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Service Request Module Login

HQDA Customers
https://itaitsm.hgda.pentagon.mil/arsys/home

Non-HQDA Customers
https://itaitsmext.hgda.pentagon.mil/arsys/home
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Overview and Background

« How did we get here?

— In an effort to provide unparalleled Customer service and improved
efficiencies, ITA embarked on a organizational transformation

— Part of the transformation included the stand-up of the Remedy 7.6
Information Technology Service Management (ITSM) System and
it's Service Request Module (SRM)

e Whatis SRM?

— SRMis the customer-facing self-service portal within Remedy, specifically
designed to enable customers to directly submit service requests to ITA

e What are the benefits?

— Customers now have a single system and approach for requesting products
and services from ITA

— Customers can submit and track tickets at their own convenience utilizing a
simple and intuitive self-help portal

« When will | see the changes? \
— SRM goes live on 30 September 2011 /
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Service Request Module Overview

« SRM empowers Customers to take more control over their service requests
by enabling the self-submission of requests directly to ITA

« SRM ensures requests are entered directly into ITA's Remedy tracking
system where Customers can go to monitor the progress of their ticket

« SRM enables CAC authentication for entitled Customer groups to logon to
the system, including IMOs, Alternate IMOs, TSCOs, etc.

« SRM standardizes both request submission and gathering through detailed
guestionnaires that benefit both ITA and it's Customers

e SRM Benefits:

— Structured questions that define known data points necessary for ITA to
capture a requirement and provide service

— Less time revisiting requests to gather additional information
— Enhanced tracking capabilities
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SRM and Customer Support

« Given the added benefits and ease of use, ITA's preferred method of
request submission is the self-service SRM Portal

 ITA's vision is to provide unparalleled Customer service; this includes
providing multiple avenues for Customers to receive support

« Customers with questions related to ITA's Products and Services or the
submission and tracking of service requests in SRM may contact the
following:

ITA Consolidated Customer Service Center (CCSC)
hgdahelpdesk@conus.army.mil
703.693.4337
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Customer Access

e Customer access to the SRM Portal is based on entitlements

« Entitlements refer to individuals authorized to request services for their
organization (IMOs, TSCOs, DARSs, etc)

« Existing ITA Customers that had access to the 5E Portal as of September
2011 will have SRM access rights granted

 These Customers will only see the products and services they are entitled
to request

e SRMis CAC enabled

SRM Links
HQDA Customers
https://itaitsm.hgda.pentagon.mil/arsys/home

Non-HQDA Customers
https://itaitsmext.hgda.pentagon.mil/arsys/home
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New User Access

« Maintaining an accurate and current list of entitled Users is extremely
important for the functionality of the SRM Portal, as well as providing
Customer Service

« Itis the responsibility of current users to inform ITA of changes to authorized
users, including additions and deletions

* Following the initial SRM launch, new users (i.e., new IMOs/ TSCOs for
existing customers) must contact ITA CCSC to initiate the SRM on-boarding
and entitlements process
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Customer Portal

Customers accessing the new Remedy System which houses the SRM
Portal after 30 Sept 2011 will need to utilize the links below

Current System: Prior to 30 Sept 2011
Legacy5E Portal

NIS Portal

New System:
SRM Portal

30 Sept 2011

Requesting an Account

Site Requirements Username:

peathack Password:

Tips

VoIP End User Information Domain:

NISO Portal Contacts : BMC Remedy Action Request System

703.693.3689
nisteam@conus. .army.mil

Please log in.

