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Support Request Form Assessment 

Recommendations 

1. Revise the Support Request form to be conversational. Questions can focus on the problem the 

user is experiencing. Branch logic can be applied to the answers provided by the user to 

determine additional questions to present to the user to help ensure that IT staff receive 

essential information directly related to the issue being submitted. 

2. Create a Service Catalog documenting the services provided, how to get support for those 

services, and what a requestor can expect after submitting a request. Share this Service Catalog 

with Library staff. 

3. Update the information that the Library provides to the Office of Information Technology (OIT) 

via the ServiceNow Knowledge Base and update names and settings for our ServiceNow queues 

to make it easier for OIT staff to route or address tickets in a timely and accurate manner. 

4. Update workflows to increase consistency in how staff respond to and complete submitted 

requests. 

Background 

The Duke University Libraries (DUL) Digital Strategies and Technology (DST) division uses the online DST 

Support Request form to receive requests from DUL staff for technology support. The form includes 11 

options under the heading “What can we help you with?” The option selected by the user determines 

which support queue receives the request. The form requestor’s name, NetID and phone number are 

auto-populated and the user must fill out two fields: 1) Summary of the problem and 2) Description. The 

form presents the user with the option to attach a file, such as a screenshot.  

On October 24, 2022, Thomas Crichlow conducted a focus group discussion with 16 staff from DST and 

OIT whose departments receive requests through the DST Support Request form. The focus group 

discussion was conducted over Zoom, and attendees were invited by email. Attendees were asked to 

share their experiences receiving requests through the DST Support Request form in response to five 

discussion questions. See Appendix A for the discussion prompts and Appendix B for discussion notes. 

Between October 26 and November 2, 2022, Thomas Crichlow conducted a nine question online survey 

to assess staff usage of the DST Support Request form. An anonymous link was emailed to all DUL staff 

(approximately 250 staff) and responses were received from 52 staff. See Appendix C for the survey 

instrument and Appendix D for survey responses. 

https://support.lib.duke.edu/
https://support.lib.duke.edu/
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Participants  

We invited 18 DST staff and two OIT staff to a focus group session; all invitees are from departments 

that receive support requests submitted through the DST Support Request form. Sixteen people 

attended the session.  

We asked approximately 250 Duke University Libraries staff to take an anonymous online survey via a 

link emailed to them. Fifty-two staff responded to the survey, and all respondents have used the DST 

Support Request form. 

Key findings 

Focus group discussion 

Several needs emerged during the focus group discussion with IT staff who receive requests from the 

DST Support Request form: 

• IT staff need additional information from DUL staff who submit requests. This can be addressed 

by updating the form to ask a requestor fundamental questions about the problem they are 

having and then using branch logic based on the requestor’s answers to present fields to 

capture additional needed information; the form can be conversational.  

• DUL staff need more information about the IT services that are provided to them. This can be 

addressed by creating a Service Catalog that describes IT services to DUL staff, how to request 

support for those services, and what to expect after submitting a request.  

• OIT staff need up-to-date information to assist in routing or responding to requests. This can be 

addressed by updating information in the ServiceNow Knowledge Base and updating queue 

names and settings.  

Complete notes from the focus group discussion can be found in Appendix B. 

Online survey 

Fifty-two staff responded to the invitation to provide feedback about their usage of the DST Support 

Request form. 

Methods used to request support 

All 52 respondents use the DST Support Request form, with 25 indicating that they use only the form to 

request technology support. Just over 50% of respondents indicated that they use other methods to 

request support in addition to the form, with email being the most used at 42% and hallway 

conversations and Slack/instant message receiving approximately 20% each. Phone, Text, and Microsoft 
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Teams round out methods used with each receiving one response (Text and Microsoft Teams were 

methods listed in response to the option labeled “Other”). 

 

How easy or difficult is the form to use? 

Overall, over three-quarters of the respondents indicated that the form was easy to use (38% said it was 

extremely easy and 38% said it was somewhat easy). No one thought is was extremely difficult to use, 

although 10% indicated that the form is somewhat difficult. 
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Percent of respondents who use the method

I use the following methods to request IT support from DST
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How clear are the options listed in the "What can we help you with?" section of the Library’s 

Support Request Form? 

