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MISSION, MOTTO AND VALUES 

MIS Operations strives to achieve an excellent customer service standard. Our goal is to meet and exceed 
the expectations of our customers by providing courteous, efficient, effective and reliable support.  We 
value customer comments and will use them to measure our performance and improve our services.  

About the MIS Operations Group  

The Helpdesk acts as the primary customer computer information and service group for BSC. It is 
responsible for receiving, tracking, solving or satisfying a service request.  It is also responsible for 
communicating with customers the status of a request and the customer’s ultimate satisfaction with our 
services. Helpdesk staff members are skilled computer hardware and software technicians, seasoned 
troubleshooters, and experienced customer service providers.   

The System Administration team is responsible for server and network support.  Any server, network or 
telecommunications changes, outages or maintenance is handled by members of this group.  The System 
Administration team is a highly skilled group who are very familiar with the hardware, software and 
networks they administer. 

Availability of Services 

The Helpdesk is available Monday through Friday from 8 am - 5 pm.  After hour and weekend support is 
only available for emergency calls only

Type of Service Primary contact Secondary contact 

.  An emergency is defined as a major disruption of service at BSC 
in regard to network, telecommunications or production server failures.  The following numbers are to be 
dialed if such an occurrence takes place: 

Lotus Notes support: (678) 641-9193 (770) 329-5593 
NT or Networking support: (770) 329-5593 (770) 329-5592 
VMS support: (678) 641-9193 (770) 329-5592 
Phone support: (770) 329-5592 (678) 641-9193 
Manager: (770) 329-5592 (770) 329-9938 

 Vehicles of Service 

For internal BSC employees, the primary means of providing computer service is through the Help Activity 
Log (HAL) system.  Users select the categories and subcategories which best describe their problem.  Enter 
in a brief description of the problem and add any additional information in the issue description section.  
Walk ups and internal phone calls are discouraged for all types of calls with an exception in the case of a 
major outage.  A walk up and internal phone call bypasses the HAL queue and unfairly places the initiator 
above the currently queued items. 

Phone calls and email are the acceptable means of handling clients, MetLife employees or remote BSC 
employees when having issues connecting to or working with BSC systems.  Clients should always call 



their Client Manager first to explain the difficulty.  If the Client Manager feels that help is needed, they are 
to work with the user and the helpdesk in resolving the issue.   

If calling in by phone, external users are instructed to call the front desk and request to be connected to a 
member of the helpdesk.  Email requests are to go to tech_support@benserv.com. 

Scope of Service 

MIS Operations staff members have primary responsibility for providing computer service and support for 
BSC systems.  Support is also provided in a lesser capacity to any user accessing BSC systems.  Support 
for external users is primarily composed of ensuring connectivity into the BSC systems.   

Generally, most maintenance and repairs of BSC owned hardware fall either under warranty with a vendor 
or under the umbrella of our outsource service provider. While BSC owned equipment is being serviced, 
the helpdesk will provide loaner machine to the user with the machine failure so that their work can 
proceed.  Due to the pressures of high volume troubleshooting, helpdesk technicians do not have the time to 
repair equipment; moreover, the cost of maintaining a replacement parts inventory is prohibitive.  For these 
reasons, the helpdesk will not work on the personally owned computer equipment of BSC employees.   

With manager permission, BSC employees may have their systems configured for connectivity into the 
BSC systems.  Due to the differing nature of home systems, a disclaimer must be signed by the employee 
absolving the helpdesk of any unforeseen problems with the computer.  Software will only be installed on 
these systems with an approval for purchase request from a Senior Manager.  If problems occur on the 
machine, which was not directly related to the installation of software or connectivity, the helpdesk 
technician reserves the right to cancel the procedure and return the system to the employee.  It is the 
employee’s responsibility to seek professional help in correcting their system related issues.   

