MLSEDT Users

Help Desk Information

Purpose:

The Business Application Support Help Desk is intended to maintain reasonable expectations and consistent service between the Help Desk and users of the MLSEDT.

Hours of Operation and Availability:

The Help Desk operates workdays from 8:30 a.m. to 4:30 p.m. and can be

reached by the following methods:

. Telephone: 250-387-8888)

(Voice mail is available 24 hours a day, 7 days a week.)

. E-mail: FORHISP.APPHELP@gems5.gov.bc.ca

. Fax: 250-356-5355

Overview of Services Provided by Help Desk

Main Responsibilities consist of the following:

• Supply information about MLSEDT directly to users upon request

• Provide technical support to users directly, and by initiating

escalation of problems as necessary

Support Service Process

The Help Desk was established to provide a single point of contact for

Ministry end-user support of its business applications, including MLSEDT.

Problems will be logged into the Help Desk and assigned a

tracking number. Help Desk staff will resolve a number of problems directly,

providing Tier 1 support and will get back to the user with the resolution. Where

escalation is necessary, the Help Desk will assign the problem to a Tier 2 level

contact and that person will be notified of the issue details via email. Tier 2 will

either resolve the problem and report the resolution to Tier 1, re-assign the

problem within the group, or further escalate the problem to Tier 3 support.

Responsibilities of Tier 3 support include resolving MLSEDT issues, and investigating inquiries like ‘why didn’t my e-mail return its message?’

The turn around time for resolution of a problem is dependent on the priority that

the problem is assigned.

Regardless of action taken by Tier 2, Tier 1 (Help Desk) will be informed by

Tier 2 of the status of the problem and will update the tracking system

accordingly and notify the user of the problem status. Certain fields within the

support system may be updated directly by Tier 2 (i.e., description of the

problem, work log, further escalation contact, some changes in status etc.).

Some fields will remain exclusive to Tier 1 to update (i.e., call status cannot be

changed to “Closed” by any party other than Tier 1).

When the problem is resolved, the Help Desk will change the status to indicate

completion, fill in details of the problem that may be useful for future problem

resolution in the support system, and notify the client of the resolution.

Tier 1 Support – Application Support Center

Tier 2 Support – John Gallimore/Bruce Bell

Tier 3 Support – Lynnette Doonan
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