State of Alaska
ELECTRONIC SERVICE ORDER (eSO)
Entry Instructions & Explanations

The following information is provided to assist with entering an Electronic Service Order (eSO). Be certain
to check with your Department to see how this form may affect your internal procurement procedures.

There are four templates available to use for ordering service electronically:
Wireless — Android, Blackberry, iPhone etc.
Telephone — adds, moves, changes, new purchases, etc.
Satellite Phone — Satellite Telephone
Remote Access — Dial-up, DSL, Cable Modem, etc,

These templates are located at the following link located on the ETS website:

https://helpdesk.state.ak.us/CAisd/pdmweb.exe?USERNAME=eso tech+use template=1+OP=CREATE NEW+FACTORY=chg

Incomplete orders may cause processing delays. Before you begin entering your order, you may want
to refer to the service brochures on the ETS website located at the following link:

http://doa.alaska.gov/ets/serviceDesk/brochures/index.html

NOTE: Sections 1, 2, 4 and 5 apply to all Service Order templates.

Your Department/Division might have a person designated as a central contact to assist with completing
this process and may complete an eSO on your behalf.

SECTION 1: Approvals and Contact Information

The following fields are required and must be accurately completed before the system will allow you to
save your order.

All name fields must be entered in the “Last Name, First Name” format. If you are
unsure of the spelling or format of an individual’s name, there is a search function to
assist you. You can use this search function wherever you see the & image.

Approved By: Enter the name of the person that has authorized the work to be
performed. If you are not certain who has authority in your department, you may want to
refer to the authorized list located at the following site:
https://aws.state.ak.us/AuthContacts/

Approver’s Phone: Enter the authorizing person’s direct contact number.

Requested By: Enter the name of the person requesting the work to be performed.
This person should be able to answer detailed questions about the order.

Requestor’s Phone: Enter the requestor’s direct contact number.

Affected End User: Enter the name of the person receiving the service. Affected End
User may be the same as the Requestor.

REV. 9/24/2012 1


https://helpdesk.state.ak.us/CAisd/pdmweb.exe?USERNAME=eso_tech+use_template=1+OP=CREATE_NEW+FACTORY=chg
http://doa.alaska.gov/ets/serviceDesk/brochures/index.html
https://aws.state.ak.us/AuthContacts/

SECTION 2:

Affected End User’'s Phone: Enter the affected end-users direct contact number.

Note: The Approver, Requestor and the Affected End User will receive an email
notification when the Service Order is created.

Dept/Division/Section: Enter your Department acronym, Division acronym and Section
if applicable (for example: DOA/ETS/Network Services, etc.).

Need By Date: Enter the desired work completion date. You can use the calendar
function to choose a date by selecting the E image. Five business days is routine.

Billing and Tracking Information
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Hierarchy Code Update: If this is an existing asset and the billing hierarchy needs to
be changed check the [_] box.

The State of Alaska uses the billing hierarchies to track usage for departments and their
divisions. If the service requested causes a change in the billing hierarchy the “Hierarchy
Code Update” box must be checked. A list of existing Billing Hierarchy codes can be
found on the ETS website at: http://doa.alaska.gov/ets/serviceDesk/contactL ist.html
There is also a list of Authorized Contacts who can make changes to Hierarchy codes if
needed. You might contact your accounting section for assistance if needed.

Billing Hierarchy Level 1. Enter the first level of the billing hierarchy. This field is
required for every order. Level 1 is the RD code that relates to the routing number of the
person in AKSAS (Alaska State Accounting System) to receive or pay the invoice. This
is a five-digit number. The first two digits roll up to the department level. The RD code
will be an integral field should the billing system interface with AKSAS.

Billing Hierarchy Level 2: Enter the second level of the billing hierarchy. This field is
required for every order. Level 2 is a 35-alpha/numeric-character description for use by
the agencies to help cost out the services.

Billing Hierarchy Level 3: Enter the third level of the billing hierarchy. Not all
Departments utilize Level 3. Level 3 is a 35-alpha/numeric-character description for use
by the agencies to help cost out the services.

Physical Work Address: Enter the complete physical service address where the work
is to be performed. Include floor, room number(s) and building name, if available.

City, State, Zip: Enter the city, state, and zip code for the physical service address.
Billing Address: Enter the complete billing address, if different than the physical
address. Be sure to include the suite, room number or building name, if required. If the

shipping address is different please note in the “Order Details” box.

Bill to an Existing Account: Check this box if you want this service billed to an existing
account number.

If Yes, Account Number: If you have checked the “Bill to an existing account” box,
enter the account number here that you want these services billed to.

System Name: This field is used to identify who is using the equipment, service or
where the equipment is located. This can be an individual's name, a location, etc.


http://doa.alaska.gov/ets/serviceDesk/contactList.html

(Jane Doe, Nurse’s on call phone, warehouse, etc.) If ordering more than one phone,
list the details for each phone in the “Order Details” box.

Note: There are no email messages generated to any individual whose name may be

entered in the “System Name” field.

SECTION 3: Electronic Service Order Templates
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A. Wireless

Cellular Telephone #: If the service you're requesting is to an existing cellular
number indicate that number here.

Vendor: Indicate the Vendor you are requesting service from ( ACS, Cellular One,
Copper Valley, etc.)

