
 

 

Clovertec IT Support – HelpDesk Information 
 
We have prepared this procedure document to help Clovertec customers understand how our contracts work 
and to get the most benefit out of it. It is vital that all members of staff within your organisation use the 
information contained within to ensure a fast resolution to their problem. If these steps are not followed and 
support tickets are incorrectly logged, they may be missed or exempt from our SLAs. 
 
In the event of a fault please use either our Helpdesk Customer Portal or call our main office number to log 
a new support ticket. Following these steps will ensure you receive the fastest response and fix times. Direct 
emails or mobile calls to technicians are both examples of incorrect methods for logging tickets and we won’t 
be able to guarantee our service if these methods are used. 
 

1. HelpDesk	Support	&	SLA	

So what do we support? Simply put, existing equipment or software covered by our agreement that is already 
setup and was working, but suddenly stopped. Generally anything outside of this would be classified as other 
services or install work. We include small changes within the contract, for example user account setup, single 
printer installs, or router/firewall changes. If the change request is more complex and we think it will take 
longer than 30 minutes this will be a chargeable install. 
 
When you have a new fault develop and log a support ticket with us, an auto email including the ticket 
reference will be sent out to you and a response countdown timer will begin. When a technician becomes 
available they will respond and start working on the fault, this response will also trigger an auto email. 
 
Once responded to, the request will enter the ‘Time Until Site Visit’ SLA and will only be put on hold for 
circumstances beyond our control, for example if we are waiting for customer contact or parts/software. The 
elapsed time used in the response SLA will automatically be deducted from the ‘Time Until Site Visit’ SLA. 
We will do our utmost to adhere to the SLA times detailed below. If the SLA time reaches 100% we will then 
escalate the ticket to a site visit. The only exception to this is backup issues as we usually have to wait for 
scheduled jobs to run in the diagnostics process. 
 

Seriousness Description Response Time Time Until Site Visit 

1 Critical Error or Server Down 2 hours 4 hours 

2 Special Attention 3 hours 5 hours 

3 PC or Printer Down 6 hours 8 hours 

4 Software Error 6 hours 10 hours 

5 Change Request 8 hours N/A* 

*Site visits are not applicable to change requests as change requests are limited to 30 minutes remote work only 
 
Seriousness Level Example’s 
Critical Error or Server Down – No users able to work or internet/email down. Any event that causes mass disruption. 
Special Attention – Software vendor onsite requiring call back or key member of staff with special circumstances. 
PC or Printer Down – Computer or Printer crashed and completely unusable. 
Software Error – Single software application not working. 
Change Request – Anything that is in addition to current setup.  



 

 

 

2. HelpDesk	Customer	Portal	

Our HelpDesk Customer Portal is available 24/7 for the purpose of logging support tickets. Work carried out 
by our engineers and associated SLA timers mentioned above will work in accordance with our normal 
business hours of 08:00 and 17:30 (http://helpdesk.clovertec.co.uk). The screen shot below shows the 
customer login screen for our HelpDesk Customer Portal, please contact us on our office number if you would 
like an account setting up. If you wish please send us a complete list of users to your account manager for 
bulk creation. 
 
 

 
 
 

3. New	Ticket	Instructions	

When logging a ticket with our HelpDesk, always 
try and provide as much related information as 
possible. If others are having similar issues 
please make us aware, these symptoms could be 
related and result in a higher priority being given. 
To log a new ticket please login to the HelpDesk 
Customer Portal and select ‘New Ticket’ from the 
left hand side. 
 
You will now be presented with various options to 
fill in including summary and details of the fault, 
please make sure you pick the correct priority as 
any we feel are incorrect will be altered and may slow us down. Please log any calls via the telephone if you 
are unsure on the correct priority. Under support category please select the type of fault, alternately choose 
change request for any minor changes you would like us to carry out. 
  



 

 

 
Tickets will normally be responded to by a 2nd line engineer who will work on your issue. Once escalation 
points are reached your ticket will move up to a 3rd engineer. We find by only using 2nd and 3rd line engineers 
who have a more in depth knowledge and wider experience than 1st line, we can provide a more 
comprehensive service. Any issues of a serious nature causing mass disruption may skip the escalation path 
and jump straight to 3rd line engineer. Clovertec also employ a 3rd line engineer / Team Leader to coordinate 
the Helpdesk and act as a final escalation point. 
 

4. 3rd	Party	Software	

We are happy to help our customers with related 3rd party software issues by speaking to the software 
vendors support team. However, it is advisable that this support is in place. It would be impossible for our 
technicians to have a full understanding of the many thousands of different software packages. If a software 
package is unsupported we can still often perform some basic checks of the infrastructure around the 
software. This will however often only prove the software is at fault, at this stage you will be asked to contact 
the vendor for a more in depth query. Unsupported software can prove very disruptive for both your company 
and staff productivity, and we can only offer full assistance if you have support in place. 
 

5. BYOD	(Bring	your	own	Device)	

This area covers most mobile devices such as iPhone / iPad / Blackberry / Android etc. We cannot support 
the full functionality of these devices. What we do support is the way these devices integrate into the network. 
Setup of these devices can be performed by the provider of the device. However, we are happy to install 
devices with basic settings and synchronisation at our hourly rate. Please seek a quotation from your account 
manager if you should require this service. 
 
Before logging a support ticket for any BYOD always check with other users to see if they are experiencing 
similar problems. We can then check the infrastructure and check the device (by loading it to one of our 
devices). If both of these checks come back as working we cannot do more as the issue most probably lies 
with the actual device. In this event please contact the mobile device vendor. 
 

6. Security	

We are often asked by clients to provide such things as; Access to a mailbox, administrator privileges, 
passwords or permission changes on folder access. We take client security very seriously and will not provide 
this information without first being contacted by a known Director/Partner or technical contact on our records 
giving authority to proceed. We hope you understand that this is to protect your company information. 
  



 

 

 

7. Chargeable	VS.	Not	Chargeable	

ITEM CHARGEABLE NOT CHARGEABLE 

PC’s/Laptops 
• Supplying a new machine will 

always incur an installation 
charge. Whether this is for a new 
user, to replace an existing 
machine that is coming to the end 
of its life or due to a current 
machine being deemed as 
beyond economical repair. 

• Supplying parts for a broken PC. 

• Any engineering time required 
remotely or onsite in conjunction 
with replacing parts to mend a 
broken machine won’t incur any 
install charges. 

• Some parts will be classified as 
customer replaceable like a 
monitor, thin client or keyboard 
that just require plugging in. 

Servers 

• Supplying a new or replacement 
server would always incur an 
install charge due to the work and 
time involved with no exceptions. 

• Supplying parts for a broken 
server. 

• Loaning a temporary server, 
where possible, to solve a critical 
business ticket would not incur 
any install charges. 

• Replacing a part to mend a 
broken server would not incur 
any install charges. 

Switches 
• New switches offering any of 

upgrade including: extra ports, 
increased speed, future proof, 
new model etc. would incur an 
install charge. 

• Loan or like for like replacement 
switches would have the install 
time covered by any full support 
contract. 

Printers 
• An upgraded printer, new printer 

or additional users to be added 
would all incur an install charge. If 
technical thought the job was 
quick we would allow a change 
request. 

• If it’s a like for like replacement 
for a broken unit, and set up is 
required for the existing users 
that could print to it previously, 
this would not incur an install 
charge. 

BYOD 

• Setting up of BYOD 

• Ensuring the service at the 
backend works which provides 
email, calendar and contacts 
sync. 

• Providing IP address or URL for 
end user to setup device, 
including any links that could help 
with setup instructions etc. 

 


