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[bookmark: _Toc300046067]Purpose
The purpose of this document is to provide a high level view of the steps for processing Email restore requests.
[bookmark: _Toc300046068]Scope
This procedure applies to all Email restore requests from existing state agencies and local government subscribers to the ITS Unified Communicators NCMail system.
[bookmark: _Toc300046069]Introduction
The goal of this procedure is to establish a standard process to enable ITS to provide a consistent level of service and turnaround time for processing Email restore requests.

[bookmark: _Toc300046070]Procedure & Work Instructions

The following is a list of responsibilities for each identified participant as it relates to the Unified Communications Email Restore Process.
[bookmark: _Toc289067604][bookmark: _Toc300046071]Process Inputs
1. Customer submits a Remedy Service Request.
Customer and ITS High level Steps to Process Email Restore request
1. Customer submits Remedy Service Request

2. Customer enters data into estimator to get time and cost estimate(optional)

3. Customer fills out Email restore request form and sends form to ITS 

4. ITS reviews form and develops a turnaround time and cost quote

4.1. ITS sends the form back to the customer including a timeframe and total cost to the Customer

5. Customer agrees to the timeframe and cost on form
5.1.1.   Customers signs form and sends the form back to ITS

6. [bookmark: _Ref299454919]ITS Approves request and attaches it to the Remedy Service Request
6.1.1.  ITS begins work on request, based on quoted timeline
6.1.2.  ITS completes request and delivers requested PST

7.  ITS sends billing file to fiscal and bills customer for work completed

8. Automated billing files are processed and the customer is billed.

9. Service Request is closed after confirming with the customer


  

[bookmark: _Toc300046073]Workflow
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CUSTOMERAND ITS HIGHLEVEL STEPSTO PROCESS EMAIL RESTOREREQUEST
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<Process Name>


<Function>


�

<Process Name>�

   LAN Services: WLAN User Access 


Exchange System


Agency NCID Administrtor


Employee


Request to Add Client to WLAN  Group


Agency NCMail Administrator


Guest


Supply Guest with SSID and PSK
See Appendix B


 Add/Remove
ITS Emloyee
See Appendix A


Determine guest or employee


Resolve Remedy Service Request


Send notification to requestor


Open Remedy SR to Add/remove users and Assign


Agency NCID Administrtor


Agency NCMail Administrator


Exchange System


Customer and ITS High level Steps to Process Email Restore request
�

Customer


ITS Email Team


ITS Billing


Customer Sends Service Request To ITS


Automated Billing Files are processed and customer is billed


ITS processes request 


Customer agrees to timeframe and cost


ITS sends Email Restore Form  back to Customer


ITS Develops timeframe and cost quote 


ITS Reviews Service Request and Email Restore Form


ITS Sends Billing info to Fiscal


Fiscal Receives billing files 


Service Request is closed after confirming with customer


Customer enters # of users and time frame in online estimator
(Optional)


Customer Sends Email Restore Form to ITS


Customer sends Email Restore Form back to ITS with Signature and Bill code


ITS Sends PST files to Customer
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