VIDEO CONFERENCING TROUBLE REPORTING

Problems with any video teleconference should be reported to the NASA Information Support Center (NISC) Help Desk at MSFC. The number to dial is 256-544-HELP (4357) or 1-800-424-9920. A trouble ticket will be assigned for tracking purposes.  Any trouble with LBV or ViTS room equipment, network facilities, or the NCI Resource Scheduler (NRS) should be reported to the NISC Help Desk.  Other room problems, such as burned-out light bulbs, should be reported to the local site's facilities office for repair. 

The procedure shown below defines the room operation support responsibilities in reporting video teleconferencing troubles. The intent of this procedure is to have the proper personnel working a problem as quickly as possible while maintaining a documented history of associated problems. It is our commitment to improve on this plan to further mitigate delays in restoring service. Statistical data and constructive feedback from the room operators and coordinators are needed to ensure NISN ViTS users are receiving the best service possible. 

Although the NISC Help Desk and/or maintenance agencies are officially tasked to report ViTS problems to Verizon FTS2001, the room operators may also contact Verizon directly.  If you report a problem to Verizon during a video conference, and a Verizon trouble report is issued while your conference is ongoing, you MUST open a NISN trouble ticket with the NISC Help Desk immediately upon completion of your conference.  It is incumbent on the room operators to give all pertinent information to the Help Desk Analyst. This includes any Verizon trouble report numbers, persons (by name) contacted at VERIZON, time the problem was detected, and time problem resolution was made or the current status of the troubleshooting. Without this information, it will not be possible for NISN to address service performance issues. 

ROOM OPERATOR TROUBLE REPORTING PROCEDURES
Call the NISC Help Desk at 256-544-HELP (4357) or 1-800-424-9920 to open a trouble ticket.

You will be required to supply the following information: 

· problem description 

· your codec ID 

· the number you are dialing 

· point-to-point or multiparty 

· if multiparty, Verizon confirmation number 

· if the conference is being impacted or impaired 

      IMPACTS = NO VIDEO

          NO AUDIO

                                  NO FULL MOTION GRAPHICS

IMPAIRMENTS =  POOR VIDEO 

           POOR AUDIO

           NO STILL GRAPHICS


NOTE: If you are experiencing an impact during normal business hours (7am-5pm CST), the NISC    Help Desk will immediately include your gateway in a three-way call while you are opening the trouble ticket. Your gateway will now be responsible for opening all Verizon trouble reports and for logging the correct impact time to your conference. 

If your gateway technician cannot be reached and the problem being experienced is an apparent Verizon problem, the NISC Help Desk will open the Verizon trouble report, then dispatch the ticket to your gateway for tracking. If the impact is outside normal business hours and is a room-related problem, the NISC Help Desk will contact the on-call technician. 

NISC HELP DESK  - (24 HRS, 7 DAYS) 

256-544-HELP (4357)

or

 1-800-424-9920