One in five indicated that options for requesting help listed in the “What can we help you with” section 

of the form are somewhat unclear. Another 8% of respondents indicated that the options are neither 

clear nor unclear. Fifty-two percent indicated that the options are somewhat clear, and 21% of 

respondents indicated that these options are extremely clear. 

Extremely easy
38%

Somewhat easy
38%

Neither easy nor 
difficult

14%

Somewhat difficult
10%

Extremely difficult
0%

Submitting a request using the Library's Support Request 
Form is:
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How well does the form meet user needs? 

A majority of respondents indicated that the form meets their needs with 13% saying it meets their 

needs extremely well and 44% very well; however, 35% indicated the form meets their needs only 

moderately well with 8% saying slightly well. 

Extremely 
clear
21%

Somewhat clear
52%

Neither clear nor 
unclear

8%

Somewhat 
unclear

19%

Extremely 
unclear

0%

The choices presented in the "What can we help you with?" 
section of the Library's Support Request Form are:
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Comments from DUL Staff 

Respondents to the survey provided a range of comments in response to questions five through nine. 

DUL staff indicated that they like having a single place to request Library-specific IT support, being able 

to include attachments or screenshots, quick responses from DUL’s IT staff, and being able to track their 

issue after submission. Staff indicated that finding the form and then having to use ServiceNow to track 

or follow up on their issue after the initial submission is difficult. Staff also indicated that the categories 

are unclear and that the follow-up they receive in response to a ticket is inconsistent. Some staff 

indicated that they thought they were more likely to get a response when contacting someone directly.  

In describing one thing they would like to change about the Support Request form, staff requested that 

the categories be made more intuitive and more closely related to user’s needs, that there be an easier 

to use ticketing system on the backend than ServiceNow, and that there be more consistent follow-up 

and resolution to issues.  

Full responses to the survey questions are listed in Appendix D. 

 

  

Extremely well
13%

Very well
44%

Moderately 
well
35%

Slightly well
8%

Not well at all
0%

How well does the Library's Support Request Form meet 
your needs when submitting a request?
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Appendix A: Focus Group Questions 

1. If you receive tickets through ServiceNow, how well do the queues that you are part of align 

with your current work? 

2. If there was just one thing you could change about the queues in ServiceNow that DST uses to 

organize its work, what would it be? 

3. Let’s move from your experiences with ServiceNow to the process of receiving tickets submitted 

through the DST Support Request Form; how does the existing system of receiving tickets 

submitted through the DST Support Request Form meet your needs? 

4. What do you find most frustrating about the existing system of receiving tickets submitted 

through the DST Support Request Form? 

5. We will be conducting a survey of DUL staff about their experiences submitting requests 

through the DST Support Request Form; what do you want to know from DUL staff who use the 

Support Request form? 
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Appendix B: Focus Group Responses 

Question 1 — If you receive tickets through ServiceNow, how well do the queues that you are part of 

align with your current work? 

• My queues are off by about 25 to 30% because of changes to my role. My position has been split 

up quite a bit, so my role is going to at least two or three different queues. 

• We have quite a few tickets come to our queue because it is named "library application 

services" in ServiceNow. We get things from the service desk that should be in another queue 

like Desktop, even though what we support is FOLIO and Aleph. This may be a training issue with 

people at the OIT service desk not understanding our queues. 

• We haven’t taken advantage of creating content for OIT to use in their knowledge base that 

would help OIT in sending tickets to the correct queues. This would make it easier for OIT staff 

who are triaging or escalating issue to know what to do with them. 

• When we know the information is in the knowledge base, it can help us educate OIT staff who 

mis-direct issues; we could point them to the knowledge base info 

• ServiceNow Knowledge Base has its own issues; even if the information in the knowledge base is 

valuable, navigating the knowledge base can be challenging. 

• Dorothy had previously done a lot of outreach with OIT in the past, but we don’t currently have 

someone in that role. 

• Some of the documentation OIT has from us is out of date. 

• The Digital Repository queue seems to align well. 

• Digital Projects queue has often been aligned with requests that come through that queue; and 

the queue has gotten quieter since we created the Drupal Website Content queue for the Web 

Editorial Board. 

• Digital Projects queue is a good example of a queue with an outdated name tied to an 

organizational department that hasn’t existed in years. 

