NIC Help Desk

The NIC Help Desk offers front-line hardware and software support for the faculty, staff and

distance Education students. The purpose of the Help Desk is to record, track and resolve the

highest percentage of calls possible, with the goal being 100% resolution for all calls that originate

from a standard hardware/software configuration:

e 60%-65% of all calls are resolved over the phone

e The unresolved calls will require either a site visit by a Help Desk Technician or resolution

by other support providers within Computer Services. Examples of calls that originate at

the Help Desk, but then require intervention from other support providers are:

Requests for accounts or phone services
Requests for hardware or software purchases and upgrades
Calls that involve computer labs or classrooms

Calls that involve software that is not in our standard software configuration

e The Help Desk uses a high-level fracking tool called Action Request to record, track and

monitor call status, and the solutions for those calls.

The Help Desk builds all new PC's that are placed in offices on campus, and rebuilds all PC's prior

to being given to a new user. This process allows us to record asset information and image

functioning software configurations so that service restoration time can be lowered.



HelpDesk Assistance Calls

12/10 through 06/11/2001

(2808 total calls)
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