Service Request Procedures

The following are guidelines for you to use in making service requests to COT.  

Requests via phone
Requests via phone can be made if you can not use email for some reason – for instance if you are locked out or if your outlook is not working.  Call the help desk at 564-7576.  Sometimes the tech on the line can help you right away, but if not, be sure to give them the following information:  Your Name, Agency Name and Address, Phone Number and briefly describe your problem.  Answer any other questions they ask if you can.  If you are being asked for more technical information which you can not provide, just tell them so.

Requests via email

Requests via email should be sent to Commonwealth Service Desk – it is in the global address list ( Commonwealth Service Desk ) You will receive a notice that a service ticket is open with a ticket number, keep this email for reference.  If you have questions regarding status of the request or if the problem is not resolved you can identify your request by the ticket number.
Put your request in the following format:

· In the subject line include your name and if you wish a brief description of the problem.
· In the message state your problem.

· If you can, include any error message that you see when the problem occurs.
· At the end include your name, agency name and address, and phone number.  

· Here’s sample content of a service request –

To :  Commonwealth Service Desk

Subject:  Jane Doe / PC hangs when using Word
While editing Word documents, the computer hangs and I get a message that says ‘Word has encountered and error and will close’.

Jane Doe

Department for Local Government

1024 Capital Center Drive

502.573.2382

