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President, Board of Directors
Policy:

All information system problems will be reported to the help desk of the Information Systems department.  System problems will be documented and an order for repair/restoration will be immediately initiated and prioritized.

Procedure:
1. Practice staff will submit all system help requests to the help desk via internal e-mail, via the phone system, or via the intranet. (Click here to complete help desk request form).

2. Support staff must have available the following information when contacting the help desk:

· Date,

· employee name,

· extension number,

· department and clinic location, 

· computer terminal number (LAN # and ETSU Physicians and Associates tag number)

· printer number (LAN #),

· username, and

· brief description of the problem

3. The help desk staff will document all requests and requisition assistance.

4. All requests will be documented and followed up on within 24 hours depending on the severity of the issue.  

5. Help desk staff may offer directions for problem resolution when caller is on the phone.

6. The help desk supervisor will report the weekly activities to the systems administrator from the problem log generated on a daily basis.  Items to be tracked include: down time, type of problems, user problem frequencies and hardware/software specific problems.

7. Month-end reports will be presented to the information systems administrator for appropriate management decisions to resolve the frequency of problems.  Specific findings will be reported to Executive Director and the department supervisors as necessary to resolve system challenges.
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