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I. PURPOSE: 

The purpose of this policy is to outline the procedures to submit a work order request to the 

Information Technology and Communication’s (ITaC) Department and how the ITaC 

Department will respond to that request. 

 

II. POLICY STATEMENT: 

In order to provide efficient delivery of requested services, ITaC has an automated work 

order request system that provides a method for requesting information technology 

support and communications requests. The work order system provides the following 

functions: 

a. Tracks who made the request grouped by department 

b. Monitoring status of the request 

c. Sets priority of the request 

d. Notifies when work is completed 

e. Generates reports based on request details 

 

III. SCOPE: 

This policy applies to all employees who have a need for information technology support 

or have a communications request. 

 

All Charter Township of Northville staff (full, part-time and seasonal) must comply with this 

policy. 

 

IV. DEFINITIONS: 

Ticket: A written request for assistance to solve a technology issue or have a 

communications need 

V. PROCEDURES: 

A. Submit an ITaC Help Desk Ticket 

Primary Option – This is the preferred method to submit a work order request to the 

ITaC Department.  

1. Open the Charter Township of Northville help desk ticketing system. 

a. Click on the icon shortcut labeled “Northville Help Desk” located on the 

desktop of the Township computer.    

 
b. Or visit the website http://helpdesk.twp.northville.mi.us 

2. Fill out the information requested that will be based on the type of request that is 

being submitted.  

Tickets submitted through the help desk system will automatically be sent to the 

employees responsible for the work order type requested. 

http://helpdesk.twp.northville.mi.us/
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This Help Desk system allows you to monitor the progress of your request. It is one of 

the benefits of using this primary option. 

 

The following priority levels will be available on all help desk tickets submitted. It is 

the responsibility of the employee submitting the ticket to assign a proper priority 

based on impact and urgency.  

 

a. Low – Doesn’t require immediate attention. An IT issue that doesn’t 

necessarily disrupt day-to-day operations. Estimated resolution would be 

1-5 business days. 

b. Medium – Request that is slightly more urgent then a low priority IT service 

request. IT problems that cause inconvenience to a user but do not 

prevent them from doing their work or disrupt the day to day operations. 

Estimated resolution would be 1 business days. 

c. High – This is a request that requires a quick response. These requests 

include significant disruption to day-to-day operations or require a quick 

turnaround time due to schedules or deadlines. These tickets typically 

require prompt action to prevent further issues or disruption escalating 

within the Township network. Estimated resolution would be 2-4 business 

hours. 

d. Urgent – This is reserved for issues causing significant disruption to day-to-

day operations. This includes the internet being down, the server is 

inaccessible, and a high-risk security breach. Urgent priority issues receive 

immediate attention from IT help desk support to isolate the issues, prevent 

further damage and return the Township to normal operations as quickly as 

possible. Estimated resolution would be to drop everything and respond 

ASAP. 

Urgent priority requests result in an automated text message being sent to 

the ITaC Director and all IT Support staff.   

 

3. Secondary Option – This is a secondary option if the primary option above is not 

available.  

a. For an information technology support request, send an email to 

itsupport@twp.northville.mi.us  

i. Types of requests that should be submitted include hardware, 

software, internet/network issues, email, phone and GIS request. 

b. For a communications request, send an email to 

communications@twp.northville.mi.us  

ii. Types of requests that should be submitted include website updates, 

social media post requests, and design and printing requests.  

iii. For a social media post, the request should include the name of 

event, the date, a description of it, its location, anything special to 

highlight and a photo or video (or a suggestion of what might 

illustrate the event) to use. 

 

VI. RESPONSIBILITIES: 

It is the responsibility of the Charter Township of Northville staff to report all requests for 

communications and support through the designated channel.   

 

VII. ENFORCEMENT: 

Employees who violate this policy are subject to disciplinary action. 

 

 

mailto:itsupport@twp.northville.mi.us
mailto:communications@twp.northville.mi.us
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