
NICHelpDesk

TheNICHelpDeskoffersfront-linehardwareandsoftwaresupportfor thefaculty,staffand

distanceEducationstudents.Thepurposeof theHelpDeskis to record,trackandresolvethe

highestpercentageofcallspossible,withthegoalbeing100%resolutionfor all callsthatoriginate

froma standardhardware/softwareconfiguration:

. 60%-65%ofallcallsareresolvedoverthephone

. Theunresolvedcallswillrequireeitherasitevisitbya HelpDeskTechnicianorresolution

byothersupportproviderswithinComputerServices.Examplesofcallsthatoriginateat

theHelpDesk,butthenrequireinterventionfromothersupportprovidersare:

. Requestsforaccountsorphoneservices

. Requestsforhardwareorsoftwarepurchasesandupgrades

. Callsthatinvolvecomputerlabsorclassrooms

. Callsthatinvolvesoftwarethatisnotinourstandardsoftwareconfiguration

. TheHelpDeskusesa high-leveltrackingtoolcalledActionRequestto record,trackand

monitorcallstatus,andthesolutionsfor thosecalls.

TheHelpDeskbuildsall newPC'sthatareplacedinofficesoncampus,andrebuildsallPC'sprior

to beinggivento a newuser. Thisprocessallowsusto recordassetinformationandimage

functioningsoftwareconfigurationsso thatservicerestorationtimecanbe lowered.



HelpDesk Assistance Calls
12/10 through 06/11/2001

(2808 total calls)
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