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Service Request Procedure  March 2020 
 
Procedure 

This procedure documents how faculty and staff shall initiate requests for Information Services (IS).  The 
customer shall notify IS as soon as he or she anticipates the need for IS support.  All requests for services 
can be initiated by either: 

1) Completing the appropriate form as defined below or 
2) Contacting the Technical Call Center (x-4357) or helpdesk@aacc.edu. Your request will be 

given a work order number and an IS staff member will assess your request and provide 
guidance throughout the process. 

Description Which Form Do I Use? 
(1) Report a Problem. 

Contact the Technical 

Call Center (x-4357). 

(2) Office Move or 

Facilities Request. 

Complete PSR Form. 

Upon approval, 

Facilities provides IS 

with all information to 

support the request. 

(3) Accommodation 

Request. Complete 

HR Accommodation 

request. 

(4) Request for Non-

Standard Hardware. 

Complete Request for 

Equipment Form (with 

VP approvals). Upon 

completion, forward to 

Technical Call Center. 

(5) Colleague Access. 

Complete CARS Form 

with Module Leader 

Approval). Module 

Leaders will forward 

approved forms to IS’ 

Colleague 

Administrator. 

(6) Remote Access.  

Complete Remote 

Access Form (with 

signatures 

acknowledging 

employee and 

supervisor 

responsibilities). 

Completed forms are 

to be forwarded to 

Technical Call Center. 

 

 

 

Description Which Form Do I Use? 

Information Services 

Standards and Procedures 

mailto:helpdesk@aacc.edu
https://webapps.aacc.edu/intranet/forms/intranet/facilitiesplanning/PSR%20Request%20Form.xls
https://webapps.aacc.edu/intranet/hr/forms/file/AccommodationRequest.pdf
https://webapps.aacc.edu/intranet/hr/forms/file/AccommodationRequest.pdf
https://webapps.aacc.edu/intranet/IS/file/FRM-RequestForEquipment.pdf
https://webapps.aacc.edu/intranet/IS/file/FRM-RequestForEquipment.pdf
http://webapps.aacc.edu/intranet/is/cars.cfm
https://webapps.aacc.edu/intranet/forms/intranet/IS/FRM-RemoteAccess.pdf
https://webapps.aacc.edu/intranet/forms/intranet/IS/FRM-RemoteAccess.pdf
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Description Which Form Do I Use? 
 

(7) Video/Audio Request: 

Complete the on-line 

form. 

(8) “Standard” Requests. 

These are requests 

that are repetitive in 

nature; they do not 

require a feasibility 

study, requirements 

analysis, purchase or 

approval(s). Please 

contact the Technical 

Call Center at x-4357. 

(9) Colleague (ERP) 

Service Requests: 

operational and 

strategic requests.  

(10) All other service 

requests; requests 

which require a 

feasibility study, 

requirements analysis, 

research and or 

programming work. 

Complete the Service 

Request Form (SRF) 

and acquire proper 

approval(s). 

 

 

 

   

 

 
 
The remainder of this document identifies information which is needed on the SRF form. All project 
requests shall be made via the Service Request Form (SRF).  This ensures an audit trail of all requests and 
provides the necessary information for IS to review and assess the reuest.. 
 
What is needed on the Service Request Form? 

 Customer Information – The customer’s name, contact information and division/department. 

 Request description - a clear description of the request with any supporting documentation. Please 
be as specific as possible. Attach any pertinent information. Software quote and installation 
requests should include the title, publisher, quantity, installation requirements and proof of licensing.  

 Expected Benefit/Usage – Document the business benefit to be obtained by completing the 
request. Also, define the impact to the business if the request is not fulfilled. This will be used within 
IS to clarify the request and define the priority. 

 Approvals – Approvals from an Assistant Dean or Director shall be present on all project requests. 
Requests without proper approvals will be returned to the customer.  

 
Where is the Service Request Form sent? 

If you know the supervisor responsible, you may send requests directly to that person. Otherwise, forward 
your request to the Technical Call Center and your request will be forwarded to the appropriate IS area. 

Project Type                                                         Responsibility 

MyAACC, Intranet or WWW (non-instructional 
web pages/web) 

Web Services Team Leader 

Desktop hardware / software installs  
Technical Call Center 

 

http://webapps.aacc.edu/sp/vaProdRequest/
https://webapps.aacc.edu/intranet/IS/file/PRO-NewColleagueServiceRequestProcedure.pdf
https://webapps.aacc.edu/intranet/IS/file/PRO-NewColleagueServiceRequestProcedure.pdf
https://webapps.aacc.edu/intranet/forms/intranet/IS/FRM-ServiceRequestForm.pdf
https://webapps.aacc.edu/intranet/forms/intranet/IS/FRM-ServiceRequestForm.pdf
https://webapps.aacc.edu/intranet/forms/intranet/IS/FRM-ServiceRequestForm.pdf


 
  

Page 3 of 3 
 

This document contains AACC information. 

Other / Unknown Technical Call Center 

 
Will the SRF be accepted electronically? 

Yes. IS will accept approved Service Request Forms via email. Electronic signatures will be accepted as 
well as an email from the approver stating that the request has been approved (along with the attached 
form). Alternatively, the approved form can be scanned and emailed. The only form for which IS needs 
the hardcopy with written signatures is the CARS form.  
 
IS Procedures 

Service Request Forms will be analyzed and assigned as follows:  

 Service requests requiring a feasibility study and/or requirements analysis will be assigned to an IS 
supervisor. The supervisor will work with the customer to prioritize the request in relation to 
outstanding requests and IS workloads.  

 Procedural requests and problems will be assigned directly to a staff member so that work can 

begin immediately.  
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