
 

 

 
 
Overview 

Riverbank Unified School District 

IT Department - Technology Request Procedures 

The IT Department highly recommends submitting technology requests through our Online Help Desk  You 

can also generate a help desk ticket by simply sending an email to IThelpdesk@riverbank.k12.ca.us  

 
Help Desk Request Procedures 

1. When a request is submitted through the online Help Desk system, the request is routed to a specific IT 

Department staff member who can assist with your request type. The IT Department staff member is then 

able to view information that is essential to responding and resolving a technology related issue. This 

information includes: 

a. Submitters name. 

b. Request Type (category) and Request details 

2. IT Department support staff are then able to prioritize the severity of the request and address the issue 

accordingly amongst other requests in their queue. 

3. Depending on the severity of the issue, a normal request will be addressed the day it was submitted or within 

1-2 days. A low priority request will be addressed in 3-5 days. IT Department Staff check their request queues 

within the online Help Desk system multiple times a day. 

4. After a request has been submitted, request submitters are able to check on the status and notes of the request 

by logging back into the online Help Desk system. Email notifications are also sent to the submitter after the 

request has been submitted or closed. 

 
Priority 

A request’s priority is determined by the impact it has on the submitter and operations of the department or 

school. Issues that do not stop a submitter from working, have a work-around, or are considered an 

inconvenience are not a high priority. Critical/high priority requests are for issues that affect the entire school, 

department, group of users, or create work stoppage. 

High Priority Request Examples: School or building internet outage, complete system outage (Aeries, G-

Suite, Office 365/Email), computer will not power on. 

Normal Request Examples: Computer or software error, request for printer connection, software or hardware 

installation, Chromebook repair. 

Low Priority Request Examples: Computer is slow, questions on how software works, training request. 

 
Help Desk Line and Email Requests 

Immediate, emergency, and critical requests can be called in if a computer is down and cannot access the online 

Help Desk system (the Help Desk system can be accessed from any computer). A request can also be sent via 

email if there is network connectivity. 
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