Changes to Help Desk Tracking System 

Effective January 1, 2004
 
Effective  January 1, 2004, an upgrade to the Remedy Help Desk ticket tracking system will be launched.  This upgrade will enable NASA HQ employees to decide if a service ticket should be closed or possibly re-opened once IT support personnel complete the requested work. With this change, Code CI and SAIC/ISEM offer our customers greater flexibility and involvement in determining whether IT work has been completed to their complete satisfaction.
 
When customers call the Help Desk to report an IT problem or request a service, a Remedy Ticket is generated. This ticket allows support personnel to track the request through to completion. It also allows customers to look up information regarding their request and see status of the work, through a web site located at http://www.hq.nasa.gov/office/codec/codeci/ITservices/ticket.htm.
 
Currently, support personnel would complete the work requested, and then close the Remedy Ticket. This has led to confusion from many customers; some did not believe the work was completed to their satisfaction and therefore, disagreed with the ticket being closed.
 
On January 1, the customer will now be empowered to provide instant feedback as to whether they agree or disagree to the closure of a Remedy Ticket. Once work is finished on an IT problem or service, support personnel will place the ticket in a complete status. This action will automatically generate an email to the customer. This email will detail work performed on the Remedy Ticket, and request that the customer concur or non-concur to closing the ticket.
 
The customer will be sent an e-mail that will include links to two web sites. If the customer selects the link to concur, the Remedy Ticket will automatically close and the customer will be directed to a web site to complete an optional Customer Satisfaction Survey. If the customer selects the link to not concur, the Remedy Ticket will automatically be re-opened, and the customer is directed to a web site to optionally inform support personnel of why they disagreed to the closure of the request.


 
If a customer chooses to not respond to the concurrence email, the Remedy system will assume after 6 working days that the customer agrees to closure; the Remedy Ticket will automatically close. No further action from the customer is necessary.
 
All other aspects of IT service will remain the same. Status requests for open tickets can still be made by calling/emailing the IT Help Desk, or reviewing the ticket online at our web site.
 
Code CI and SAIC/ISEM believe that these changes will empower the customer to determine whether a request for IT service is closed, and will do so in a way that is fast, convenient and easy.
 
Should you have any questions, please contact the IT Help Desk, 358-HELP (4357), 1-866-4NASAHQ (462-7247), service@hq.nasa.gov, or at http://www.hq.nasa.gov/office/codec/codeci/ITservices/ticket.htm