• We can review the names of all of the queues. 

• I’m in three queues and feel like that can be a bit too much; we get a lot of automated tickets 

from OIT, and perhaps those could go somewhere else than the actual requests from people. 

• Our work sometimes makes it hard to find a distinction. In some cases it is one person’s 

responsibility to do a particular thing. 

• At one point we set up an umbrella group for support, but folks may be confused by that now 

that our structure has changed. 

• Maybe there is some easy cleanup we can do to make ServiceNow queues and info in the 

Knowledge Base more up-to-date. 

• Shortly after presenting at First Wednesday about using the Drupal Website Content Change 

queue to submit requests to the Web Editorial Board, requests to that queue increased and 
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requests to the Digital Projects and Web Services queue decreased. But it also seemed that we 

started getting a lot more requests to the Drupal Website Content Change queue that weren’t in 

the right queue — people seemed to use the queue simply because they heard someone say 

"use this queue" during a presentation. 

• As a new employee, I heard about Drupal (and I knew what the application was), but I did not 

know what part of DUL’s website it referred to. 

Question 2 — If there was just one thing you could change about the queues in ServiceNow that DST 

uses to organize its work, what would it be? 

• Simply renaming queues would make it easier, even if we only changed it on the form. 

• Updating the names would make it easier for people to send things to the right place. 

• We could make it more clear when to use the After Hours queue. I’m not entirely sure what that 

queue does behind the scenes. 

• I’ve never understood how to report an outage during times when it isn’t after hours. Seems like 

in some queues, tickets might not be looked at for a few hours. How do we submit urgent 

requests? 

• I just have to cross my fingers and hope that somebody on the IT side would look at the ticket 

quickly, and that is really frustrating. 

• In addition to the queue names, there are other settings for queues that we need to ensure are 

correct like the managers for a queue, the escalation path, the SLA for response time. 

• We don’t have clear expectations for how we deal with tickets. 

• Sometimes people use chat or email rather than a ticket. Sometimes this is because they expect 

a better response from chat or email, and at other times it seems like people don’t know about 

the Support Request Form or where to find it. 

• Some disagreement on using ServiceNow vs. using chat and email. Even among DST staff, some 

people simply don’t like ServiceNow. 

• Important that someone monitors queues when primary person on a queue is on vacation. 

Cross-training is helpful for this. 

• Some people are okay taking things directly from Slack, such as from Product Owners. 

• In addition to updating queue naming on the form, I’d like to see the form simplified; there are 

too many options on the form. 

• Maybe there is a way to re-conceptualize the form and the language and options there. 

• Would it be helpful to split this into two separate forms? 

• Is there a way to include an urgent button for when people need to bypass the regular options, 

such as when major systems are down? 
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• There are concerns about alternative communication; we’ve worked really hard to stop that and 

to get people to use tickets. Seems like there is tension between using the form and using the 

alternative pathways. 

• Would be nice to have a ServiceNow instance that is more focused on our needs rather than 

being so focused on the Health System. 

Question 3 — Let’s move from your experiences with ServiceNow to the process of receiving tickets 

submitted through the DST Support Request Form; how does the existing system of receiving tickets 

submitted through the DST Support Request Form meet your needs? 

• It does a good job because it allows DUL staff to submit requests without having to go into 

ServiceNow. 

• We could work on templating changes to help staff submit better tickets. Staff too frequently 

submit tickets without including needed information.  

• We could have an FAQ or Knowledge Base for staff use. 

• DUL staff have vastly different understandings about how to submit tickets and of how fast they 

are going to get a response to things. 

• The form tries to clarify or help channel tickets into our queues. 

• There is room for improvement, but it is helpful that we have a form that helps channel requests 

rather than sending staff straight into ServiceNow — that would be more daunting. 

• The form is an attempt at self-triage. 

Question 4 — What do you find most frustrating about the existing system of receiving tickets 

submitted through the DST Support Request Form? 

• Trying to get reports. The Support Request Form doesn’t support reporting. ServiceNow makes 

it difficult to do reporting. 

• There is such a wide range in staff comfort with communication about technology. 

• If people are submitting to my queue, I wish we could force staff to provide certain information. 

• I wish the form was more intuitive. 

• The Support Request Form does screenshots well, but ServiceNow does not. 

