North Carolina Department of Juvenile Justice and Delinquency Prevention

Service Support Procedures for IT Requests

Effective July 1, 2008 DJJDP staff who need assistance in the IT area will need to call either the Service Desk at ITS or Help Desk at DJJDP depending on the type of request. Below are procedures to follow in making requests for assistance.
	If you need help in the areas below, then call the ITS Service Desk at 919.754.6000 (or toll free at 1.800.722.3946) or e-mail ITS.Incidents@ncmail.net
	If you need help in the areas below, then call DJJDP at 877-309-1989 or 919-508-8398 or e-mail ITHelpdesk@ncmail.net

	· Problems with your computer (PCs and Laptops)

· Problems getting access to the Internet 

· Problems with mainframe support (NCAS or eProcurement)

· Telephone problems/requests
· E-mail problems (cannot send or receive e-mail, getting SPAM/junk mail)
	· Setting up accounts for NCID, RACF, Active Directory and e-mail

· Problems using DJJDP applications (NC-JOIN; Student Trust Fund; JCPC Client Tracking)

· Problems using handheld devices (BlackBerry)


ITS Procedures

To report a request/incident to ITS, call the ITS Service Desk at the number in the table above. If you e-mail the request/incident, follow up with a telephone call to the Service Desk to ensure proper prioritization.  A ticket will be created and a receipt confirmation with the ticket number sent by e-mail. Keep this ticket number for reference.

Whether calling or e-mailing, supply the information below. 
· Department/Agency/Division

· Name (first and last)

· Primary and alternate phone numbers and email address

· Physical location and Site # of Incident

· State the issue including the following information: (1) brief description of the incident or service request; (2) scope/impact – overall effect on the business; (3) urgency – when resolution is required; and (4) type of platform along with IP addresses for the server if appropriate.
To check on the status of an incident or request, call the ITS Service Desk and provide the Service Desk agent the ticket number.  E-mailing for to request the status will create a new incident or request.
The ITS Service Desk will notify the customer by e-mail with a brief description of actions taken to resolve the incident/request. The customer should verify that the incident/request has been resolved.  If it is determined that the incident/request has not been resolved, contact the ITS Service Desk and request that the ticket be re-opened.
