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	This document defines the Service Desk’s process for sending communications to Users of Fermilab’s IT infrastructure under the following circumstances –

· Announcement of an upcoming planned downtime for a service
· The completion of a planned downtime
· The unplanned extension of a planned downtime
· Announcement of changes/upgrades to a current service (no downtime)
· Announcement of the removal of a current service
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Roles and Responsibilities 

	Roles
	Responsibilities

	Requestor
	· Initiate the process by submitting a request.


	Service Desk
	· Send message to requested audience

	OCIO Communications Group (COM)
	· Owner of and Manager of the process
· Review and vet message

	Fermilab Office of Communication
	· Vet message for all-hands or other widespread communications as determined by COM






	requestor:  Guidelines on submitting a request 

	
· User communications are supported 8x5x5 unless previous arrangements are made with the Service Desk.
· Requests should be made at least 2 business days before the communication is scheduled to be sent by the Service Desk.   Requests made with less than 2 days lead-time will be processed as quickly as possible, but delivery at the requested day/time is not guaranteed.
· A separate request needs to be made for each communication.  This includes multiple communications that are connected to the same event.
· All updates to the communications request ticket should be included in the Work Info of the ticket.
· Submitted text of messages must include complete information about what the change is, what the impact will be and what action, if any, should be taken by recipients.
· Email addresses for recipients must be included.
· The Requester may cancel a submitted request, prior to it being sent, in the event of downtime/update cancellation.
· For complex changes that require a series of communications or for communication plan development, a service desk general request should be submitted asking for assistance from COM. 




	requestor:  initiating a communication request

	
· In the service desk Service Catalog, select “Service Desk Communication Request”.

· If this is a high priority request with a short turn-around time, call the Service Desk at 630-840-2345.




	requestor:  updating a  communication request

	
· Email updates to the communications ticket should be included directly in the ticket Work Info.
· If this is a high priority request with a short turn-around time, call the Service Desk at 630-840-2345.
· 






	service desk:  processing a  communication request

	
· Upon submission, unless box is checked stating submission is for Service Desk only, a task is automatically created and assigned to COM. 
· If for Service Desk only, ensure fellow Service Desk staff are aware. 
· Upon closure of task, Service Desk sends the communication to only the specified recipients at the specified date and time. 
· Any replies to an email from the Service Desk should be forwarded to COM.
· If a CRQ number is included, check to make sure the request ticket is related to the CRQ on the relationship tab.  If not relate the two as a “Cause By” relationship.





	com:  processing a  communication request

	
· If  box is checked stating submission is for Service Desk only, COM receives an email notification. COM should review the notification to ensure that no message to a wider audience is required.
Additional vetting procedures are in DocDB. See [Vetting Service Desk Communications Requests Process and Procedures]
[CS DocDB #5256]
· 



	Office of Communication:  processing a  communication request

	
· COM will have messages vetted by the Fermilab Office of Communication at their discretion. No formal process or policy exists.  
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	Vetting Service Desk Communications (CS DocDB #5256)
	Detailed Communications group process and procedures for vetting service desk communication requests.
	Supporting documentation.

	
	
	

	
	
	

	
	
	










