	
Desk Phone Procurement Targets


	Service:
	Turn-around Targets
	Hierarchical Escalation Procedures

	Lotus Notes

Account
	15 days (not in stock)

2 days (in stock)
	4 hours Before Target Expires
	At Expiration
	Morning of

Next Business Day
	Morning of Following

Business Day

	Target is for a desk phone (procurement and provisioning process for on boarding.)  
	Team Lead Notified 
by HP email
	Manager Notified by HP email
	Director Notified by Email Summary Report
	CIO Notified
 by Email Summary Report

	Desk Phone Procurement Process Description:   When an AW employee moves from one AW company to another the desk phone remains behind. The Join/On boarding process is used.  
***For procurement: The clock starts when Capital management creates the work order. The clock stops at the closure of the work order. For deployment: The clock starts when NetCom creates the work order for Field Services. The clock stops when the work order is closed.
The desk phone procurement/deployment process is handled by Network Communications (NetCom), Field Services (FS), and Capital Management (CM) and is a combination of manual and automated steps. NetCom is involved with the set up of the phone in the Cisco Unified Communications Manager system; FS is responsible for inventory management and deployment, and CM is responsible for the procurement of the phone.   

Process if equipment is in inventory:

1. The process is initiated by HR, an AW employee, or a Hiring Manager by completing a SD online onboarding form for a desk phone. (manual) 

2. Service Desk receives request, performs an initial analysis, and creates a service ticket in HP Overview, which auto-generates a work order for Field Services (FS). Note: HP Openview automatically determines the approval chain and notifications are generated to the appropriate approvers. (automatic)
3. FS receives work order and checks inventory management to ensure that the desk phone is in stock. (manual)

4. Field Services Technician (FST) creates an asset tag, records the desk phone’s MAC and DID numbers, and creates a work order for NetCom (containing this information). (manual)

5. NetCom receives the work order, sets up phone in the system, closes work order. (manual) 
6. NetCom creates work order for FS for phone deployment. (manual)
7. Field Services receives work order, assigns a FST, FST deploys the phone, provides training materials, training, and information about online training. (manual)
8. The FST closes the work order. 

9. SD completes a final analysis of the work orders, compares the initial client request(s) to closed work orders, and asks ‘is everything complete?’ If ‘yes’ SD updates the service ticket with asset details, and closes the ticket. If ‘no’ the work order is sent back to FS for information relating to the outstanding issues.  
Estimated Turn-around Time:   2 days

Process if equipment is not in inventory: 2 weeks
1. The process is initiated by HR, an AW employee, or a Hiring Manager by completing a SD online onboarding form for a desk phone. (manual) 

2. Service Desk receives request, performs an initial analysis, and creates a service ticket in HP Overview [which auto-generates a work order for Field Services (FS).] Note: HP Openview automatically determines the approval chain and notifications are generated to the appropriate approvers. (automatic)
3. Field Services opens the work order, reviews the inventory management system, and determines that Capital Management needs to procure a desk phone. (manual)

4. The FST creates a procurement work order for Capital Management. (manual)

5. Capital Management receives work orders and creates a Purchase Order (P.O.) for the desk phone. (manual) 
6. Phone is shipped from an external supplier to the FST in the employee’s region (manual ) 
7. A FST takes receipt of the equipment, records the MAC & DID numbers, creates an asset tag, and creates a work order for NetCom to set up the phone in the system. (manual) At the same time, using an ‘As Built’ request form, Field Services sends a notification to Capital Management. (manual) 

8. Capital Management enters ‘As Built’ form into the financial system and closes the procurement work order. (manual)
9. NetCom receives the set up work order and sets up phone. NetCom creates a phone deployment work order for Field Services.  (manual)
10. A FST deploys the phone, provides training, training materials, & information about online training. (manual) 

11. The FST closes the work order. (manual)  

12. SD completes a final analysis of the work orders, compares the initial client request(s) to closed work orders, and asks ‘is everything complete?’ If ‘yes’ SD updates the service ticket with asset details, and closes the ticket. If ‘no’ the work order is sent back to FS for information relating to the outstanding issues.  

Estimated Turn-around Time:  In stock: 2 days. Not in stock: 15 days. 

Field Services SME Contacted:  George Croasdale, Krista Welsh, Scott Eddy, Jan Walp, Christine Chard

	Comments/Corrections:   Please provide time frame, edits, etc. to this document as needed. 
Return of this document confirms your commitment to this process description and turn-around target.




