	[image: image4.jpg]



	PMI Madison/S. Central Wisconsin 
Policy #7.1 Systems Request Policy





PURPOSE OF THIS POLICY
The purpose of this policy is to ensure that:

· Strategic and operational Board members as well as chapter members receive consistent high quality assistance.

· Have an easy and common interface for receiving assistance which does not require a change in habit.  

· Request servicing Board members have a single but collaborative version of request allowing for consistent, timely and quality response to requestors.
EXECUTIVE BOARD MEMBER RESPONSIBLE FOR THIS POLICY

VP of Technology 
THIS POLICY APPLIES TO:

PMI Madison Chapter Board and Members
POLICY WORDING
Who Can create request tickets:

1. 
2. 
3. 
4. Anyone can create a request ticket. 
How to create a request ticket:

There are two ways to create a request ticket

1. Navigate in a web browser of choice to the ticket request creation web page at https://pmimadison.on.spiceworks.com/portal   or Go to Chapter menu on the web site and click Help Desk 
2. Send an email to help@pmimadison.on.spiceworks.com 
NOTE: Apply urgent request policy to urgent requests if using portal
Urgent Request Treatment:

Urgent requests are requests with an immediate need (less than 24 hours). It is to be noted that normally people do not place due dates on requests, so rules must be in place to assure we apply the correct urgency to requests. The correct urgency would be governed by the below Request Management expectations.

1) Board Members should always follow-up with a Phone call to the VP of Technology to confirm urgency if standard request management expectations are not acceptable
2) It is assumed that if no due date is requested, then best effort within request management expectations should be expected.
Request Management Expectations

· A request tickets will have a first response within 24 hours 

· A request tickets will have a close goal of 7 days unless a specific due date has been negotiated with requestor or ticket is a project need
· A request ticket will be considered abandon if requestor has been contacted three times with no response and may be closed if appropriate (there is no need other than the requestors need).

· It is not mandatory for request admins to use the ticket management system to managed tickets as they can be 100% worked through email, if desired. It is advisable not to use this method though as there is value in the tools the ticket management system provides. 
Non-Technology Requests

· If a chapter member or non-chapter member creates a non-Technology request, the technology team can either invite and assign the ticket to the non-technology team member or forward the ticket information in an email to the appropriate board member and close the ticket. 
· NOTE: We can create unlimited ticket manager logins meaning all board member positions can have logins to the ticket system creating a unified board, but this is not mandatory.

· NOTE: Other departments may have their own ticket system organization within Spiceworks if desired. A separate organization would allow for compartmentalized preferences, categories and information. But would also reduce collaboration.
Request for ticket administration Access

To become a Request ticket administrator the following would be required.

· A VP of an area should create a request ticket requesting a Spiceworks admin account with “pmimadison” organization access for the email address you would like to use when getting request notifications. 
· Specify the type of access. 
(1) Admin – access to all settings preferences and organizations.

(2) Tech – access to only requests assigned to your account.
· Once account is created, the new user will receive an Instructional email on setting their password and getting started.

Multiple Organization Options

· An Organization allows us to have a unique help desk for specific events. This can be useful when working with PDD allowing for simple compartmentalized assistance to end members providing a professional consistent experience.

· Creating organizations are easy, and each organization may have their own users and preferences to create a custom experience to end users.
AUTHORITY:
1. PMI Madison Chapter Bylaws (Article III, V, VI).
2. PMI Chapter Policy manual.

DEFINITIONS:
· Ticket:  A representation of a request for chapter resources. May be any Need or Category.
· Status: The status of the request may be Open or Closed. 
· Open implies the person who requested the assistance has not signed off on assistance being completed, or has abandon responding. 

· Closed means the requestor has accepted work completed or has abandoned request.
· Assigned to: The human responsible for fulfilling the request at its current status.

· Need: The need is the type of requested. Something is Broken, Question,Suggestion, Request; Project, Unspecified. This helps drive urgency. Broken items are always a top priority for the team providing service. All others are based on either an ETA if a hard deadline exists, or first come, first serve based on bandwidth availability.

· Category: Categories relate to the human resources required to apply effort to request along with the area of need.

· Priority: The urgency of the ticket. High, Medium, Low
· Due Date: Represents the date which requested should be closed. Closed required requestors confirmation of completed work.

· CC’ed Users: Other people may be included in a request as many as needed. Normally stakeholders.

SAMPLE TICKET PROCESS
	Timeline: 

	1. 7/14 - Request email sent to help@pmimadison.on.spiceworks.com  regarding a bad web page link
a. 2 hour later – PMI chapter Help Desk admin replies to request through system that request has been received with an expectation to solve issue in two days or less.
b. Help desk works with Proteon to have web site link fixed  

2. 7/15 - Proteon notifies Help desk of issue resolution
a. Help desk notifies requestor that issue has been resolved and closes ticket once requestor has confirmed their issue has been resolved.


	Example Ticket Creation:
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Submit a help desk ticket

Simply create a ticket below. A technician will respond promptly to your issue.

You may also send tickets directly to help@pmimadison.on.spiceworks.com

memberbob@mailaccount com

Web Site

Something is Broken

Link is broken on home page

1 was trying to access the BA certfication link,

Subr

but its broken???

/

@ Attach File






	Email sent to Requestor:
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PMI Madison Help Desk <help@prniradison

[Micket #12] Develop Policy for Technology Requests
o JayD. Waker, MCSE, PP, ITLy3

arks.c

@ Clck here o downlaad pictures To help proectyour pivacy, Outlok prevented automatic download of some pictres i his message,

- Reply above this ine to add a comm ent -
Ticket 12 Created by Jay At NET
Develop Policy for Technology Requests

« Chapters members and board members have a consistent easy to use interface for getting
assistance.

+ Board mem ber team members have asingle version oftruth that is collaborative allowing
for cansistent, tim eby and quality respanse to requests.

This s an autom ated response. Yourissue has been noted. We'llbe in touch soon.

Please replyto this em il with any additional details,

Tustreplyto your ket for all updates. No need o lag nto a web porkl






	Email Sent to Help Desk Staff:
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[Ticket #12] Develop Policy for Technology Requests

- Reply above this line to add a comment -~

Ticket #12 Created by Jay At NET
Develop Policy for Technology Requests

« Chapters members and board members have a consistent easy to use interface for getting

assistance.
« Board member team members have  single version of truth that is collaborative allowing
for consistent, timely and quality response to requests.

Ticket URL: hitp:/ /on.spiceviorks.com/tickets/ 12
Ticket Commands et you take control of your help desk remotely. Check the Spicevworks community
fora full st of available commands and usage:

hitp:/ /community.spiceviorks.com/ help/Tickets_Anyvihere

Examples: tclose, #add Sm, assign co bob, iprioricy high

Justreply to your tcket for all updates. No need o log into a web portal






	This policy was approved by majority Board vote on 10/13/2016
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