User Name
Password

Authentication

https:/inis.pentagon.mil/

HQDA Customers: https://itaitsm.hgda.pentagon.mil/arsys/home
Non-HQDA Customers: https://itaitsmext.hqda.pentagon.mil/arsys/home Il
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e Customers will initially be directed to the Remedy Overview Console

« To submit a requirement, navigate to the SRM Home Screen by selecting
“Request Entry” within the Applications Toolbar on the left-hand side of the

screen
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SRM Home Screen

 Once inthe SRM home screen, Customers will find a list of ITA's products
and services

« Users will also be able to review requests made and reopen draft requests

Submitted To return to the Catalog and Help Function
Requests navigate back and forth through
enable the services Close Help |
Customers to
view the status

ofallrequests Ju LA searcn [ )  Soch Knowiedoe Sasc

ce

Submin¥.d Requests (Service Categories )
_-O Mesds Altention 0 Cable Television / Connectivity Services
Cable Television (CATV) Services are provided to customers " / ITA offers two Core Service Offerings to meet customers’
",J Dirafts (1] in three distinct Core Services based on security level and connectivity needs. Metwork Connectivity provides secure
= location: Undlassified (Black) CATV, Classified (Red) CATV, and survivable Undassified and Classified network
& Since LastVisit 0 and Sencitive Compartmented Information (Yellow) CATV. connectivity, monitoring, fault management, and on-site
support, as well ...
| OpenRequests 1
: List Related Services List Related Services
@ Telecommunications
ITA offers a variety of services to mest customers’ telecom
J needs. These services range from Wireless Consolidated
Biling Services to Operator Directory Services to Pentagon
VolP and VoSIP to SME PED and Voice Services, Wireless
Consolid...
List Related Services
Browse Catalog enables Customers All of ITA’s Products and Services are
toview the ITA Products and combined into Services Categories identified p

Service Catalog M by icons on the home screen ’ >
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Service Requests Types

 |TA aligned requests for service within SRM around three Request Types

— New

First time request for service f Connectivity Services
— Change '

Update/change to an existing service "‘TE'“J“O""jW
— Deactivate Chanas Netwerk Comectivity

Deactivate Network Connectivity

Cancelation of service, including a portion
of service or complete deactivation

 The use of these predefined Request Types provides Customers with a
consistent experience and logic when requesting services

 When a Customer initiates a request by selecting a given service, they will
notice that each Request Type is clearly differentiated within the screen

 Each Request Type will prompt the Customer to complete a questionnaire
specific to the intended actions (new, change, deactivate)
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Service Categories

« |2TS Services, including those formerly captured within the 5E Portal, are
grouped into three Service Categories within SRM

-Cable Television- -Connectivity Services- - Telecommunications-

Service Categories

Cable Television / Connectivity Services
Cable Television (CATV) Services are provided to customers ‘/ ITA offers two Core Service Offerings to meet customers’

in three distinct Core Services based on security level and connectivity needs. Network Connectivity provides secure

location: Undassified (Bladk) CATV, Classified (Red) CATV, and survivable Undassified and Classified network

and Sensitive Compartmented Information (Yellow) CATV. connectivity, monitoring, fault management, and on-site
support, as well ...

Telecommunications
ITA offers a variety of services to meet customers’ telecom
needs, These services range from Wireless Consolidated
Billing Services to Operator Directory Services to Pentagon
VoIP and VoSIP to SME PED and Voice Services, Wireless
Consolid...
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1I2TS Service Sub-Categories

« [Each Service Category contains Sub-categories that include all related ITA
Products and Services

Telecommunications includes all
desktop phone services, SME PED,
Wireless and others

Each Service has the option to Connectivity Services includes
select New, Change or Deactivate Network Connectivity.

Cable Television 7 Connectivity Services 4 Telecommunications
}
- ) Network Connectivity Telephone Services .
New Cable Television Services eepi I£es Customers will no
Change Cable Television Service Ionger make
Deactivate Cable Television Services requests for

specific phone
technologies
(i.e.,VoIP, VoSIP,
ISDN)

Wireless Consolidated Bif

ITA will determine
the phone type
based on the
Customer location
and security need

Other Services

Wireless Consolidated Billing and
Other Services provide a direct
link to SecureWeb
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Service Navigation Breakdown

« Sub-categories contain the Request Types that will enable the Customer to
access the associated questionnaire and submit their service request

Sept 2011

Con nectwrty Services

SErvice Offerings to meet customers’
con'\ecb\-lw needs MNetwork Connectivity provides secure
and survivable Undassified and Classified network
connectivity, monitoring, fault management, and on-site
support, as wel

