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Typical Problems We Solve

v’ Login Problems v Server Management

v" Email Down v’ Office 365 Migrations

v" Wireless Connections v’ Data Backup/Storage

v" File Access v" Remote Access

v’ Software Updates v Software Updates

v' Computer Crashes v" New Application Launch

v Virus/Malware v" Hardware Procurement

v’ Spam v Device Monitoring/Management




Process

Step 1 — Contact onsite resource for initial troubleshooting
Step 2 — Contact HMB for evaluation & remedy

Step 3 — HMB works w/ customer to resolve remotely

Step 4 — HMB comes onsite to fix problem




Expectations

Priority Response Time

1 As soon as possible
Takes priority over all other service requests
2 1 hour
8:00 am - 5:00 pm, working days
3 24 hours
4 2-5 days
5 5-10 days




Definitions
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Service Priority

Core networking devices 1
Server offline 1
User accounts / Profiles 2-3
Password resets 2-3
Patching 2-3
Restoring files 3
Disabled user accounts 1-2
Print Queues 2
End user is unable to use device 2
Email client setup (including mobile phones) |3
Virus removal 2,3o0r4
Software installation 3-4
Computer reimage 3-4




Contact Method #1

(614) 392-5179




Contact Method #2

mssupport@hmbnet.com
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Contact Method #3

http://support.hmbnet.com
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Contact Method #4
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