• If we customized some of the experience, it would make it easier for people to give us the 

information we need. That would reduce frustration and reduce the back and forth with 

submitters following their initial submission. 

• Staff sometimes treat the initial submission of a ticket like the start of a conversation and they 

fail to include basic, critical information about their issue. 

• For example, people can submit "the website is down" without identifying which of our dozen 

websites is down (is it the catalog, the Drupal site, a database?) 

• It is frustrating that sometimes requests are submitted without a user name or ID. 
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• It would help to know more about how the ServiceNow API works; it is not a modern API and is 

a black-box. Not much support for using the API. 

• It would be nice to have more control over our instance. 

• It is frustrating the the existing system is not RT. 

• It is frustrating that some staff don’t use the system when they could use it. 

• Are people bypassing the form because they don’t like to use it or because they don’t know to 

use it?  

• Or is it simply easier to bypass the form and let the person on the other end of the email figure 

things out? 

• Is it time for Kuali? 

• It is frustrating that once something goes into ServiceNow it is hard to get stuff out. 

• It is difficult to track down communication on a ticket. Sometimes search works and sometimes 

search doesn’t work. 

• We need a service catalog. 

• A Service Catalog is an ITIL concept, but you don’t have to use ITIL to understand it. 

• The Service Catalog describes the services we do and has links to forms if you need help. It also 

gives people an idea of how long it might take to get help with something. 

• It is a better way of presenting information to end users. 

• They are very common in IT and would be helpful if we had something similar. 

• Although ServiceNow might support a Service Catalog, we would prefer to create one 

somewhere else like Drupal. 

• Creating a Service Catalog would be its own project. 

• A Service Catalog would also be helpful in onboarding new staff to DST. 

• When the three BAs were onboarded in LSIS, Karen spent time with onboarding, shepherding 

and teaching them to build their knowledge base about how the library does things. 

• In addition to being helpful with onboarding, a Service Catalog would be helpful for current staff 

in understanding what we do. 

• The interface in ServiceNow is clunky and I’ve missed that there was an attachment with a 

ticket. 

• That the DST Support Request Form is hard to find makes it harder to use. 

• A link to the form used to be part of the roll out of new computers. 

• It is important that the form be highlighted to staff when they receive a computer. 

Question 5 – We will be conducting a survey of DUL staff about their experiences submitting requests 

through the DST Support Request Form; what do you want to know from DUL staff who use the Support 

Request form? 
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• It would be helpful to know about people’s expectations for reply following their submitting a 

ticket. 

• It would also be helpful to know people’s expectations around priority for their tickets. 

• I also wonder how we can signify priority for tickets. 

• When a system is down, we will jump on the issue, but when an issue is more routine, it will 

have a lower priority. 

• Would help to do some form of training for the people triaging tickets, such as OIT staff. 

• The Networked Discovery System document was helpful in helping people understand our 

systems and who worked with them. 

• A natural conversation such as "let me tell you about my work" can be helpful and then 

questions that come out of that can help us see what kind of documentation is needed. 

• It is not fair to expect staff to understand all of the nuances of DST and how we support systems. 

It is not helpful to put such a cognitive load on staff, making staff figure it out. 

• Figuring out which queue to use for a request is problematic. 

• If we make things easier for staff, then we have to do more work, but if we are interested in 

doing good customer service, then maybe that is a worthwhile investment. 

• If there are times when staff may not understand what queue to select when reporting a 

problem, would they be better able to use a form that allows them to say they are having a 

problem with "X", and when they choose that, it sends them down a branch in the form that is 

tailored to that problem and prompts them for the information we need? 

• That would be more work for Michael to do in creating the form. 

• Too often staff don’t give us needed details when they submit requests and it takes a lot of back 

and forth to pry those details out of staff. 

• Do people even have a good mental model of what a good support ticket is? 

• Do we have to do a lot of staff training for staff to know how to submit a good ticket? Providing 

the information we need for a good ticket is not something that comes naturally. 

• Are staff more comfortable with a more conversational model for requesting support? 

• Would a more conversational approach to the form be beneficial to staff and support our 

receiving the information we need? 

• Would it help if we clarify what system a request is going to, so staff understand that a ticket is 

going to the ServiceNow system? But there are other options that don’t go to ServiceNow. 

