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Help Desk - Speakerphone Optimization Process

	Purpose: 

(Further expansion of title, if appropriate)
	Help Desk instructions for above Telecom process. To adjust the volume of a Lucent telephone speaker.  

	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:

	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



NOTE 1:  If the user is unable to hear clearly on their speaker and/or cannot be heard by a caller, the Help Desk Agent will instruct the user to optimize their telephone.

NOTE 2:  In Remedy, under type of service, this ticket should be coded as Maintenance and not as a Service Request.

PROCESS
Help Desk

Help Desk Agent instructions to user:

1. Press the MENU button on the telephone

2. Choose "Option"

a. The screen will display several items, the far right item is "Option"

3. Choose "Spkr"

a. The screen will display several items, the far left item is "Spkr"

b. The screen will display "OPTIMIZING PERFORMANCE OF THE SPEAKERPHONE." and the telephone speaker will emit several tones increasing in pitch.

4. Press the EXIT button to return the telephone to normal operation

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)
If the user is unable to successfully complete this process – Help Desk Agent will dispatch a telecom technician to their workstation.
COMMUNICATION REQUIREMENTS

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

Help Desk Agent

Telecommunications Technician (if required)

LIMITATIONS

Applicable limitations on process execution (e.g., downtime)
This is a Maintenance ticket and will have down time.  

ASSOCIATED PROCESSES / FORMS / CHECKLISTS

Other requirements for this process

TOOLS

Tools required for execution of this process

NOTES

This section is provided for additional notes
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