GBIF Helpdesk Procedures
Introduction

All operational services that GBIF provides include helpdesk for end users and node managers.  Helpdesk services do not cover work under development.
This document describes the procedures and working practices of the helpdesk.

Availability and contacting helpdesk

Helpdesk is available via email helpdesk@gbif.org, helpdesk@gbif.net, webmaster@gbif.org and via telephone.  A dedicated telephone number and voicemail will be established.
Availability is described in the web page http://circa.gbif.net/irc/gbif/ict/info/data/en/helpdesk-v0.3.html 

Requests of all GBIF network users, including potential new users, are processed.   Spam and stray emails are ignored.
Webmaster email goes to the same mailboxes as the helpdesk email.  The operator dispatches the relevant messages to the attention of the webmaster.  The webmaster deals with them like any other helpdesk calls if they concern operational services.  If they concern enhancements, they fall outside the scope of this document.

Opening a case and ticket numbering
When a new case arrives, a ticket number is issued.  The case number is sequential and prepended in the subject like “Case 0000:”.  All “Re:”, “Fw” is discarded.

For each case a choice is made with regard to the complexity and response time.  If the request is simple and the helpdesk can get back to the user with a likely solution within 3 hours, a case is not opened.  Consequently, user approval for closing the case is not requested.
If the problem is complex or for any other reason can not be solved within 3 hours or first thing in the morning, a case is opened.  The user will be sent a standard email message indicating that his/her request has been received, giving the ticket number in the subject line “Case 0000 opened:”, and an estimate of the solving time.  Within that time the user will be contacted again.
Operators and operator support
The helpdesk is occupied at all times as defined under availability.  Maximum 3 hour break is possible during lunches and meetings.  Requests arriving one hour before closing the office can be processed the next morning.
Who is responsible at each point of time and what is the escalation path should be documented in the CIRCA section of helpdesk procedures in a special file that is also viewable by the user.   Below is as an example the file for first two months of 2003.
	Time frame
	1. Operator
	2. Operator
	Technical Support

	1/1-14/1/2003
	Hannu Saarenmaa
	Anne Mette Nielsen
	Giorgos Ksouris

	15/1-17/1/2003
	Anne Mette Nielsen
	Giorgos Ksouris
	Ciprian Vizitiu

	20/1-31/1/2003
	Anne Mette Nielsen
	Ciprian Vizitiu
	Helpdesk Brussels

	3/2-21/2/2003
	Hannu Saarenmaa
	Anne Mette Nielsen
	Giorgos Ksouris

	24/2-28/2/2003
	Anne Mette Nielsen
	Ciprian Vizitiu
	Helpdesk Brussels

	3/3-7/3/2003
	Anne Mette Nielsen
	Giorgos Ksouris
	Ciprian Vizitiu


It is the responsibility of the 1. Operator to handle requests.  The 2. Operator monitors the cases and notifies the 1. Operator if something is missed.  The 2. Operator naturally is available for technical consultation.

In case of  difficulties that can’t be solved by the Operators, technical support can be consulted. The end users will not normally be given contact information of technical support.
In case of bugs, technical support will always be notified.  Bug reports are copied to bug.ict.gbif@ig.circa.gbif.net   Bug handling is not covered by this document.

Communication and archiving
All messages sent and received by helpdesk shall be copied back to helpdesk.  Archiving of the messages will be arranged.  
Usernames and transaction numbers can be sent on normal email.  Passwords should not normally be seen by the Operators, or written into emails.  Instead, a user whose password will have to be reset, is temporarily made a member of the ICT IG and password reset from there.
Closing of case
When a solution to user is given where a case has not been opened, the message should always contain a clearly worded prompt “Please contact the helpdesk again if you need further assistance.”  No further reply from user is expected.

Webmaster’s correspondence of enhancements does not contain such prompt.

If a case was opened, the user will be requested clearly to agree that that the case can be closed.  “If this solves your problem, please inform us so that the case can be closed.”  Without such reply, the case will be kept open until time limit of 30 days.  When the reply is received, or time limit exceeded, a new message will be copied to helpdesk address and archive with subject “Case 0000 closed: …”
FAQ development
Users often have similar questions.  If such a case is recognized, the reply should be written as a Frequently Asked Questions article and the user be given that standard reply and/or FAQ URL.
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