• The information that I most commonly have to look up is the NetID of the person involved. 

Would be helpful if that came in the form submission. 

• Submitting tickets to ServiceNow using OIT’s site includes a cool-down period before another 

ticket can be submitted, some tickets I’ve submitted did not go through because of that. 

• The cool-down period may be an effort to block spam. 

• People may be happier when things are self service or when things don’t break. 
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• Could we put more effort into making systems more reliable and reduce the need for requests? 

• I like that when you submit a ticket on the SpringShare site, they ask how you are feeling as part 

of the ticket submission. 

• We can consider what categories would be helpful for people submitting tickets. 

• People seem confused about the distinction between servers and applications. 

• If someone has an issue with a file share, they think that is a server issue. 

• DUL staff understand the language differently than DST staff. 

• There are multiple languages spoken in the library such as IT, Public Services, Tech Services. 

Even within IT there can be differences such as Desktop, DevOps, web interfaces. 

• What language do we use within the form? 
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Appendix C: Survey Questions 

1. I use the following methods to request IT support from DST (check all that apply) 

a. Please describe the other methods you use to request IT support from DST (methods 

other than those listed in the previous question) 

2. Submitting a request using the Library’s Support Request Form is: 

3. The choices presented in the "What can we help you with?" section of the Library’s Support 

Request Form are: 

4. How well does the Library’s Support Request Form meet your needs when submitting a request? 

5. What do you like most about using the Library’s Support Request Form? 

6. What do you like least about using the Library’s Support Request Form? 

7. Please describe one thing that you would like to change about the Library’s Support Request 

Form: 

8. If you don’t use the Library’s Support Request Form, please tell us why: 

9. Feel free to share other comments or questions about the Library’s Support Request Form: 
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Appendix D: Survey Responses 

Question 1 — I use the following methods to request IT support from DST (check all that apply) 

Choice Number of responses 

The Library’s Support Request Form 52 

Email 22 

Slack or Instant Message 11 

Hallway conversation 10 

Other* 2 

Phone call 1 

Total responses 98 

*Other responses: Microsoft Teams = 1 response; SMS Text = 1 response 

Question 2 — Submitting a request using the Library’s Support Request Form is 

Choice Number of responses 

Extremely easy 20 

Somewhat easy 20 

Neither easy nor difficult 7 

Somewhat difficult 5 

Extremely difficult 0 

Total responses 52 

 

Question 3 — The choices presented in the “What can we help you with?” section of the Library’s 

Support Request Form are 

Choice Number of responses 

Extremely clear 11 

Somewhat clear 27 

Neither clear nor unclear 4 

Somewhat unclear 10 

Extremely unclear 0 

Total responses 52 
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Question 4 — How well does the Library’s Support Request Form meet your needs when submitting a 

request? 

Choice Number of responses 

Extremely well 7 

Very well 23 

Moderately well 18 

Slightly well 4 

Not well at all 0 

Total responses 52 

 

Question 5 — What do you like most about using the Library’s Support Request Form? 

• it works for small issues if there’s no urgency.  

• It will result in a record of the request and the fulfillment process can be tracked. 

• I don’t have to use ServiceNow. The Library’s Support Request form has Library-specific choices. 

• The summary and description fields make it very simple to put in information and explain what 

you need help with. And the screen itself is simple, one column, and I don’t have too many clicks 

to do to submit a ticket. 

• I like that the form allows attachments and screenshots.   

• It’s relatively simple 

• a single place to go--don’t have to know exactly who does what 

• It allows me to provide a screen shot or file if I need to do so.  I’ve memorized the address and I 

know where to go to when I need to report something. 

• Easy to remember URL  

• I know where to go to put in a ticket. 

• How much it covers 

• It’s just pretty straightforward to use. 

• I usually get a very prompt response. 

• The question marks that detail what each designation means. 

• It’s nice to have one specific place to go to submit my question. I like a form, so I can explain in 

detail what I need. 

• Generally works OK and issues generally get addressed quickly by an appropriate person 

• It’s quick, seems like it’s gathering the right information. 

• Having a solution to my request. 

• I like the many choices given and the explanation of each option. 

• Special categories for library specific needs.   Simplicity/ease of use. 

