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Service Agreement & Escalation Policy

Introduction

This document outlines the levels of service available from the Support Services Computer Helpdesk, the notification process, the response characteristics, and the escalation policy related to each. It is provided to the Champlain community to help define the expectations that a customer should have when interacting with the Computer Helpdesk for service.


SchoolDude is a web based call tracking system that will be used for all jobs processed through the Helpdesk. Customers can enter their own requests through a web interface or, a Helpdesk Technician will create the job from a customer phone call, walk in, or email. 


 Scope

This agreement provides the framework for any type of interaction with the Helpdesk. This includes hardware, software, training requests, or application support. All means of contact including walk in, phone, email, or SchoolDude requester by members of the Champlain College staff, faculty, alumni, or students have a defined response in this document. 


Helpdesk Location	Foster Hall Room 209


Hours of Operation


	FALL AND SPRING SEMESTERS-
	MONDAY - FRIDAY
	8 AM TO 6 PM

	SUMMER- 	
	MONDAY - FRIDAY	
	9 AM TO 6 PM



Methods of Contact

The Support Services Computer Helpdesk can be contacted by telephone at 802-860-2710, by emailing helpdesk@champlain.edu , by entering a job into the SchoolDude requester, or by walking into Foster Hall Room 209. 









Request for Service Notification Process

When a customer contacts the Helpdesk during working hours, their issue will be entered into the SchoolDude database. If the job is an Emergency, the response timer starts and a Technician will be dispatched.  If the job is not an Emergency, then the job is put into a distribution queue and the response timer starts. This is the point of Notification. All service response times are defined as “starting from the point of notification”.

When a customer contacts the Helpdesk outside of business hours, their issue will be triaged in the first hour of the next business day. The point of notification is defined as when the job is triaged. 

When a customer walks into the Helpdesk office, their issue is triaged immediately and that is the point of notification. 

Customer Notification Process

Customers will receive email notifications from SchoolDude   (IT Direct). The system automatically generates an email whenever the job status changes. This is how the customer is kept informed about the status of their job. Technicians will also use the email feature within SchoolDude, or the Champlain College Exchange email system to correspond with customers about the status of their Service Request.

Priority Definitions & Contact Methods

Emergency Priority- These situations are defined as mission critical circumstances with no possible alternative. Email or the SchoolDude requester should not be used for notification with this type of contact.

High Priority- This category is for mission critical problems that have an alternative solution, but require a specific deadline for resolution. Any contact means is appropriate for this category.

Medium Priority- This is the default level for a job entered into SchoolDude via the web requester.  A job received as medium will be evaluated and changed to the appropriate priority level at the time it is triaged.  

Low Priority- These jobs are not mission critical. They may incorporate an alternative solution, but do not have a specific deadline for resolution. Any contact means is appropriate for this category.







Service Response and Escalation

Emergency Priority- A Helpdesk Technician will respond by phone or in person to this level within twenty minutes of notification during normal business hours. For notifications outside of normal business hours, a Helpdesk Technician will respond within twenty minutes after the start of normal business hours. The Technician will have two hour to resolve the problem before it escalates to a Senior Technician, or the Helpdesk Supervisor. The emphasis will be on returning an acceptable level of functionality for the immediate need or providing an alternative solution. 

High Priority- A Helpdesk Technician will respond via phone, email, or in person within forty eight hours of notification. The technician will have a maximum of six business days to resolve this problem before it escalates to a Senior Technician or the Helpdesk Supervisor. The emphasis here will be to return complete functionality with no outstanding concerns.

Low Priority- A Helpdesk Technician will respond in person, by phone, or via email to this level within six days of notification. The technician will have six weeks to resolve this problem before it escalates to a Senior Technician or the Helpdesk Supervisor.

Deferral- There are occasions when the Computer Helpdesk cannot resolve an issue. In these cases where the job requires action from other parties, it will be transferred to the appropriate members of that team.  The job status will be changed to deferred, the customer will get an e-mail notification from ITDirect (SchoolDude), informing them of the change in status and the name of the new contact person for the job.  All further responsibility and job correspondence will be with the new contact person.  
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