preparedness).  I-2000Plus is used for International travel (will work both in the US and overseas); reserved for AA’s and other top-level officials; otherwise special permission is required from Code CI.
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