• The form has been consistent over the years.  
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• I like that it is a one-stop shop. I feel confident that my request has entered the correct queue.  

• The ability to put issues in writing and have the request tracked. 

• I can tell you the problem quickly. 

• I like the convenience of submitting a ticket/form from anywhere. 

• It’s a single place to access help on a variety of issues, and it covers the bases I usually need. 

• It prompts me for all the information I need to provide 

• It really is pretty easy to fill out.  Although maybe this question doesn’t regard response, I’ve 

also been happy most of the time with the team’s rapid response. 

• It’s simple and straightforward and I always get a response relatively quickly 

• Documentation of when I submitted a request 

• It allows me to submit a need between meetings or while needing to do other things, without 

having to track someone down. 

• I have always had efficient and quick response for my Support tickets. 

• Easy to use 

• supporting an attachment for illustration of problem  

• The fields that prepopulate 

• It’s pretty easy, and then there’s an official record and workflow for getting my issue dealt with. 

There’s a record of everything. It always works well.  

• Has typically worked well for getting Desktop Support issues resolved. 

Question 6 — What do you like least about using the Library’s Support Request Form? 

• it can be hard to know what sort of turnaround or response time to expect, and i would like to 

be able to indicate how best to reach me (for example, collecting my phone number is 

pointless). 

• It ends up going to OIT’s ticket system, which is horrible, confusing, difficult to use, and lots of 

other negative adjectives. :-) 

• The form is confusing. The form doesn’t provide fields for gathering specific information 

relevant to the problem I’m reporting. 

• The naming conventions of the groups are confusing, and it can be hard to know how to get 

immediate help with something like an outage versus something that is not urgent and can be 

handled in a few days. 

• I don’t like that it’s not always clear what will happen once I submit a request form.  Sometimes 

I hear right away from a person I know well, sometimes I hear from someone I’ve never worked 

with (which is fine so long as I’m not bounced around unnecessarily), sometimes I hear nothing 

for days or even weeks, sometimes the ticket is closed and the conversation shifts to email, etc.  

These outcomes aren’t all bad, but having more consistency, or knowing what to expect once I 

submit a ticket would be helpful.  
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• There are too many choices 

• my tickets are sometimes closed with no resolution, and I have to submit a new ticket to put it 

back on the radar. 

• I never can remember the different departments or their names.  I forget that the information is 

listed under the ? symbol.  If I remember to look the information provided is very good. 

• Can feelsinstitutional  

• The tickets appears to go into a void and I would prefer to have a reply from the person who 

picks up the ticket that the problem is being worked on if there’s no quick resolution. 

• I wish the categories were more intuitive. 

• Occasionally I can’t find a support category that matches what I need help with, so I just take a 

stab in the dark.  

• It’s often not clear to me which category of request I should select 

• The choices with broad labels (Digital Projects & Web Services, Specialized Computing 

Environments, Servers & Systems Operations) are more confusing because I have to choose 

several to find the topic I’m seeking.  

• I both like and don’t like that everything goes on the same form. Sometimes I am confused 

because the form has both software and hardware issues rolled into one. 

• I can also never find where I can see my open requests.” 

• It’s unclear sometimes which option I’m supposed to click. Also, I don’t always understand who 

is going to see this message. I feel like you have to explicitly explain you work in the libraries, or 

you can waste a lot of time going back and forth with a general IT person who has no idea what 

you are talking about. 

• some stuff now gets routed to OIT, where I’ve had trouble getting the issue dealt with and 

needed to just email someone I knew here in the library. (2) limit to one attached image 

• Finding the link to it -- last time I put in a ticket I had an old address in my bookmarks.  But that’s 

on me. 

• I work on different computers and don’t always remember the link to the form. 

• I sometimes wish that I knew who got the request, especially if I need to follow up with 

additional information or if it’s taking a while to get a response.  

• Nothing now that ‘Technology Purchase Request’ has been added as a category. 

• It is sometimes difficult to remember which radio button to choose. For certain types of 

requests (e.g., DDR-related), it’s easier to reach out via Slack and then determine if it needs a 

support ticket 

• The “What can we help you with?” check boxes lack a hierarchy, presenting options at 

inconsistent levels of abstraction. It is a hard list to wrap your head around. 