High-level grouping of similar
Products and Services

Service Sub-Cateqo

Break down of Service Categories into
specific, individual Products and
Services offered by ITA

7? Connectivity Services

Network Connectivity ]

Service Request Type

ﬂ New Network Service | Desired actions/requests

of the Customer for a
Network Connectivity indudes the following:

Undassified and Classified Connect chosen Product or
Service
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Initial Service Request

* Once the request type is selected, Customers are prompted with a
guestionnaire screen directly correlated to that Request Type

 The Requestor information is automatically populated within a field located
at the top of the request

TR B l Requestor Information J

g New Telephone Services ~

Name JohnDoe
Phone 3-545-1399

Email Fdsev-m-geurgk.ctr@.!s

Instructions

Telephone Services Each request type
ITA provides various types of wired voice services to meet customers’ needs (PLEASE NOTE: Fo provides a basic

Consolidated Billing Services). This includes access to traditional landline telephone connections description of the service

malgg phone lines), as well as access to Voice or Internet Protocol (VoIP) telephone connection and what is included

[

SRM Questionnaires are
located below the
service instructions and
require Customers to
scroll down utilizing the

internal scroll bar

the evolution of VeIP technolegies, their cost effectiveness, and the recent PENREN VoIP deployment, current ITA policy is to
stomer desk phones to VoIF wherever possible. Therefore, customer requests for telephone services will be handled on a

case basis according to the technology available at the requested location, and in accordance with the customer's Classification

er Recovery (DR) requirements. Final provisioning of the desired solution will be facilitated either by ITA Technicians or

icians aligned to the WITS 3 Contract. Regardless of the technology or technician, customers will receive the best level of

\_
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SRM Questionnaires

 Each Request Type has its own
guestionnaire essential to
capture the requirement

« [Each questionnaire enables ITA
to begin request analysis upon
ticket submission while requiring
less Customer follow-up

e Once all required fields are
complete, Customers can
“Submit” the request using the
button located at the bottom
right of the screen

e Customers have the option to
select “Draft” also located at the
bottom right of the screen and
return to the request at a later
time

Sept 2011

Each questionnaire provides
standardized drop down lists and naming
conventions for easy completion

Are you an HQDA Custom

The folowing information mfbem/
determine the Voice Services your

arganization has avalable for use.

Provide Information

Telephone Services Request Type® New Telephone Service -

Billing Account Code (BAC)™ !

Location:* v

Other Location: i

Classification:™ v

Is this request for Disaster  Yes ¢ No

Recovery (DR)/COOP Purposes?™

Preference:™ (~ Voice over Internet ¢~ Traditional Landiine
Protocol (VoIP)

PLEASE NOTE: Customers also need fo
eshimate their wirelne costs for the
upcoming fiscal year quarter and send a
funding MIFR {o ITA before products and
services can be ordered.,

What is the requested date for
completion?*

Wacﬁpfmofm

f 3 commiiment fo

If a required field is not completed, the
customer will be prompted to complete

the field prior to the acceptance of the
submission

CREATING CONNECTIONS . . .
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Standard Rules and Required Fields

« A service request submitted through SRM does not contractually obligate
ITA to provide the service

 Aservice request enables ITA to analyze the request and determine the
best solution for the Customer and ITA

« Each service questionnaire contains fields that were determined by ITA
Subject Matter Experts to be required

— Each required field is designated with an asterisk

— Customers will not be able to submit a request without completing the
required fields

« Each servi_ce_ qu_e_stionnaire may deg;ﬂ::ga
_also contain italicized | W5 N Seee i e required field
informational notes to assist the A R T i B
Customer by providing useful R Note regarding
information for answering certain e .

support the requested deployment date. completion

guestions
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Requirement Submission

e Customers will be able to submit their requirements upon completion of all
required questionnaire fields

— If arequired field is not completed, the customer will be notified during
submission

