Triage Helpdesk Email


Input(s) to the process:

-------------------------------------------
· Customer information
· Nature of E-mail information
Output(s) from the process:

-------------------------------------------
· Customer notification

· Helpdesk ticket
· Information routed to appropriate department

Process end state(s):

-------------------------------------------
· Request was completed.

· Request was forwarded to appropriate department

Assumption(s) and General Note(s):

-------------------------------------------
· Customer information could refer to who and where.
· Nature of call information could refer to what, why, when, and where.
Supporting Document(s):

-------------------------------------------
· ITS Confidential phone list
Event(s):

-------------------------------------------
· A request for service was received by the TSS department via Helpdesk Email.
Process Steps:

-------------------------------------------
	STEP
	DESCRIPTION
	TECHNOLOGY
	JOB TITLE

	1 
	Send Automated Response
Email automated response sent to the customer via the MEMO email system.  The response states that the email has been received, that someone will get back to them within 24 hours, and lists further contact information.  
Note: 

· This greeting is standardized but can be changed by TSS staff.
· There may be a delay between step 1 and step 2 as there is the possibility that the email may sit in the Helpdesk Inbox unattended for an uncertain period of time

	
	Technology Support Services Helpdesk Staff

	2 
	Analyze Email
Read entire email to determine nature of request.  
Obtain additional information as needed.  Information can be gathered via email, phone call, visiting the customer, research by staff, consulting peers, Coordinator or Manager of TSS.

Information includes who they are, what the request or problem is, where the request or problem is occurring, when the request or problem occurred, and why the problem occurred.  
Determine priority for request.
Determine who is responsible for request.

Note: 

· The priority varies depending upon the staff member analyzing the request.

· Email requests can come from a person or a Helpdesk Form.
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	3 
	Move Email Request

Relocate email request from Helpdesk Inbox to personal folder in “_In Progress” folder.
Determine whether staff is able to complete request.

If request can be completed by staff, continue with step 4, Complete Request.

If request cannot be completed by staff, skip to step 5, Determine Need for Helpdesk Ticket.
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	4 
	Complete Request
Perform actions required to fulfill customer request.  Examples of actions frequently performed are creating a Helpdesk ticket, sending an email, making a phone call, or providing information.
Note:
· There can be a delay in the completion of step 4.  The completion of the request may happen at any time during the process.
· The methods staff use to remind themselves of requests varies.  Methods include writing a note or putting an item on their calendar.
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	5 
	Determine Need for Helpdesk Ticket

Determine whether there is a need to create a Helpdesk Ticket.
If there is a need to create a ticket, continue with step 6, Create Helpdesk Ticket.

If there is no need to create a ticket, continue with step 7, Identify Whether Request was Completed.
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	6 
	Create Helpdesk Ticket
Complete (Create Helpdesk Ticket) process to create a new Helpdesk ticket for recording or tracking purposes.  

Note:

· There may be a delay in the creation of the Helpdesk ticket.


	Rio Helpdesk Ticketing System
	Technology Support Services Helpdesk Staff 

	7 
	Identify Whether Request was Completed
Determine whether staff taking email is able to complete request or if request needs to be routed.
If staff person taking email is able to complete request, skip to step 9, File Email Request.
If staff person is unable to complete request continue to step 8, Route Request.
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	8 
	Route Request
Route request to appropriate department or individual for service.  Routing can be performed, in person, via Helpdesk ticket, email, written note, phone call, physical mail.
Note:

· This step can be completed by routing internally or externally. 
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	9 F
	File Email Request

Move email request to appropriate electronic folder.
After two week period delete request.
Note:

· Folder that email is moved to depends on staff filling request and type of request.
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