Tech Support

District Personnel who provide tech support

· Technology Coordinator

· Technology Assistant

· School Media Center/Library Staff

Process of reporting a problem

Staff at each building inform the media center/library staff of the problem.  Minor issues are handled immediately on-site.  Any problem that requires assistance is reported to the Technology Coordinator.  The majority of the time, one of three things occur at that point.  

1. The problem is significant enough for the Technology Coordinator to handle directly.

2. The problem is within the scope of the Technology Assistant's expertise, and is handled by that individual.

3. The problem can be handled on-site by media center/library staff, who are contacted with a solution.

Support Efficiency

Many issues are handled within two days.  Problems are prioritized based on the seriousness and cumulative effect of the problem; for instance, network outages affecting an entire building would be a higher priority than a broken printer in a classroom.  Every effort is made to keep affected staff aware of progress in resolving the issue.  

Escalation of Support

Few issues are escalated beyond the Tech Coordinator.  There are specific examples of when this does occur; help desk support for the District's administrative software, for instance, or the rare contracting out for maintenance on laser printers.  The exception is the network, for which the district maintains a contractual support relationship with the company that originally installed it.  JensenIT (Des Plaines) has provided our network support for the past five years.