Check one of the following [_] to indicate the type of service you are requesting:
[ ] New Service

Phone Equipment Type: Indicate the make and model of the phone you want
to order (Nokia 6019i, Audiovox 8900, Blackberry 7100g, etc.)

Rate Plan: Indicate the rate plan you want on the phone. (Statewide 300,
Nationwide 800, Unlimited, etc.)

Note: ACS phones will not work out of state unless you have selected a
Nationwide rate plan.

Accessories: Indicate any accessories you want to purchase with this new
phone. (car charger, extra battery, etc.)

Port Number: If you are moving your service from one provider to another and
you want to keep the same phone number indicate “Yes” here. In order to keep
the same number with a new vendor you must provide the following information
in the Order Details box of this order:

Current vendor’'s name
Account number the service is currently being billed under
Exact billing address that the account is currently being billed to

[ ] Rate Change
Rate Plan: Indicate the new rate plan you want the phone put on.

[ ] Disconnect
Check this box if you want service on this phone disconnected.

[ ] Other
If none of the above areas apply check this option and state the details of your
request in the “Order Details” box.

Order Details: Give a brief summary of the work you are requesting including any
special instructions, shipping information, etc. that may apply. This box may also be
used to list your internal accounting codes. The more information, the better. There
is a 2000 character limit on this field.
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B. Telephone

Check one of the following [_] to indicate the type of service you are requesting:

[ ] Add/Install

[ ] Suspend

[ ] Multiple

[ ] Repair

[ ] Disconnect
[ ] Change

[ ] Move

[ ] Quote

[ ] Reinstate

[ ] wiring/Cable

Check one of the following [_] to assist in expediting your service order:

[] VOIP ( Voice Over Internet Protocol)
[ ] Core PBX ( prefixes of: 269-334-375-451-458-465-474)
[ ] 3rd Party (all other prefixes)

Affected Telephone Numbers: If the service you're requesting is to an existing
phone number(s), indicate that number(s) in the boxes provided. If you need more
space use the “Order Details” box.

[] Rush Order Overtime: If this is a rush and you want to authorize overtime,
check this box. Be sure to indicate in the “Order Details” box that this is a rush.

Order Details: Give a brief summary of the work you are requesting including any
special instructions, shipping information, etc. that may apply. This box may also be
used to list your internal accounting codes. More information is better. There is a
2000-character limit on this field.

. Satellite Phone

Check one of the following [_] to indicate the type of service you are requesting:

[ ] New/Install
[ ] Disconnect
[ ] Repair

[ ] Reactivate
[ ] Rental

[ ] Multiple

Equipment Type: Indicate the make and model of the phone you want to order
(9505A, Sim Card only, 9500 (rental only), etc.)

Accessories: Indicate any accessories you want to purchase with this new phone.
(antenna adapter, data kit, etc.)

Rental Period: If renting, indicate the length of time you want to rent (1week,
8 weeks, etc.) There is a one week minimum on rentals.

Affected Phone Numbers: If the service you're requesting is to an existing Satellite
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Phone number(s) indicate that number(s) in the boxes provided. If you need more
space use the “Order Details” box.

Order Details: Give a brief summary of the work you are requesting including any
special instructions, shipping information, etc. that may apply. This box may also be
used to list your internal accounting codes. The more information, the better. There
is a 2000 character limit on this field.

. Remote Access

Check one of the following [_] to indicate the type of service you are requesting:

[ |Dial-up
Indicate whether you need a new phone number for your account or if you will be
using an existing number. If using an existing number you must indicate what that
number is.

[ INew Phone # [_|Existing Phone# List Existing Phone #

[ ] Cable Modem

[ ] DSL

[ ] Other

[ ] Change

[ ] Move

[ ] Quote

[ ] Reinstate

[ ] Rush Order Overtime: If this is a rush and you want to authorize overtime,
check this box. Be sure to indicate in the “Order Details” box that this is a rush.

Order Details: Give a brief summary of the work you are requesting including any
special instructions, shipping information, etc. that may apply. This box may also be
used to list your internal accounting codes. The more information, the better. There
is a 2000 character limit on this field.

SECTION 4: Attachments

If you need to submit documents with your order or run out of room in the “Order Details” box, you can add
information to your order by using the “Attachments” tab. You must first save your documents to an
accessible file location. Save your files with a descriptive name so they are easily identifiable on the
Service Order (floor Plan, phone listing, etc)

Select the “Attachments” tab located just under the “Need By Date” box
Click on the blue “Attachment” button

Click on the blue “Upload File” button

Click on the grey “Browse” button

Search for and double click on the file you want to attach

Click on the blue “OK” button

Click on the blue “Close” button

Repeat this process for each document you need to attach.

A note in the “Order Details” box that you have included attachments would be beneficial. You can
toggle back and forth between the “Order Details” and “Attachments” tabs.
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SECTION 5: Saving and Processing Your Order

Once you have completed the form, click on the “Save” button located at the top of the screen. If you have
properly completed the form, you will receive an automatic email notifying you the order has been opened.
Your name must be one of those listed in the Approved By, Requested By or Affected End User field to
receive the email. Make sure to make a note of the Service Order number (s012345) for future reference.
You will need this number to review any activity or history on your order in the Unicenter Service Desk
(USD) system or when requesting information on your order from other parties.
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