• It’s confusing that there is a “Request Item number,” a “Task” number, and a “Ref” number. All 

three are completely different numbers. Example: 
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Request Item RITM4524441  

Request Number: TASK6217717 

Ref:MSG91111622 

Also, there seems to be no way to confirm if anyone saw your ticket, if anyone is working on it, 

and, if and when, someone may get to it. There is only the initial e-mail confirming that you 

have submitted it.” 

• Sometimes it takes a while to get an answer. 

• As far as I know, I’m not able to submit any further comments on my ticket or see if it is 

pending. I think that would be helpful. 

• Digging through my bookmarks to find the link! 

• Sometimes I have colleagues who aren’t sure about which category to use, or even whether 

something is a OIT/DST kind of ticket. It might be helpful to have a brief blurb on “these are our 

tasks, these aren’t” offered somewhere.  

• Sometimes it does feel a little bit like we send a ticket and aren’t sure if it was received by a 

human or not, but I know that’s part of being a busy office, so we all try to be patient.” 

• having to maintain a shortcut to the form in my bookmarks 

• Once in a while I found it a little hard to figure out which check box to categorize it under, but 

there’s a comments box that solves that minor problem. 

• For a while it was hard to remember whether I had the right link--it seemed like it changed a few 

times over the last few years. It can initially be a little unclear what category applies to what 

issues, but the little “?” pop-ups take care of that so it’s not really a problem. 

• I guess the form itself is OK. It’s the process that happens after that that I hate. Having 

everything go through OIT is a mess and even when I am completely unable to work it galls me 

to see the priority as 3-Low or 4-Low. 

• Trying to figure out what to select. Transparency of who is working on something. Whether an 

issue is system-wide or individual. 

• Depending on the staff member, communication is inconsistent and our needs are sometimes 

blown off. 

• trying to explain the problem succinctly and remembering the link - ie which comes first, 

support or lib 

• If I am remembering correctly, I can only attach one file instead of two or three which I needed 

to with a prior ticket.  I could be incorrect though.  It has been awhile and could have been 

another support system for a different platform. 

• Takes too long for someone to help you 

• it is difficult to follow up when there are additional questions, sometimes we get a message 

from the system, other times directly from the person assigned the ticket. When in the system it 

is not easy to figure out where to put comments.  I’ve had tickets incorrectly closed, when I go in 

to reply that the  problem is not solved I get no response and have to open a new ticket. 
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• 1. I always have to use the category for desktop support, even if that is not the problem.  

There’s not a good choice sometimes that covers what I need. 2. There isn’t a place to copy my 

supervisor or department head, so they cannot see my ticket or check on its status. 

• Having to re-submit a ticket for same issue. Having a recent experience (ongoing) about an 

unresolved issue, it might be nice to link the Request Item tickets as part of a single albeit 

multiple step transaction.  

• It is not timely, especially now that it needs to be routed through OIT.  I just received a closed 

ticket notification for a ticket I submitted 6/3/22.  This is not the first time.  I had one ticket that 

never was responded to and the need for it elapsed.  Also, it is very difficult to describe a 

process in text form and attaching images is not the easiest process either.  After you submit a 

ticket and log out, you get an error message.  That is very disconcerting! 

• Sometimes I’m not sure I’ve selected the right option in “what can we help you with” section, 

which I know can route it to the wrong person, and cause extra work. 

• At times in the past, I had trouble finding it when needed. 

Question 7 — Please describe one thing that you would like to change about the Library’s Support 

Request Form 

• Technology Purchase Request is confusing if I’m trying to onboard a new staff member. Maybe 

‘Technology Deployment Needed’ is more accurate?  

• Use a different ticket system on the back end - one that makes more sense to those requesting 

support and not just those providing the support. 

• Make the form more user focused. Organize it around the user’s need to report a problem 

rather than around an outdated organizational structure for the DST division. 

• Naming conventions. 

• More consistency in follow-up and resolution would be excellent.  I feel this is improving, and I 

hope that I’ll continue to see improvements as we settle into new org/reporting structures and 

OIT becomes more fully staffed. 

