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0.3  Distribution / Circulation
This standard operating procedure is available at relevant function for authorized users.
10 PURPOSE
The purpose of this procedure is to outline the process of user ICT support services request.
20 SCOPE
This procedureis applicable to all CUEA employees including Gaba and Kisumu
Campus.
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3.0 TERMSAND DEFINITIONS

31 HOD - Head of Department

3.2 Helpdesk— a person responsible for the provision of first level support to users in relation to
Information and Communication incidents.

3.3 User — A member of the CUEA Community.

4.0 REFERENCES
This procedure has been made in reference to:

4.1  The CUEA Quality Management Manual

5.0 PRINCIPAL RESPONSIBILITIES
The ICT Manager shall be responsible for the adequate and effective implementation of this
procedure.

6.0 METHOD

6.1 The User places a request to the helpdesk using online user support software, E-mail, phone call
or his’her physical presence.

6.2 The helpdesk receives and evaluates the request to decide whether he/she can solve the problem
or escalateit to the ICT Support Staff.

6.3.  The User’s request is resolved and call closed.

6.3.1 If the request is not resolved the call is escalated to the ICT Support Staff for further
consideration.

6.3.2 If the request cannot be resolved the user is advised the next course of action and the call is
closed.

7.0 APPENDICES

7.1 Appendix A: Process Map
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7.1 Appendix A: PROCESSMAP
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