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Help Desk - Password Reset 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):


	N/A

	NASA POC (email):


	N/A

	NASA Backup POC (name:


	N/A

	NASA Backup POC (email):


	N/A


PROCESS
Password reset with valid NASA HQ Form 252

a. Check NASA HQ Form 252 Database to verify and validate user information
b. Ask user questions documented on 252 (for example – see copy of 252 form on next page)

c. Reset password

d. Place the ticket in “Complete” status (the user then has 6 working days to close the ticket; after 6 days the ticket will close automatically).

e. If unable to reset password, transfer ticket to Logistics Support – Account Administration.

Password reset without valid NASA HQ Form 252

a. Determine that user’s name does not appear in the NASA HQ Form 252 Database

b. Ask user to print and complete NASA HQ Form 252, available at https://extranet.hq.nasa.gov/nef/user/form_search_list.cfm
c. Placing the form in a sealed envelope - the user may either deliver the completed form to the URC, or call a Help Desk Agent to retrieve the completed form.  Forms are only collected after 10:00 a.m. each morning

d. Validate:

· User has signed the NASA HQ Form 252

· User’s NASA HQ badge number 

· Supervisor’s name has been entered on form

· All questions and answers have been completed

e. Reset password; place the ticket in “Complete” status.

f. Transfer form to Logistics Support – Account Administration to enter information in NASA HQ Form 252 Database.
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COMMUNICATION REQUIREMENTS

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

Help Desk Agent

Logistics Support – Account Administration

LIMITATIONS

Applicable limitations on process execution (e.g., downtime)
ASSOCIATED PROCESSES / FORMS / CHECKLISTS

Other requirements for this process

NASA HQ Form 252 – Account Access Request Form

TOOLS

Tools required for the execution of this process

Remedy Help Desk software

NASA HQ Form 252 Database
NOTES

This section is provided for additional notes
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