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INTRODUCTION
This will create policy on standard time management and performance expectations for the Desktop Services Team. This will be a standard that can be measured for the performance of the Department. The metric will also be included in the CSI performance metrics. 
[bookmark: _Toc413061024]Desktop Ticket Resolution Expectations
Desktop and Helpdesk team will be required to meet the following guidelines in order to show that users are being taken care of in a timely manner defined below. The following are the Type of Definitions of expectations. 
[bookmark: _Toc413061025]Definitions: 
A: Type of Tickets
	Priority 1/ High 
	User must be fully down and will not be able to be remote in to fix any issues. PC must be DOA. Machine must be returned or scheduled for pickup by the Desktop Services Team. Loner Laptop can be provided while issue is being worked on.  Once the user has the loner laptop the ticket can be dropped to Medium Priority as the user is working. 

	Medium/ Maintenance
	Break- Fix- This will relate to PC issues. Connectivity Issues etc... If new hardware or software is required then will follow the Add/ Change Process for exceptions.

	 Medium/ Maintenance
	Add/ Change- Changes to permissions or Installation of New Software fall under this category. The ticket will be placed on hold when the software or hardware will need to be ordered. Then the ticket will be move into the exception and time will begin when the software or hardware is received. 

	Low
	Anything that is not an issue with the customer working at the present time. 

	IMAC
	PC Move- Will be defined as relocation of PC for existing customer to new desk or cubicle area. Time will be scheduled with the customer for setup of the pc to the new location. 

	IMAC
	PC Swap- This must be completed with Data Transfer and PC Move Definitions. All documentation must be updated in AD and noted in the ticket. 









[bookmark: _Toc413061026]B: Ticket Requirements per Ticket Type
	Priority
	Service Type
	First Contact
	Service Complete
	Known AS

	High
	Maintenance
	2 business hours
	2 business days
	High Priority or P1

	Medium
	Maintenance
	3 business hours
	3 business days
	Break-Fix Maintenance

	Medium
	New Service
	8 business hours
	2 business days
	Add/Changes

	Low
	Maintenance
	8 business hours
	5 business days
	 

	Exceptions
	 
	 
	 
	 

	Work Order Task
	 
	 
	 
	 

	IMAC
	PC SETUP
	8 Business hours
	5 business days
	 

	IMAC
	Equipment Replacement
	 
	30 Days
	 

	IMAC
	PC MOVE
	 
	Date/ Time that the Desktop Service Rep has entered in the Scheduled Date/time field
	 

	IMAC
	PC SWAP
	 
	Date/ Time that the Desktop Service Rep has entered in the Scheduled Date/time field
	 

	Projects
	Projects
	8 Business hours
	Negotiated Date Agreed to between client and Desktop Service Representative. Work Orders Need to be copied for each project work order that are completed the same day. 
	 

	Printer Tickets
	Printer Tickets
	8 Business hours
	1 Business day
	Printer

	Hold Status
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	Priority
	Service Type
	Expected
	Minimum
	Measurement Window
	SLA Calculate Start Date/Time

	High
	Maintenance
	98%
	95%
	Monthly
	Time work order has been created and entered

	Medium
	Maintenance
	98%
	95%
	Monthly
	Time work order has been created and entered

	Medium
	New Service
	98%
	95%
	Monthly
	Time work order has been created and entered

	Low
	Maintenance
	98%
	95%
	Monthly
	Time work order has been created and entered

	Exceptions
	 
	 
	 
	 
	To be determined by Management/ Ticket must be marked with exception Status

	Work Order Task
	 
	 
	 
	 
	 

	IMAC
	PC SETUP
	98%
	95%
	Monthly
	 

	IMAC
	Equipment Replacement
	98%
	95%
	Quarterly
	Ticket must be created and Must be complete with vendor

	IMAC
	PC MOVE
	90%
	95%
	Monthly
	Date/ Time that the Desktop Service Rep has entered in the Scheduled Date/time field

	IMAC
	PC SWAP
	90%
	95%
	Monthly
	Date/ Time that the Desktop Service Rep has entered in the Scheduled Date/time field

	Projects
	Projects
	100%
	95%
	Monthly
	Negotiated Date Agreed to between client and Desktop Service Representative. Work Orders Need to be copied for each project work order that are completed the same day. 

	Printer Tickets
	Printer Tickets
	98%
	95%
	Monthly
	If vendor has to be engaged then will follow the exception workflow. 

	Hold Status
	 
	 
	 
	 
	Tickets with vendors that are on hold due to equipment or software purchase can be placed on hold and will be approved by help desk manager or team lead. 
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Currently this is all that can be captured. With the purchase of Help Desk Software and Ticketing systems reporting will include breakdown of individual employee metrics. Breakdown of each team member will be needed. Depending on work load the average tickets closed by Desktop Support Rep will need to be within average for the team.  This will ensure that all team members are working together to carry the workload. Until we can get this in place new process of reporting will be the workaround for getting these metrics. 



	Date
	Tickets Opened
	Tickets Closed
	New Hires
	Removals
	
	
	
	

	2/16-2/22
	55
	46
	4
	3
	
	
	
	Breakdown of each team member will be needed. Depending on work load the average tickets closed by Desktop Support Rep will need to be within average for the team.  This will ensure that all team members are working together to carry the workload. 

	2/23-3/1
	53
	46
	9
	1
	
	
	
	







[bookmark: _Toc413061029]Responsibilities
a. Ordering/ Purchasing – Maintaining of ordering and purchasing will be completed by David Sinclair. Tracking of time is placed in a rolling TFS Project so that time and purchasing can be tracked until. 
b. Inventory Control – New Inventory Audit is being completed at this time per TFS Project. Once the Infrastructure is in place then this will be required to be updated as new purchases or employees are onboard. Each countries inventory will also need to be managed by this group and documentation provided and shared on the CSI Audits and Inventory Folder in Mango Apps.  
c. Computer Builds- Standard Corporate Builds are expected on all machines. Each department requiring new guidelines will be broken down into a PC Build Document. All PC Builds that are non- standard due to company need will be assessed and need to be approved by the departments manager.  This can help for proactive work with file recovery as the Enterprise grows. 

[bookmark: _Toc413061030]REQUESTS FOR LEGACY INFORMATION
[bookmark: _GoBack]Emergency Information Request – If there is a file that was not moved by the owner an Emergency Information Request can be placed and the backup will be accessed by the CSI Team Senior Member only. Information for an Emergency Request must have the location of where the file was housed in BOX or where the file was located on the PC and the name of the file. This Information Request should come to the Escalations Desktop Senior Member. Submit a help desk ticket through proper channels and your ticket will go to the Escalation Team Member.  The Escalation Team Member will then provide the user with the file. 
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· 1.0 initial policy version, 3/2/2015
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