How MIS Operations Handles Service Requests 

All service requests are entered into HAL by either the requestor or the technician.  Requests are handled in 
order of receipt.  When a request includes a customer stated need date, if the date is warranted, we try to 
observe such a deadline. If we cannot meet a need date (or appointment), we will contact the customer and 
notify them of the inability to meet the date.  Only a Senior Manager or the MIS Operations manager has 
the authority to reprioritize a HAL request. 

Although MIS Operations is charged with resolving computer problems in a timely manner, there may be 
times when extenuating circumstances make it impossible for us to commit to a set completion date for 
every request received. Examples of such circumstances may include staff shortages due to illness or 
vacation, quarterly crunch times, missed appointments and failure to gain necessary support or involvement 
from other sources (internal or external) in a timely manner. 

The helpdesk prioritizes requests as follows: "Routine," "Same Day," "High Priority," and "Critical." 

A turnaround time of 8 business hours should be expected for "routine" service requests (this means we 
will respond and/or solve the problem by the end of the next business day). A "routine" request is one that 
arrives at the Helpdesk in order of receipt with no previous record of being in HAL and deemed a problem 
that does not directly impact the requestor’s work on a BSC standard software package or hardware device.   
Specialty packages require a 16 business hour turnaround due to the need for additional internal or external 
resources.   

A service request will receive a "same day" response when the customer indicates such a need and can 
substantiate such a need. In such a case, the helpdesk will make every effort to troubleshoot and/or solve 
the problem on the same day, usually within a matter of 3-4 hours.  Requests that come in late in the day or 



require a considerable amount of work may not be able to be completed on the same day.  The requestor 
will be notified that the request will continue to be worked on the next day.  The requestor will need to 
have the ticket escalated by either a Senior Manager or the MIS Operations Manager to have the ticket 
completed during an after hour period. 

A routine service request will receive a "same day" response when it has been in our tracking software 
(HAL) more than 48 hours without apparent action. In such a case, the helpdesk will make every effort to 
troubleshoot and/or solve the problem on the same day that the request comes to our attention. Usually a 
request of this type does not get resolved on time due to "extenuating circumstances," as described above. 

A service request will receive a treatment of "high priority" response when the customer states that a 
current document deadline, plan, meeting, or event, etc., will be missed or cannot happen on schedule due 
to a computer problem. In such case, the helpdesk will make every effort to dispatch a troubleshooter 
within the same hour of receipt of the service request and solve the problem quickly. 

A service request will receive a treatment of "critical priority" response when the customer states that his or 
her ability to do work is halted due to computer equipment failure, and when such a failure is critical to the 
functioning of BSC, the functioning of a department, of a special meeting or session involving customer 
meetings or VIPs. In such a case, the helpdesk will make every effort to dispatch a troubleshooter within a 
matter of minutes and solve the problem as quickly as possible. 

 There are also specialty requests that do not fit into one of the above listed four categories.  These requests 
involve projects, purchases, user accounts and other tasks that are not routine.  These tasks involve non-
helpdesk related resources and in many cases require resources external to BSC. 

The HAL system works on an eight hour, five day business schedule.  A routine ticket entered at 4:30pm 
on Friday has until 4:30pm on Monday to meet the expected service standard.  Escalation requests made for 
times outside of the normal business schedule need to be approved by either a Senior Manager or the MIS 
Operations Manager. 

Here are examples of requests and the timeframe in which they should be handled: 

Category Type of request Expected 
hours for 
Dispatch 

Expected 
hours for 
Closure 

Routine Lotus Notes  
Internet 
Keyboard 
Microsoft Office 
Monitor 
Mouse 
Modem 
PC 
Printer issues (excluding repair) 
Reflection 
VMS (non-programming) 
Windows 
Other 

4 8  

Routine (special) Banking packages 
Centervue 
Conference room display systems 
Fundlinx 
Lotus Notes database problem 
Lotus Notes (system level) 

4 16  



MetLife Service Center 
PC Report 
Printer repair 
Solomon 

Same day Can’t access files 
Monitor failure 
Password failures 
PC failure to boot 
Phone (no dial tone) 

