
Overview: 

Computer Arts, provides a dedicated Help Desk to assist customers and staff with support 

requests as they arise. Help Desk personnel work closely as a team as well as with 

Computer Arts’ service, networking, development and management staff to reach an 

expedient and consistent resolution. 

The objective of the Help Desk is to ensure high quality, friendly service to all callers. 

The Help Desk Specialist answering the call will collect required information about the 

request and the caller then determine the most appropriate path to resolution. 

Help Desk Procedure: 

For routine, low-impact or informational requests the Help Desk team will resolve the 

call. Resolution is expected to take approximately 5-45 minutes. 

If the Help Desk Specialist determines the request cannot be resolved on the initial call, 

he or she will assign a severity level to the request then seek the assistance of an area 

specialist. The area specialist may request additional information, then either aid the Help 

Desk team in resolving the issue or schedule an onsite visit. 

Timeframes for resolution are determined by the severity level assigned. The severity 

level is a designation of the potential impact to the customer. Each request should be 

weighed against all characteristics to make an overall determination of which severity 

level best describes the situation. 

Severity Levels: 

Severity (Low): 

 

Low severity is reserved for non time sensitive issues, general inquires or maintenance 

and support required at a future date.  Issue will be acknowledged and a mutually 

reasonable time frame set for response, further action or resolution.  The priority level 

will be escalated as deemed necessary or appropriate. 

 

Severity (Moderate): 

 

This severity level is used for various situations. Initial response will occur within two 

working days from the time of notification. There is no predetermined timeline for 

resolution. The Help Desk Specialist must send a status request to each assignee and 

notify the support manager every 30 days for which the issue remains unresolved. 

 

Characteristics: 

 

 A software, hardware, system or component installation/upgrade is necessary, or a 

design/functional change is requested. 



 

Or 

 

 The customer has requested information pertaining to a feature, system or service. 

Or 

 Two or fewer users are directly affected. 

 The resource has diminished functionality. 

 The customer is unable to perform some minor job function. 

 A temporary workaround, alternative, or circumvention is available. 

 

Severity (High): 

 

Initial response will occur within one working day. The maximum time targeted for 

resolution is three working days from the time of issue notification. The Help Desk 

Specialist must send a status request to each assignee and notify the support manager if 

the targeted response or resolution times are not met. 

 

Characteristics: 

 

 A small number of users are directly affected.  

 The resource has limited functionality. 

 The customer is unable to perform some small job function. 

 A temporary workaround, alternative, or circumvention is available.  

 The customer has an active service contract. 

 

Severity (Critical): 

 

Initial response must occur within one hour from the time of issue notification. The Help 

Desk Specialist will establish immediate contact with each area specialist and the support 

manager in addition to maintaining contact throughout the interruption. The maximum 

time for resolution is targeted at four hours from the time of issue notification. 

Restorative work will continue after 5:00 pm or on weekends as required. 

 

Characteristics: 

 

 Multiple users are directly affected. 

 The resource does not function as intended. 

 The customer is unable to perform some significant job function. 

 A temporary workaround, alternative, or circumvention is not available. 

 The customer has an active service contract. 

Response Goals: 



 The majority (over 50%) of all requests will be resolved on the initial call. 

 95% of all requests will be resolved within 3 working days. 

 All calls are to be answered before the forth ring by a Help Desk Specialist 

projecting a friendly, helpful and respectful tone. 


