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Help Desk - Create a Remedy Ticket 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


NOTE:  User must be contacted prior to ticket closure.  If unable to contact user, place ticket in “hold” status.

PROCESS:
Open Remedy Ticket – must complete all fields

a. Initiate user request from:

· Answered call, open ticket

· User voice mail messages (retrieved several times per day), call user and open ticket

· Email:

· Evaluate email request, open ticket

· Web, SMBS or HONURS:

· Evaluate request, open ticket

b. Call user for additional information if required (or send email if user out of town and unavailable by phone)

c. Resolve problem; 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).

d. If unable to resolve problem, transfer ticket to appropriate support group 

e. Initiate user request from Control F-1:

· Constantly monitor Control F-1 queue

· When user identified in queue, open ticket, then initiate contact with user via text message

· Complete session with user and place the ticket in “Complete” status

· If no resolution can be found, transfer ticket to Tier 2, escalate user in queue

· Notify Tier 2 via telephone of escalation.

COMMUNICATION REQUIREMENTS

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

Help Desk Analyst

Tier 2 Technician

LIMITATIONS

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

Other requirements for this process

TOOLS

Tools required for the execution of this process

Remedy Help Desk software

NOTES

This section is provided for additional notes
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