
Technology issue 
identified by user

Self Help

 Web resources found at 
http://helpdesk.link75.org/

Staff development 
opportunities.  Online 

calendar of events:

http://calendars.link75.org/

Printed "how to" documents 

Report issue to 
technology support 

system

Send an e-mail to 
helpdesk@link75.org OR 

submit request through online 
web interface at

http://helpstar.link75.org/

Obtain a paper technology 

support request form from the 
computer center

Call the HelpDesk

For emergency/high priority 
requests - report issue using the 

following system:

Report problem in person

Response

System assigns a ticket number 
indicating request is received

Management
Director of 

Technology & 
Technology Team 

Evaluate issue

Prioritize

Assign tech to the issue 
based on availability, skill, 
problem type, location, etc

Assign to a project 
coordinator if issue is 
greater than a simple 
helpdesk request and 

requires significant planning

Resolution

Solution is found, symptoms are 
alleviated or problem is too big to 
resolve by helpdesk and sent to 

project planning

User follow up

Closure of ticket

Analysis

Data concerning ticket is 
recorded: problem type, 

description, people involved, 

date and time stamps for actions 
taken, solution documented

Issue stored in database

Technology Support System
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Current versions may be found at http://helpdesk.link75.org

Issue impacts Health & Safety

Issue impacts large group of end users

Issue prevents major event from 
occurring - printing of report cards

Analysis of data

Identify modifications to staff 

development to meet needs of end 
users

Identify technology support 
modifications

Identify modifications to 
infrastructure

Quarterly Technology 
Newsletters sent to all staff

The Technology Department offers a comprehensive HelpDesk solution for MSAD#75 users.  The system includes both a technology solution and a change in reporting and response practices.  
Prior to the new system, each technology support staff member managed requests and tasks individually using a variety of systems and technologies.  Information was managed by individual 
technology support staff members.  The new system coordinates support efforts, provides "self help" services to users, manages and prioritizes tasks, provides a solutions database, widely 
disseminates information using technology, and allows reporting and tracking of issues and responses.  Through coordination of efforts, technology staff members traditionally limited to 

supporting users in a single building, are now capable of responding to issues in another locations through email, web, or phone support.  This has decreased response time and improved 
services dramatically.

Identify and communicate 

contact information of 
applicable Functional 

Manager