— SRM will inform the customer of field(s) that require completion by
placing a red box around the question

e Customers may be asked
and/or wish to attach certain

V What is the requested date for Submit the Service
documents related to the Request or save it as a
PLEASE NOTE: [TA% acce : draft to verify
requeSt P questionnaire answers
° Customers may save document or  fuew without losing existing
. spreadsheet [ ! information
requests as drafts if e e
necessary to obtain
additional information or to add tacment | _sunmary | Sove AsDroft | subiit |
simply complete at a later
date

Sept 2011 CREATING CONNECTIONS . . . Through Service and Workforce Excellence.
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Requirements Submission Roles

« Entitled users can hold one of two roles within the requirement submission
process:

— Submitter: A person within a Customer Agency who has the entitiements
to submit requirements

— Approver: A government employee within a Customer Agency who has
the entitlements to submit requirements and approve Submitter’s
requirements

« Some Submitters have the authority to submit requirements without the
need for additional government approval

e Other Submitters (i.e., contractors) must have their requirements approved
by a government employee

« Within the SRM Portal all requirements must be approved regardless of the
Submitter’s need for approval or not

e Submitters that do not need additional government approval will approve
their own requirements within the system

Please Note: Additional details regarding Approvals will be provided later in this training €
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SRM Process

« Approved service requests submitted through SRM will generate tickets
within ITA's Remedy System

« Each service that ITA provides has a predefined support group who will
receive the request and is responsible for beginning the review process

» Tickets will pass through ITA via a series of process steps and approvals
« Customers can monitor the status of their tickets via the SRM Portal

* In some cases, ITA will contact the Customer regarding the service request
to capture additional information or discuss the need

 New Customers must contact ITA CRM to begin the on-boarding and
entitlements process
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Service Request Status and Tracking

 Customers can logon and review the status of each ticket
« This feature eliminates the need to directly contact ITA Personnel to make
inquiries or request status updates

Submitted Requests Show A1 Open Requests - Show fun ction to view

| Ne__.| Request ID | Request Name | Stalus | Statuz Reazor .
REQO00000002483  Mew tequest Waitng Approval open, pending, approved,
closed draft requests

Customer
submitted
requests

| Summary For: REQODDDDOODO3489

Coordinator; Tanek s Hughey ot
I r W 1

Pending

e e MG REERE

) Senices are provided lo 2 Request Status includes:

Status and
dESCprtIOﬂ inct services based on the desired
Uf the omer location
Customer bioee info.
request

=l || -<Draft * Planning
*In Review *In Progress
*Pending * Completed

e Ualals )
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Ticket Status

« Draft: A Customer request that has not been submitted through SRM but saved
as a draft

* In Review: The Customer request is available for review but has not been
approved (Note: This status is an internal system status and will more than likely
not be seen by the user when a service request is created for their request)

 Pending: Work on the Customer request has been temporarily suspended. The
Approver will specify a status reason (i.e., ‘waiting for approval’ or ‘need more
information’)

 Planning: The Customer request has been approved for implementation and
ITA is currently planning the implementation, targeting dates and estimating

costs
 In Progress: The Customer ticket is in working progress by the Fulfillment
Providers
« Completed: The service request is
updated to completed when it is closed Pending
in the fulfillment application. Users can
update a completed service request, E @ [ D

which creates a work order
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Adding Notes and Attachments to a Service
Request

« Customers have the ability to add notes and attachments to all requests for
service made through the new ITA Service Request Module (SRM)

« Customers may choose to add notes or attachments in order to provide ITA
with additional details about their request that are not covered within the
guestions asked in SRM

« Customers may also add notes or attachments at a later date as the request
moves through the provisioning process

« All notes will be visible within the request’s “Summary” or “Activity Log” and
visible by all those who see the ticket
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Adding a Note to an Initial Request

e Customers wishing to provide ITA additional details about their request
before the time of submission can do so at the end of each Service
Questionnaire

e This process is the same for all ITA Services within SRM as well as the
various request types, including New, Change and Deactivate

