IT Support Service Levels
Rationale

In order to improve the services provided by the IT Support department and to enable a greater awareness in terms of user expectation, we have drawn up a series of timescales in which you could normally expect a resolution or investigation of a reported problem or request. These timescales represent the maximum time you can expect to pass between report and resolution.  In practice, it will probably take a lot less time.
We have also included a brief list of areas which are outside of our remit and therefore cannot be investigated by us.
Reporting Faults/Queries

In order that your request or problem can be processed efficiently, please use the online fault reporting system or via an email.  Requests made in the corridor are unlikely to be responded to.
Printers
All reports of paper jams and requests for cartridge replacement will be dealt with within 1 hour of reporting. Incidents of printer malfunction will be investigated within 1 working day. Should the problem require the services of an external engineer, arrangements will be made for an engineer to call and we will update you (normally by email) as to when this will be.
Monitors
Normal CRT monitors will be investigated and replaced within 1 working day. Flat screen TFT monitors will be replaced within 2 days (subject to a replacement being available on site). Where warranty work is required, this may take up to 5 working days.

Mice and Keyboards
Problems and faults reported involving mice and standard desktop keyboards will be resolved within 1 hour (provided the fault is not with the PC itself). Laptop keyboards require a special order or for the laptop to be sent away for repair. This is done by outside contractors and may take up to two weeks to complete.

Laptops
These should be returned to the IT Support office in order that we can investigate the fault. Unless the fault requires us to send the laptop off, you can expect it to be ready for collection within 2 working days from when we receive it back from you. Please note that some faults may render the laptop beyond economic repair (eg a broken screen). In this case we will be unable to affect a repair and may not be able to replace the unit until the following financial year when funds are released.
PDAs

These should be reported in the normal way (on-line reporting system or via an email) and returned to either the IT Support office or left in our trays in the staff room. The timescale involved will depend on the nature of the problem. If it is simply a matter of recharging, resetting or reconfiguring your unit, it will be returned via your pigeon hole within 1 working day (we will endeavour to return it so that you have it for period 1 registration the following day). If your PDA requires a more detailed repair, it will be sent off to a service centre and may take up to two or three weeks before it is returned. Replacement parts (charger adapter, charger, stylus), will be provided (subject to stock) within one working day. Where parts have to be ordered in, this may take up to two weeks. Where these longer timescales are involved, we will endeavour to keep you informed (normally via email) of how your order is progressing.

Desktop Computer
All reported faults will be investigated within 1 working day and you will be informed (normally by email) as to the outcome. Where a machine needs a rebuild, this will normally be completed within 2 working days of the fault being reported. Should replacement parts be required, this could take up to two weeks depending upon availability. Please note that some parts, especially for older machines may no longer be available. If this is the case, it may be necessary for us to withdraw the machine from use altogether and not replace it. Where a PC is still under warranty, we will contact an engineer within 1 working day of the fault being investigated. It may be that an engineer is unable to call straight away. We will keep you informed as to the progress of the report (normally by email).
Misc Hardware

Digital cameras, scanners, projectors etc will be investigated within 1 working day. The length of time taken to resolve the problem will depend on its nature. Where a replacement lamp is required for a projector, this will depend on the availability of the lamp and the necessary funds.

Network
Because of Health and Safety considerations, it is (generally) only possible for us to install new network points during the school holidays. All requests for new sockets will be dealt with in order and where possible the installation will be carried out during the next available holiday (subject to workload). Where a socket is found to be faulty, this will be repaired within one week.  Where there is a need to install new cables, this will be done during the next available holiday. Faults with wireless access points will be investigated within one working day. A solution will be implemented as soon as possible but will be dependent upon the nature of the fault. We will inform you of a likely timescale (normally by email) once we know what is involved.

Software
In order for us to provide you with a fully operational installation of your software, we need to carry out extensive testing to ensure that it works with your PC or laptop and the network and servers. For this reason, there is a turn-round time on all software of three weeks from us receiving the software. Please note that we are unable to install any software whatsoever without written evidence of the number of licences purchased. All software CDs and licences etc are stored centrally in order to avoid piracy or installation outside of the school. The Learning Resources area of the network is for worksheets, websites and other resources and not for installing software. Teachers are responsible for publishing their own resources in this area and so, whilst we can show you how to do this, we are unable to do it for you. Resources for the Intranet and T-Drive will be made available within 2 to 3 days of us receiving them.
And finally….

As mentioned previously, there are many areas that fall outside our remit.  These include anything to do with TV/video/DVD players, telephone systems, home PC configurations.  Every effort is made to ensure that the home school link and outlook web access is working.  Often faults occur due to configurations on users home PCs. Unfortunately we are unable to deal with these areas.  Please note also, we don’t have the luxury of having spare laptops or PDAs.
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