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HOW TO contact the I/T Help Desk

· Call us at anytime!  Our number is (XXX) XXX-XXXX.  We are on-site during normal business operating hours, Monday-Friday, 6:00 a.m.—5:30 p.m.(your hours go here!)

· Leave a voicemail message for non-urgent matters by pressing Option #1.

· If your call for help is received during evenings, weekends, or holidays, press Option #2.  Your call will be routed to the After Hours Pager where you can input a phone number where you can be reached.

· Send an e-mail message to email@www.com.

· FAX the Facts of your service request to us at  (XXX) XXX-XXXX.

[image: image4.wmf]Your quickest way to go from 

‘stuck’ to ‘unstuck’ is to call me

!

 


We’re always happy to help you

 with your service requests!
.
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How the I/T Help Desk can help you . . .
We will act as your single point of contact for all locations of the company.  Please call us to report problems, ask questions, or log requests for service on your computer hardware (monitor, keyboard, system unit, printer, scanner, mouse, etc.) or Company supported software (Operating systems such as Windows 2000, NT or 98, application programs that are specific to your job, or Microsoft applications (Word, Excel, Powerpoint, Project, Access).

We are here and available to help you during our on-site business hours, Monday through Friday, from 6:00 a.m.—5:30 p.m.  On Saturdays, Sundays, and Holidays, we provide pager support for mission critical hardware and software applications.  

All requests for service are logged into our computerized problem tracking system.  The Company I/T Help Desk provides first-level support for standard hardware and software.  Calls that are not able to be resolved at our Help Desk are escalated to second-level support analysts until the problem is resolved.  The Help Desk owns all calls and provides support through resolution.

We do not provide support for non-Company owned hardware or software.

What to tell us when you call for help . . .

· Identify yourself as an XYZ employee or contractor.  Identify your position/relationship.

· Provide your full name (first name, last name), Provide your physical site location and your department name/unit #.

· Provide/verify your phone number or a number where you can be reached to discuss this problem.

· Provide the name of the individual to be contacted, and provide an alternate contact, should you not be available.

· Provide a clear description of the problem. Provide any error message, program information or other helpful details.  Indicate if a workaround or alternative source of computer/printer(s) are available.

· Give the Help Desk an accurate assessment of the severity of the problem (EX:  Must be repaired today; can wait until next business day, etc.)

· Arrange for access to the work location if after-hours access will be necessary.  Please be sure to inform the Help Desk of your business hours.

· Request the problem tracking # (generated from our computerized problem tracking system) and record this, along with the date, time, your name, and a brief problem description in a common place (especially important if you share your computer with others, or across shifts, so that your co-workers will know that the problem has been called in to the Help Desk.

· If leaving a voice message, speak slowly and clearly!
	Priority
	ResolutionTime
	Definition

	0
	Immediate

(First Call/Contact Resolution)
	Service request is logged and resolved during time of initial call placement

	1
	Emergency/

ASAP!
	Operation of application or system is mission critical.

	2
	Urgent/24 Hours or less
	Operation of application or system is highly important; workaround temporarily available

	3
	Resolution required in 3 business days

or less
	Operation of application is important; workaround available.

	4
	Resolution required in 20 business day

or less
	Primarily for I/T Admin and/or Technology Purchases or support requests affecting limited number of users.

	5
	Projects/Tasks
	System working as designed; system change, testing, long -term project/tasks
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Your Single Point of Contact for Service & Support
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Street Address


Address 2


City, ST  ZIP Code


Phone (123) 555-1212


Fax (123) 555-1212


Web site address











“One call does it all!”





Company Name


Street Address


Address 2


City, ST  ZIP Code


Phone (555)555-0125


Fax (555)555-0145


Web site address





�





How to


use the


 Help Desk











Date of publication




