Requirements DescriptionMotes ﬂ
/\
(Each Request Questionnaire
contains a “Requirements
Description/Note” open text

field for Customers to provide
additional detail regarding their

request
Y Yy,

Add Attachment Summary Save As Draft I Submit |
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Adding an Attachment to an Initial Request

« Customers wishing to provide ITA additional details about their request
through a document attachment before the time of submission can do so at
the end of each Service Questionnaire

e This process is the same for all ITA Services within SRM as well as the
various request types, including New, Change and Deactivate

« Please Note: Initial Requests will only accept one document attachment. If
the request requires additional attachment, utilize the Activity Log

At the end of the Request A new window will appear
Questionnaire, select “Add allowing Customers to
Attachment” browse their folders and
N4 select a specific file

1

Attachments

Attach Label
Attachment

Max Size

File Hame

Add | /{ Once Customers select the
file, select “Add” and then

“Save” to attach thefile to
5 Ll 1 q
ﬂ ﬂ the Service Request
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Adding Additional Notes or Attachments to a
Request

« Customers wishing to provide ITA additional details about their request after
the time of submission can do so after selecting “Submit”

e This process is the same for all ITA Services within SRM as well as the
various request types, including New, Change and Deactivate

Are you an HQDA Customer?* fes -
Request Type™ Disconnect Cable Drop(s, -
What is the requested date for 1042011 ﬁ
- ustomers must
completion?* g >
, submit their request
FLEASE NOTE: ITA & acreptance of this . he * bmit”
quesionnaire & not 8 commitment fo usmgt e “ Submit
meet the customers requested button located in the
gepipyment adate. ITA wil review the .
reguirements and gefenming our shility o lower ”ght'hand
support the requested deployment date. corner of the screen.
Deactivation Date™ 10/4/2011 Remember, you
Building Location™ Pentagon - cannot submit a ticket
Room* until all required fields
I have been filled in.
Justification™ Feing BRACed to Alaska ﬂ
Add Attachment Summary I Save As Draft
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After selecting “Submit”, Customers will be redirected to their “Submitted
Requests” window which shows all requests the Customer has submitted

Upon initial redirect
to “Submitted

RequeStS” no Submitied Begue Show |AIIDpenHequesls v| |
He.. RequestID Request Hame Status Statuz Reason | Submit Date ™ Expected Date

req u est Wi I I be REG0O0000000037 Deactivate Cable Television W aiting Approval 104472017 11:32:41 &M 101272011 11:30:44

REQOO00000003S Deactivate Cable Televizion Waiting Approval 107472011 11:06:21 Ak 1041242011 11:06:06

REQ000000000314 Change Telephones " aiting Approval 104420171 10:43:18 Ak 10/5/20171 10:46:34 &

se I ected REQO00000000313 W Change Telephones Plarining 10/4/2011 10:27:54 AM 10/5/2011 10:11:54 &

REQ Q00000000310 Mew Metwork. Connectivity Planning 104442011 3.58:13 Ak 10/5/2011 3:56:20 A

Customers must
select the Request
ID to which they C——

want to add notes

Once a Customer

select the Request
ID, the request will
be highlighted

Status:

Description:

Motes: |

Attachment: |
add |

Fequest Detailz | | Complete Request Cancel Feopen

Sept 2011 CREATING CONNECTIONS . . . Through Service and Workforce Excellence.




U.S. ARMY INFORMATION TECHNOLOGY AGENCY

« Once a customer select the Request ID, the request will be highlighted in

blue
. Additional\ i

[ Submitted Requests
information
related to the
request will be
populated in
the “Summary | —————————————
For,, SeCtlon |n Summary For: REQO00000000317

Coordinator: Louize an Hine Achivity Log:

the bottom half
Of the Screen Status: Pending

e Customers will EEIEIEYE]

