GS IT Support Cheat Sheet                                                                    CURRENT EDITION DATE: June 6, 2013
3 WAYS IN: CALL, E-MAIL OR USE REMEDY TO ACCESS THE SERVICE DESK FOR EVERYTHING IT RELATED!
To Call: 1.260.451.6800 (882-6800 from ROC) or 1.888.281.5849

Preferred Option:  Put In A Remedy Ticket: https://servicedesk.exelisinc.com/arsys/shared/login.jsp?/arsys/home 

To Email: servicedesk@exelisinc.com
1. Computer/Network Support:  Please call the Service Desk – 1-260-451-6800 (882-6800 from Rochester) OR you can send an email to servicedesk@exelisinc.com OR enter a remedy ticket shown below w/the link.
https://servicedesk.exelisinc.com/arsys/shared/login.jsp?/arsys/home
Enter your email address and your regular system logon password and hit Log In. No need to fill in Authentication.
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2. Lexmark Printers/Copiers/Fax Machines/Plotters/Lexmark All-In-One Units: If there is a Lexmark printer/all-in-one/plotter in your area, it is supported by Synergy in regards to service and toner replacement. Synergy will be notified via automatic pager alert when toner/service is needed. Synergy orders/stocks the toner. Synergy does not order paper. If you have any other units in your area to include fax machines, copiers and plotters (that are not Lexmark), the dept. admin is responsible for getting service and toner. All consumables are charged to Dept. 290. There should be a label on the unit with service information. Custodians for the Lexmark Plotters are responsible for ordering rolls of paper in iExelis.
3. Windows Phones & Wireless cards: Fill out form and send to the Service Desk. Update your location as needed.
*Then this is what happens….
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1. Exelis Service Desk personnel will utilize the Windows 7 template in Remedy for devices.

2. The ticket will be assigned to the NVA (Video-Voice-Audio) Team.

3. The NVA team will decide on ordering the new device or issuing the user a refurbished phone.

4. If a new Windows 7 phone needs to be ordered, the NVA team will reassign the ticket back to the Service Desk

    to activate the user's Active Sync account.

5. When the ticket is reassigned back to the Service Desk, the ESD personnel will activate the user's Active Sync

    account and update the ticket that Async has been completed.

6. Assign the Remedy group IT Security who will close out the ticket.

*Please call the service desk for company issued phone and air card related issues 1-260-451-6800 (882-6800 from Rochester). If you need any accessories such as holsters, etc. (subject to Supervisor approval) you can visit a Verizon store and purchase it on your Corporate Visa and submit as an expense. If someone no longer requires a unit they must call the Service Desk to deactivate their service. 
*Please send Lorinda.hertz@exelisinc.com  an email informing her of the deactivation! You may hang on to the deactivated phone in case someone else needs it at a later time. 
*If you need a wireless internet air card please consider getting a wireless HOT SPOT – this enables up to 5 additional users for the same prices as an individual’s air card. You would call the service center to order this. 
*If you are traveling internationally, please call the service desk to get that service.
*To assign a corporate credit card to Verizon for direct billing:

Call Verizon at 1-800-922-0204 – can be processed thru our automated system (IVR)

Please provide the last 4 digits of the tax id to the end users – EXELIS 3813  

                Credit Card #, Exp date, Zip Code – where credit card bill comes

                3 Digit Security ID – code is need so payment can be taken immediately (back of card)
4. GOLF/ECHO ACCTs (formally ARUBA Guest Wireless accounts): For a G(guest)OLF or E(employee)CHO Accounts, contact the Service Desk – 1-260-451-6800 (882-6800 from Rochester).
5. Conference Room Support: If you are using a conference room and need any kind of technical support including polycom support please call the Service Desk – 1-260-451-6800 (882-6800 from Rochester). If you are pre-planning (dry run) for an event you can call the Service Desk – 1-260-451-6800 (882-6800 from Rochester) ahead of time and they will put in a Remedy ticket for your event if there is a problem. 
6. Video Conferencing/Web Meeting: For all VTC, IT encourages dry-runs a day or two before the meeting with all locations that will be connecting to the VTC.  If you need help with a video conference or web meeting please call the Service Desk – 1-260-451-6800 (882-6800 from Rochester). Note: the standard procedure for opening your documents in a CR for a Webex is to put the document on your P Drive and open it from there OR log into OWA (https://email.exelisinc.com/owa) and access it from there. It is not advised to access documents from the desktop Outlook account.
7. Any Desk Telephone and Voice Mail Issues:   Please call the Service Desk – 1-260-451-6800 (882-6800 from Rochester). Press Prompt #8 (GS Issues) and Prompt #3 for phone issues. Please do not call Frontrunner directly. The call needs to go thru the network team first and they will forward you to Frontrunner. 

