ITOCC Deliverables

utputs:

Verified supported agency &

services supported
ustomer contacts

OMES Service Desk

Verified customer contact
information (listed in CRM)
Verified physical address of

issue

ITOCC Technician/
ITOCC Service Desk
Representative

OMES Service Desk

Outputs:
Identified core issue

Documented issue
List of troubleshooting
attempts

Location of incident
Identify SLA

Is the incident a
Priority 1 or
Priority 2°?

Outputs:
CRM Case #

Case Description/Device Type

Customer Name or nickname

What troubleshooting has been performed
Location of incident

IP Address

Computer Name

Mac Address

Drive Mapping Path

OMES Service Desk Technician added as an
Interested Party

tputs:

Outputs:
Confirmation of issue with

Updated Major Incidents Page
Notification sent to
GovDelivery Topic Major
Incident Notification Group

Responses to open-ended

troubleshooting questions °
Time estimate for contact or

resolution

Provider Group
Technician

OMES Service Desk assigns the
case to the appropriate
provider group (pending) for
technician assignment

utputs:
customer .

Determination of
Knowledge Base Article
Major Incident
determination

Can the issue
be resolved in
the ITOCC?

Outputs:
e Identified Provider Group

Technician or updated
case information

NO

Can the issue
be resolved in
the ITOCC?

Outputs:
e C(Caseis worked

>

Caseis transferred to
Provider Group Technician
ITOCC Technician added as
Interested Party

Resolution

Outputs:
Case notes are updated
with resolution by Outputs:
Provider Group Technician e Updated Major Incidents
Contact ITOCC Page
Case Status changed to e Updated GovDelivery
“Waiting on ITOCC”

Attempted solution

Outputs:
e Verification of resolution

with customer

Outputs:
e Updated Case Status

Outputs:

Updated Major Incidents
Page
Updated GovDelivery

Outputs:

Problem Case created
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