Description:

see the Cable Television (CATV) Senices are provided to =

" . . ” customers in three distinct services based on the desir
Activity Log

Show | Al Open Requests

HEDDDDDDDDDS1 7 Deativate Cable Television 104442017 11:32:41 &M

1012/2011 11:30: 44 ||

W aiting Approval

REQOOOO00000314 Change Telephones Waiting Approval 1042007 104813 Ak 10/8,/2017 10:46:34 &y
REQ 000000000313 Change Telephones Planning 10/4/2011 10:27:54 AM 10/5/2017 10:11:54 4
REQOOOO00000310 Mew Metwork Connectivity Flanning 1042007 36813 Ak 10/8,/2017 95620 4

O n bOttO m Notes: |<ly|:ue ywaur activity log test heres =
. . Attachment: |<File Mames =

right-hand side i |

Of th e SC ree n Reguest Detailz | Complete Reguest Cancel Reopen
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* Once the Customer chooses the request to which they want to add notes
and sees the “Summary For” window below, they can add notes to the ticket
using the “Activity Log” on the lower right-hand side

|'. Submitted Requests

Show | All Open Requests -

N

Clicking the following
button will open a larger
window for entering the

notes /

Request Entry [itaitsmapppnttr] -- Notes:

Once all information has

been entered into the Notes

window, select “OK”

Me__.| Hequest ID Request Name Status Status Reason | Submit Date™ Exp
REQD0O000000317 Deactivate Cable Television whaiting Approwal 10442001 11:32:47 Ak 10/
RE Q00000000315 Deactivate Cable Televizion Waiting Approval 104442011 11:08:27 A 104
REQO0OOQ000037 4 Change Telephones i aiting Approval 10/4/2077 10:48:18 Ak 10/
REQ000000000313 Change Telephones Planning 10/4/2011 10:27:54 Ak 10/
RE Q000000000310 MNews Hetwork Connectivity Flanning 10/4/2011 3:58:13 Ak 10/
Summary For: REQO00000000317
Coordinator: Laouize Wan Hine Activity Log:
Status: Pending
2 RRERE
Description:
Cable Television (CATV) Services are provided to -
customers in three distinct senvices based on the desired
security level and customer location. ~
Motes: |
Attachment: |<Fi|e Mame>
Add |

Request Details Cancel

Sept 2011 CREATING CONNECTIONS . . .
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« The Customer can also add additional attachments to the Request through
the same “Activity Log” on the lower right-hand side

» Please Note: Customers must include a note describing the content of the
attached document

( Submitted Requests Show |AII Open Requests - | W
Me...| Request ID Request Hame Status Status Reaszon | Submit D ate Expected Date
REQO0000000031 & Mew Cable Television W aiting Approwval 104420171 11:29:24 Abd 101242011 11:29:18
REQO0000000031 2 Mew Circuit Request [Mon-DIS.A) Diraft 10/5/20171 10:27:46 A
REQO00000000311 Mew Circuit [Mon-D15A] In Progress 104472011 10:02:32 fabd 105420171 10:07:49 A
REQOO0D00000309 Mew Cable Television In Progress 942972017 10043:29 Ak 10/6/2017 10:36:26 A

REQO00000000205 Mew Cable Television

Waiting Appraval 9/28/2011 11441 PM 10/5/2011 111344 P
REG000000000304 e

9428720171 1:12:03 P 9/29/2011 1114 F

Add Attachment

f-\ttachmenll

REQ Status

Summary For:

Coordinator:

Status: Pending
@ @} % [% @ % A new window will appear
allowing Customers to
Description: browse their folders and
Sj:tlsrlslgviir?i;}hnré?:? ' ' \ select a specific file
security level and cus{ Oncethe Customer selects the
specific file, a note must be \
entered describing the file Hotes: |<t_l.J|:ue your activity log test heres
content and them “ Added” to Alttachment: |<Fi|e M arney (=N
the Activity Log / add | P
Y - 4
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e Once the Customer selects “Ok” in the “Request Entry — Notes” Field, the
Customer must select “Add” to add the note to the Request’s Activity Log

o After hitting “Add” the Customer will see their note added to the “Activity
Log” with a time stamp and their name

