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When answering the Service Desk telephone, (630) 840-2345, say one of the following…

“Fermilab Service Desk. <your first name>. How may I help you?” or 
“Fermilab Service Desk. This is <your first name> speaking. How may I help you?” or 
“Fermilab Service Desk. This is <your first name> speaking. How can I assist you?” 

Be sure to obtain the following information…

· Caller’s Fermilab ID
· If ‘Active’ status within CNAS - o Create a new Remedy Incident using the Remedy Incident Management Console link. 
· Confirm Contact information i.e. Telephone Number, Email Address, etc. 
· Problem Description 
Important: prior to hanging up with the caller, make sure you have a clear understanding of the problem and are able to incorporate this information into the new request.)

· If the status is not ‘Active’ or found within CNAS, direct the customer to the Accounts and Passwords web form to obtain or renew their Fermilab ID. 

http://computing.fnal.gov/xms/Services/Getting_Services/Accounts_and_Passwords

After obtaining the above information from the caller and the conversation is over, say….
 
“Thank you for calling the Fermilab Service Desk. We’ll get someone to assist you as soon as possible. Good-Bye.” 

And if you determine that the caller is not one of our customers, say after your greeting…

“We’re sorry that we’re unable to assist you. You might try contacting your local Administrator or desktop support person. Good-Bye”
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