Note: When there is any kind of interruption with the phone system, a notification “alarm” is sent directly to Frontrunner. Once the duration of that outage reaches 15 minutes (the threshold) a ticket is created – but Frontrunner is always aware of ANY interruption no matter what the length of time.  Frontrunner always has a tech on site.  
8. Telephone Headsets:  Users that want the standard headset would just submit a Remedy Ticket at servicedesk@exelisinc.com. Anything other than the standard headset (e.g., Jabra Pro Wireless), user submits an IT Product Request here( https://onegs.exelisinc.com/resources/forms/it/Pages/IT-Product-Request.aspx which the user’s department pays for.
9. IT Product Request System: This request database should be used for all Hardware & Software Purchases under your department expense! Contract Items require the use of the EPR database. Only approved ITT equipment is available in the IT Purchase Request system. Use it to order a new Polycom, thumb drives, headsets, laptops. Subject to Supervisor approval. **(Enter EXELIS DEPARTMENT numbers ONLY – i.e. no project, govt. or IR&D numbers)** There has been an update to the IT Product Request System. The “submitter” and the “requester” will both be e-mailed each time the request moves forward in the system so you will always know where the request is! 
10. Loaner Laptops: You can set up an “appointment” for loaner laptops in Outlook. Laptops are to be loaned out up to one week. Special permission will be required if need is longer. Asset Management will call you when they receive your reservation and give you details for pick up / drop off from the 1/B601 Asset Management area (office 1387). 
        Required Attendees -- SSD-ROC Loaner Laptop Reservations and the loanee’s name
        Resources – SSD Loaner-Laptop-Roc-XX – Select the specific laptop (there are ten (10) to choose from) as

 resource. 
11. Local Admin Requests: The new Remedy based request system is not ready yet. In the mean time, we agreed on the following  process:

· The Service Desk receives a request for local admin rights (call, email, self-entered). They will send the admin request form via email to the user requesting business justification and forward it to their supervisor. The supervisor should reply back to the employee via email with their approval. The email thread will be attached to the Remedy ticket.

· The Remedy ticket will be assigned to Hank Ciniglia. He will approve / deny with my comments. 

· If he approves, he’ll forward the email to John Shores. John will reply back to with his information and Hank will  update the Remedy ticket accordingly. If approved, Hank Ciniglia will reassign the ticket back to the Service Desk for implementation.
12. Employee VPN Requests:
There is a new method of requesting Employee VPN.  It’s an online form that can be found on the ASR (Automated Service Request) site https://asr.exelisinc.com/.  

The “Employee VPN” link in the VPN section, displays an online form for the requester to supply the required information.  Once submitted, the request is routed via email to the designated Manager for approval.  Once approved by the Manager, it automatically creates a ticket in Remedy and is assigned to the Service Desk for processing.  

The form does allow for an admin to place a request for someone else.  There is a “Request Made By” field and a “Request Needed For” field.  Both initially default to the person entering the request, but the “Request Needed For” field can be changed by clicking on the [image: image3] image next to the name.
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If anyone has any questions, they can start by asking me.  If I don’t know that answer, I’ll find out where to go. Please be aware that this form is for EMPLOYEE VPN only.  There continues to be a separate process for Contractors and other non-employees that require VPN access as noted by the other links available in the VPN section.

If anyone has any questions, they can start by asking Robin Spindler.  If she doesn’t know that answer, She’ll find out where to go. Please be aware that this form is for EMPLOYEE VPN only.  There continues to be a separate process for Contractors and other non-employees that require VPN access as noted by the other links available in the VPN section.

13. A new laptop or PC is needed: The requester should obtain justification for a new machine from their supervisor. If the new machine is for an executive level employee, please email john.jakobovic@exelisinc.com

For all other machines the dept admin can fill out an IT Product Request @ 
https://onegs.exelisinc.com/resources/forms/it/Pages/IT-Product-Request.aspx
 If this is a break/fix problem, please contact the service desk directly at 882.6800.
14. AT&T Teleconferencing Service: To request an AT&T Teleconferencing Account, get your supervisor’s permission then send an e-mail to: servicedesk@exelisinc.com, cc:  joyce.simmons@exelinsinc.com
 with the request form attached. The request form is in the Handbook under Communications/Teleconferencing Service. In addition, please contact Joyce Simmons and the service desk to cancel an account when an employee leaves the company. 
15. Address for accessing Email remotely:   https://email.exelisinc.com/owa
16. Reallocating a PC from one person to another: Type REALLOCATION in the text box in Command Media. Fill out the form and send as an attachment to servicedesk@exelisinc.com.
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