Policies

Remote IT Support

How our IT support team assists employees remotely, including SLAs, remote access tools, and

equipment support.

1. Purpose

The purpose of this Remote IT Support Policy is to establish guidelines and procedures for providing efficient and
effective IT support to all employees. This policy aims to ensure that workers receive timely assistance for
technical issues, maintain productivity, and have access to the necessary resources and tools to perform their

duties.

2. Scope

This policy applies to all employees who require IT support services for their work-related technology needs. It
covers support for hardware, software, network connectivity, and other IT-related issues encountered by staff

while performing their job responsibilities.

3. Channels of Communication

Employees can access IT support through designated channels of communication, such as email, instant
messaging, or our dedicated IT support ticketing system. Clear instructions on how to request assistance and

contact IT support personnel should be provided to all employees.

4. Service Level Agreement (SLA)

An agreed-upon Service Level Agreement (SLA) shall be established to define the response time and resolution
expectations for different types of IT support requests. The SLA should consider the criticality of the issue,

ensuring that urgent matters are addressed promptly to minimize disruptions to employees' work.

5. Technical Assistance

IT support personnel shall provide remote troubleshooting and technical assistance to resolve hardware and
software issues encountered by employees. This may include, but is not limited to, diagnosing, and resolving
software errors, assisting with software installations and updates, troubleshooting hardware malfunctions, and

providing guidance on connectivity and network-related issues.

6. Remote Access Tools

IT support personnel may utilize remote access tools to remotely connect to employees' devices, with the
employee's consent, to diagnose and resolve technical issues efficiently. The use of such tools should comply

with the organization's security and privacy policies to protect sensitive information.

7. Equipment Support



IT support will provide guidance and assistance for employees' work-related devices, including laptops, desktops,
mobile devices, peripherals, and other necessary equipment. This includes support for device setup,
configuration, troubleshooting, and replacements, as deemed appropriate and within the organization's

budgetary guidelines.

8. Software Support

IT support will assist employees with software-related issues, including installation, configuration,
troubleshooting, and user guidance. This covers both standard software applications used by the organization

and specific software, or tools required for remote work productivity.

9. Network Connectivity

IT support personnel will offer guidance and troubleshooting assistance for employees' network connectivity,
including home internet connections, VPN (Virtual Private Network) access, and remote access to the
organization's network resources. They will provide instructions on setting up and configuring network

connections securely and resolving connectivity issues.

10. Documentation and Knowledge Base

IT support will maintain an up-to-date knowledge base or documentation repository that includes common
technical issues, troubleshooting steps, FAQs, and self-help resources. Employees should have access to this

documentation to encourage self-service resolution whenever possible.

11. Continuous Improvement

The IT support team shall continuously review and improve their remote support processes and procedures. This
includes soliciting feedback from employees, monitoring response times and resolution rates, and identifying

opportunities to enhance the remote IT support experience.

By implementing this Remote IT Support Policy, we aim to ensure that employees receive timely and effective
technical assistance, enabling them to work efficiently and maintain productivity while working remotely. All
remote employees should familiarize themselves with this policy and follow the designated procedures for

accessing IT support services.