2 4 

High Priority Can’t login  
Short deadline transfers 
High profile PC failure 

1 4 

Critical Network & Telecom failure 
Critical server  
Senior management escalation 

0 4 

    
Special    
 File Restore 1 day 4 days 
 Equipment or software purchase 2 days 10 days 
 New user (new position) 3 days 10 days 
 New user (existing position) 3 days 5 days 
 Move (between departments) 3 days 15 days 
 Move (new location, same dept) 3 days 10 days 
 New BSC user account 1 day 3 days 
 New MetLife user account 1 day 3 days 
 New Client user account 1 day 3 days 
 User removal 3 days 15 days 
 Username change 3 days 10 days 
 PAW (new user) 5 days 10 days 
 PAW (user changes) 3 days 5 days 
 System enhancements 1 day 3 days 
 System modifications 5 days 10 days 
 Software upgrades 5 days 10 days 
 CM agent creation on CMS 3 days 5 days 
*hours and days reflect general business hours and days 

 

How We Solve Problems 

Service requests are entered into a HAL request pool and are pulled by the next available technician. HAL 
will use an escalation procedure determined by the category and subcategory entered by the requestor.  The 
technician will handle their tickets in a FIFO format with special care taken in regard to higher priority 
requests.  The technician will look over the request and either contact the requestor by phone or visit the 
desktop to see the problem first hand.  Ownership of requests requiring resolution from other BSC 
resources may be transferred to another group.  If the technician is unable to make contact with the 
requestor, they are to enter every contact attempt into the comments area of the ticket.  All correction 
attempts and changes in regard to the problem are to be entered into the comments area of the ticket. 



During the time that a technician is working on a problem, they may need to tap the resources and expertise 
of different groups.  While waiting on work done by a different group, the ticket may be placed on hold.  
Tickets are placed on hold when they cannot be corrected in the timeframe needed due to a need for an 
external resource, failure in contacting the initiator, waiting for information from the initiator or waiting for 
an event to occur.  If a ticket has not been completed in the timeframe expected, it will be escalated to the 
next priority and an email will be sent to the entire group regarding a lack of resolution.  When the ticket 
reaches a high priority, the MIS Operations Manager will be made aware of the problem through an 
automated email and will be in contact with the technician regarding status and problems.  The manager 
will also be emailed of any further escalation of the ticket. 

Technicians are expected to take ownership of the requests that are assigned to them.  If they require 
additional resources, they must work in partnership with the resources and the customer until the problem is 
resolved to the customer's satisfaction.  A technician will not enter an office without the manager’s 
permission.  If the office contains sensitive material, we request that the manager requesting the service be 
present or have a representative present at the time of the visit.   

To obtain the current status of an open request, employees can refer to the HAL ticket. When a request is 
closed, the customer receives notification via e-mail. The technician is required to provide an explanation 
of the solution to the problem before he is able to close the ticket.  If the solution to the problem is atypical, 
the technician will save the resolution into the helpdesk knowledgebase for future reference. 

How Customers Can Help the Helpdesk 

Customers can assist us in improving our service by doing the following: 

• Submit requests using HAL.  Calling or submitting an email will delay the processing of your 
request.  

• When creating a HAL entry, spend a moment selecting the correct category/subcategory.  This 
will make sure the ticket is routed to the correct person and places it in the correct escalation 
procedure. 

• When placing a service request please include details about type of machine, application version 
and how long the problem has existed. 

• The issue subject area should only contain a broad description of the problem.  Details should be 
placed in the issue description area.  You can also include screen shots and documents in the 
additional description area. 

• Provide a full description of any error message(s) you see on the screen.  
• Use HAL to keep track of the status of a request and to see a history of your service requests.  
• If additional information is needed, you can always add to the ticket in the additional description 

area. 
• Feel free to contact us regarding the status of an open request if we fail to keep you informed.  
• Stay in touch with us, we try to keep communication flowing freely.  
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