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Help Desk - Critical Uplift - Approvals 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 / Help Desk

	ISEM Process Owner (name):

	Toyshika Epps-Brown



	ISEM Process Owner (email):


	tepps@hq.nasa.gov


	ISEM Backup Staff (name):

	Patrick Clarke

	ISEM Backup Staff (email):


	pclarke@hq.nasa.gov


	ISEM Department Manager (name):


	Richard Arnold

	ISEM Department Manager (email):


	rarnold@hq.nasa.gov


	NASA POC (name / title):


	Noah Nason

Chief, User Services Branch, Code CI

	NASA POC (email):


	nnason@nasa.gov


	NASA Backup POC (name):


	Ray Johnston 

	NASA Backup POC (email):


	ray.johnston@nasa.gov


PROCESS:

NOTE 1:  When Code CI personnel are not available to decide whether a critical uplift is justifiable, the Help Desk Manager makes the decision.  Help Desk agents may rely on their good judgment only when the Help Desk Manager and/or Code CI personnel (if applicable) are unavailable.

1. Help Desk Agent creates Remedy ticket, evaluates and tries to resolve problem.  If unable to solve, and user declares work stoppage, or user or Help Desk Agent determine that ticket should be uplifted to critical status – it is imperative that approvals be acquired before ticket is uplifted to critical status (see below).

2. Once approval is received, ticket is modified to critical status.  Remedy will then automatically page a deskside (DEUS) technician.

Critical Uplift - instructions for approval, by NASA HQ Code:

3. Codes M, R, S, U and Y 
(Enterprise Codes)
a. Call or send email to the Enterprise Code IT POC

b. If no response within 5 minutes, page Chief, User Services Branch, Code CI, or designated backup.
4. Codes B, E, F, G, H, I, J, K, L, N, P, Q, W, X
NOT Codes A or C

(Institutional Codes)
a. Page Chief, User Services Branch, Code CI, or designated backup immediately.

5. Code C
a. Page Code C IT POC – Manager, User Service Center (USC) / Manager, Information Center.

b. If no response within 5 minutes, page Chief, User Services Branch, Code CI, or designated backup.
6. Code A
a. Process IMMEDIATELY.  Page Chief, User Services Branch, Code CI, or designated backup for information purposes only.

Help Desk Agent 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:

ISEM Staff

Help Desk Manager, Valerie Nixon, tepps@hq.nasa.gov, 202-358-0577

Help Desk Analyst, Patrick Clarke, pclarke@hq.nasa.gov, 202-358-4357

NASA HQ Code CI Staff

Chief, User Services Branch, Code CI, Noah Nason, nnason@nasa.gov, 202-358-1334

Manager, IT Acquisitions & CIO Budget Reporting/Special Projects, Ray Johnston, ray.johnston@nasa.gov, 202-358-1378

Manager, IT Help Desk (Support Center)jeff.anderson@nasa.gov, Jeff Anderson, , 202-3581348

Manager, User Service Center (USC), Brenda Williams, brenda.c.williams@nasa.gov, 202-358-1479

Manager, Information Center, Elaine Bowman, elaine.bowman@nasa.gov, 202-358-1342

LIMITATIONS

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

ASSOCIATED PROCESSES / FORMS / CHECKLISTS

Any other requirements for this process

Priority and Super Priority Ticket Processes

TOOLS

Tools required to execute this process

Remedy Help Desk software

NOTES

This section is provided for additional notes 

There are three levels of “critical” tickets: Critical; Priority; and Super Priority.
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