
U5
Head of IT for CDI

- saves and reviews all
memos/email before sending
them
- figures out how to minimize
phone calls (how to eliminate
redundant help problems)
- set standards for hardware
and software for support

Outlook Email Program
- email with auto filters
- tasks (replicate some
tasks on calendar)
- calendar
- reminders

Phone

Help Desk Manager
- database of issues
(bugs)
- Interface to email and
web forms
- ticket tracking system
- will replace current email
to do list system

Remote Server Space
for collaboration work

(once per month)
- Spreadsheets

- Documents etc.
Version control by
name change only

CDI (IT) Staff
- work on

relevant help
request

CSD
- computer
accounts and
mail
- networking
infrastructure

CDI
Department

(admin)

Users
(students/

faculty/staff/
departments)

Post-It Notes
(small)
- help related
phone calls

Post-It Notes
(average)

- passwords
for servers or
machines

Put into email

PDA
- Reference on meetings
- Current working documents
- Emails
- Scheduling
- MP3 Player

Outside
Content
Provider
such as

MedSearch

MedTrak
(patient chart tracking

software)
- helps the school in being
HPAA compliant

Learning Resource Center
(room with computers and student

relaxation center)
- in the process of renovation
- will become a lecture room for
CDI to have tech training
- contains dental instruction videos
and journals

Outlook Exchange
Mail Server for CDi

Emails, Web Forms for Tech Help

Call for tech help

Phone Message

Phone Help Request typed into Email

Phone Message

- Phone Help Request typed into Email
- Look for help requests to work on

Phone Help Request message as Note

Auto Filtered Mail

Route difficult requests to U5

Joint report work for CSD

Joint report work for CDI

Uses reminders all the time for scheduling

Assign cases to staff

Does not support or have
arrangements for support

Sends memos for policy changes

Departments
of the Dental

School
- Buys any
hardware
they want

Needs to support all hardware
whether compliant to standards or not

Plan to switch to department owned server

supports

Collaborates and synchronize
with CSD activities

New CDI responsibility

User 5: Work Flow Model


