


APPENDIX X - JNET SUPPORT GROUP ROLES

Service Desk Lead Responsibilities (Current State Employee)

The Service Desk Lead is responsible for overseeing the JNET Service Desk operations.  In addition, the lead is also responsible for:
· Providing problem resolution to Service Desk Agents (Agents). 
· Approves/Disapproves time off request by Service Desk Agents.
· Providing reports to management as required.  
· Customizing and Maintaining ServiceNow configurations.
· Developing standard trouble shooting, FAQ and other information to aid the Service Desk consultant in resolving issues.
· Scheduling addition work plans for consultant to perform.
· Work with JNET Application Support and Application Development to resolve complex issues.


Service Desk Agent

The JNET Service Desk resolves incidents and service requests, reported by users, for all JNET applications.  Agents are responsible for documenting reported issues in the JNET ServiceNow System.  Issues may be reported, by users, via phone, email or direct ticket submission.  The Service Desk Agent must perform JNET Tier 1 support for all JNET application.  If the issue cannot be resolved, they are required to route the ServiceNow ticket to the appropriate Tier 2 resource.

JNET Service Desk is manned from 7am to 5pm during the week.  Currently the shifts are broken into two shifts.  The first shift covers the Service Desk from 7AM to 3:30PM daily.  The second shift works from 8:30AM to 5PM daily.  All Agents work a forty (40) hour week and the shifts alternate weekly.

After hours support is provided by Application Support and may requires assistance from the Service Desk.  Agents will be assigned additional work by the Service Desk Lead.

Application Support Manager

The Application Support Manager, or his designate, will monitor all ServiceNow Tickets and JNET Monitoring tools to insure all issues/outages are assigned to the proper resource.  The tickets will be routed using JNET ServiceNow ticketing system.  If the issue cannot be resolved by the Application Support Group the issue should be escalated to the proper resource.  The most common resources are JNET Application developers, Enterprise Data Center or Hosted resources. 
The Application Support Manager, or designee(s), will monitor the lifecycle of a ticket assigned to the Application Support Team to ensure proper handling of tickets. The manager or designee(s) will also ensure the proper handling of event triggers from our monitoring tools. If there is an outstanding issue that cannot be resolved solely by the Application Support team the incident will be further escalated to the appropriate resources. 

Application Support Team Lead(s)

The Application Support team lead(s) are the designee(s) for the Application Support Manager. The leads are tasked with ensuring the lifecycle of an assigned ticket, to ensure proper handling of events triggered by JNET Monitoring tools and to escalate incidents as necessary.  The Application Support Lead(s) work closely with the Application Support Manager and the Application Support Specialist(s). 

Application Support Specialist

The Application Support Specialist will process all ServiceNow tickets assigned to them by the Application Support Lead(s).).  The Application Support Specialist is responsible for ensuring the proper handling and resolution of an incident while it is assigned to them. The Application Support Specialist will be responsible for working with their team and team lead to resolve the ticket as quickly as possible in accordance with the assigned severity and impact. If the specialist cannot resolve the ticket in the appropriate amount of time; it is their responsibility to inform the appropriate individuals so escalation or communication can occur.  The Application Support Specialist will be part of the afterhours support rotation to provide critical support in case of an interruption to service.  The rotation is shared among the team of Support Specialist. The Application Support Specialist team is responsible for maintaining and observing all JNET Monitoring Systems for outages, reporting outages and working to determine and/or resolve outages.
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