Summary For: REQOO000000O317

Coordinator: Louize Yan Hine ii J
10/4/2011 11:37:57 AM ; Nicholas Barber (barbernm)
Status: Eening Flease deactivate Cable TV.
Description:
Cable Television (CATV) Services are provided to -
customers in three distinct services based on the desired
security level and customer location. ;l
MHotes: |<t_l,lpe wour activity log test herex =
o . | |<File Mame: =
4dd |
Request Detalls || Complete Reguest Cancel FReopen
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* Once the Customer’s note or attachment is added to the “Activity Log” it will
be tracked with the request moving forward and will be visible along with the
request “Details”

« Customers and ITA personnel will be able to see all notes and attachments
by selecting “Activity Log” in the request

B ET N Activity Log [

Request Status: ‘Waiting Approval

Activity Log :

10/4/2011 11:37:57 AM ; Nicholas Barber (barbernm)
Flease deactivate Cable TV.

LR Actviy Los

Motes : <lype vour activity log text heres =
Attachment File : |<Fi\e Mame> = &
Add
4 .
Close . r__
— \
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Requirements Approvals

 Once a requirement is submitted, it must be approved within the Approval
Central Console in Remedy

« Approvers will receive an email notification regarding new pending
requirements

* Once the Customer Agency provides government approval, the
requirements are submitted to ITA for review and analysis
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Approval Central Navigation

» Approval Central can be accessed through the Quick Links located within
the Applications Tab on the left-hand side the Remedy Overview Console

BMC Atium Core | #ipproval Cential Approval Central is located
Knowledge Management Change Password within Remedy Applications

Administrator Console AR System Report Console Quick Links

Asset Management

Contract Management
Product Catalog

Foundation Elements

Incident Management

-
=
-
=
=1}
=
=]
=
]

- e H 3
D BMC Remedy AR System Approval Central Walcoma fgenrgsim TR e

Approval Tasks ¥ My Recent Approvals History

Service Request Management
o Hold | & Reassign | '\E*‘-\WOVSDR*E ‘
Showing 1-20f 2 Page[I |
Alerl 5. | Action Date | Summary | Requester | Acting As | Priouity ' Application | Status

Hew Network Service  gecrgelim Horeal SAMRequest  Approved

Mew Metwork Service  gecigelm Moirmnal SRM:Request  Approved

V) seectl | [ Desclectas| [ Appove | A Reiea

AR System Sample Application eds Attention

{&l| Pendina Approvals  Preferences | |

ﬁ_"}_[)uc Soon

o
o
W Past Due 0
o
o

# Beiected by Others

Requirements submissions are
listed and can be organized by
date, requestor or type of service

The navigation bar
provides you with
the ability to view
requests hased on
their status

Approval Request Summary
Request ID:  REQOOOOO0O004233

e

Showing 1 -1 0f 1  Prefererces |
e | Submitter | Modified Date | Summary
Remedy Apphcation § 9/14/2011 451:40 Pt

To review the
questionnaire details

Wiew Activily Summasy

EK(E[LENCE
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Approval Central Content

« Approval Central contains all information related to pending approvals, and
enables users to see the details of the submission, approve, reject, and

even reassign the approval

\al, Approval D etail%

hd Approve ;V Heassign]

The Approval Details
allows the Approver to
review the status and
sequence of the
requirements

m Rei Reassign allows the Approver
eject ; ;
to reassign the requirements

To approve or for additional review

ejectine e

requirements

Enter the name of the Approver to be re-assigned

Appiover

T Tl [ e
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Telephone Service Ordering

 Legacy ITA processes allowed Customers to provide ITA with their choice of
telephone technology (i.e., ISDN, VolIP, VoSIP, etc).

* In this situation the Customer was providing ITA with a solution rather than a
true requirement, and in many cases that solution was unavailable

e Given the continued roll-out of VolP and VoSIP as well as other service
provisioning factors it is in the best interest of the Customer to partner with
ITA to determine the technology

« Customers will provide ITA specifics around their need (i.e. classification,
location, etc) and ITA will work with the Customers to determine the type of
technology each will receive
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WITS3 Customers

« Customers currently receiving services via the WITS3 Contract may
continue to go directly to Verizon Service@Once

« ITA will also provide a link through SRM within the Telecommunications
Services Category

Telecommunications

| Provide Information

Telephone Services

Telephone Services

ITA provides various types of wired voice services to meet customers’ needs (PLEASE NOTE: For wireless services see Wireless

New Tel@phone Service)

Consolidated Billing Services). This includes access to traditional landline telephone connections utilizing legacy technologies (ISDN &

Dea:t-.-:le Telephone 4

Analog phone lines), as well as access to Voice or Internet Protocol (VoIP) telephone connections.

Based on the evolution of VoIP technologies, their cost effectiveness, and the recent PENREN VoIP deployment, current ITA policy is to
migrate customer desk phones to VoIP wherever possible. Therefore, customer requests for 1

case-by-case basis according to the technology available at the requested location, and in a¢ Seche@ Once

and Disaster Recovery (DR) requirements. Final provisioning of the desired solution will be f;

Verizon Technicians aligned to the WITS 3 Contract. Regardless of the technology or technic

service and prices.

Service Center -

If you currently receive Voice Service through a Verizon WITS3 Contract, you can update an

eE0nce portal throngh tha link providad below.

- - https: / / serviceatoncel.verizon.com

e —————)
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External Websites

« Several of the Telecommunications services provided by ITA already make
use of external websites for ordering and tracking

— Wireless Consolidated Billing

— Telecommunication Audit Service
— Audio Conferencing

— Calling Card Services

— Toll Free Services

 These external websites maintain financial integrations not currently
available within SRM, but which are valuable to Customers

 |TA determined that continued use of these sites would be in the best
Interest of the Customers

« SRM will act as the single site for access to these sites by providing a direct
pass-through to HQDA SecureWeb

« Customers with existing accounts will also still be able to go directly to this
site for service
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External Websites Flow

« Customers will have direct links to SecureWeb through both the Wireless
Consolidated Billing and Other Services Sub-categories

Click on the Service Title and a new browsing
window will open and load the respective
Service Website

L1 .'_‘-
-g?iﬁ\ﬂireless Consolidated B... s e e

customers vt active Bling Acoount £

ITA's Wireless Consolidated Billing Services P = = ey e
offer customers access to wireles... ——
st Tebecomamunica tion A s Toll Free Services

The Details
button provides
the brief service
description

Customers may fequest Audit Sarvices M6d [TA provides Domedtie [CONUS) and
acddibonal charge. The service indud Intemational {OCONUS) Inbound Tod- Free
Sery

SecureWeb

| My Account |

G It is required that you sign in to view this page.

Username: Mew user? Enrall now for instant access to:

e T T T i P T R

= View & Update Personal Information

Pasaword:
= Check Billing Account Balances
IT Remermber my username = View Electronic Statements

= Manage Telecom Services
Questions? Contact the Consolidated Customer
This form is disabled. Please read the Service Center for assistance at (703) 697-
notice below. 2193.

EXCELLENCE
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Key Takeaways

« In an effort to provide unparalleled customer service, ITA embarked on an
organizational transformation that included the stand-up of an Enterprise
ITSM system

* As part of this system, ITA develop the Service Request Module (SRM) to
provide Customers with the ability to submit requests through a self-service
portal

e Customers and ITA will be able to monitor and track tickets through their
lifecycle

« Customers will have access to standard questionnaires guiding their
requirements submission

« Customer will have access to support from ITA CRM and ITACCSC

» Please Note: Current or outstanding service request data will not be
migrated into the new ITSM Tool
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Contacts and Links

Consolidated Customer Service Center
hgdahelpdesk@conus.army.mil
703.693.4337

ITA Products and Services Catalog
http://ITA.ARMY.MIL

Service Request Module (SRM)
HQDA Customers
https://itaitsm.hgda.pentagon.mil/arsys/home

Non-HQDA Customers
https://itaitsmext.hgda.pentagon.mil/arsys/home
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