• Ideally I’d want to remove all of the radio buttons and just have a simple form to submit along 

the lines of SpringShare’s form: https://ask.springshare.com/ask But short of that, we could at 

least present the options in a less overwhelming way (a. multistep / branched kind of thing) 

• It would be good to get acknowledgement that someone is actually working on, or will work on, 

the project. We get an auto respond that it is received, but then it can be weeks with no word. 

Not sure if it’s been forgotten, or is taking some time, or what. 

• Maybe some way of reminding us to look for more information under the ? 

• It should be much more colorful. A little Roy G Biv can really spiff up the old rag.  

• Make the categories more intuitive or clearer--less tech-y maybe 

https://ask.springshare.com/ask
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• Change the categories/provide new/updated guidance on categories. For instance, I’m in 

conservation. Do all of my requests go through the “specialized computing environments” 

category? Even if it is desktop support? 

• Reporting website outage both during and after hours should be in a separate category by itself 

for easy access. 

• Having a better sense of when I might get a reply back. It can take a very long time to get a 

response. Also, a way to explain that I work in the libraries. 

• allow >1 attachment 

• Seems to work fine for me, I wouldn’t change anything for the sake of changing it. 

• To know when someone  gets the ticket or when to expect a response.  

• Really can’t think of anything more the form could do.  My real complaints are with the 

underlying ServiceNow system OIT uses and y’all can’t do anything about that. 

• Better clarity around the radio button options and when to choose each one 

• A reorganization of the help check boxes. 

• Nothing that I can think of. 

• I think making it more into a ticketing system might be helpful so that I can comment in case my 

issue has resolved before an IT specialist get back to me. 

• It might be helpful to have a references section - somewhere we could add things like “I talked 

to Richard about this last year” or “my colleague had this problem resolved on xx/xx/xx and 

their computer is xxxxx” to help potential speed up resolution by relying on past documented 

fixes? 

• I think maybe adding a note to the form about which workflow to use / people to contact about 

needing new or replacement equipment. 

• When you select Desktop Support there’s an automatic pop-up requesting your laptop code 

which is not always relevant, but since that field isn’t required it’s not a huge issue. 

• The form works. 

• prefer follow up to be done through email, or at least consistently in one place or the other. 

• Add a way to copy supervisor and/or department head 

• The ability to attach images directly in the field, like Teams does 

• My phone number at work auto populates, but I’m rarely at work anymore. This is probably the 

case for many hybrid workers. It would take me a week to get a message if someone left me one 

on that phone. Does that field being there automatically imply that we can be reached at these 

phone numbers easily? Should we change something about the phone field, if many people are 

not likely to get phone messages?  

• I think the categories and descriptions need to be updated to better reflect the current state of 

affairs. 
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Question 8 — If you don’t use the Library’s Support Request Form, please tell us why 

• It often feels easier and more effective to use email, slack, or an in person conversation. 

• Most times I rely on the ticket system to report problems.  I know that I am not supposed to call, 

but there are sometimes where I just want to ask an informational question and it feels 

ridiculous and time consuming to use this form to just ask a question, like “I needed to do an 

update on my machine, do I also need to update machines X, Y, Z?” or report that I am seeing a 

particular issue that I am not sure is a really a problem or just me not know how something 

works.  If the answer is yes put in a ticket I am happy to do so, but sometimes I just need a quick 

answer when I see an issue and then I think that it takes longer on both ends to get the 

information I need when I have to put in a ticket. 

• I thought it was the law. 

• Lack of response in the past. Feeling patronized or not listened to by IT staff in the past.  

• Many of my staff text a DST person directly because he will only respond to certain people in a 

timely way. It is frustrating to navigate a ticketing system that should work and situations where 

public machines/equipment is out, but the staff member will only respond if someone he likes 

contacts him via text. 

Question 9 — Feel free to share other comments or questions about the Library’s Support Request Form 

• it is hard to find the link 

• Can we get a little ? with hint text for the Aleph option? Karen and I both noticed in the DST 

open session that we didn’t have anything listed :-P 

• Thanks for seeking our input!  

• I appreciate you / us taking the time to improve the form! 

• sometimes the only way to get something done is to directly reach out to an individual and ask 

them to do something. I’m never sure if using the form actually is the most direct way to request 

help. I fully understand that not everything can be addressed immediately, but I’ve had some 

problems that lingered for over a month because there would be no response, and then the 

ticket would be closed, and then I had to put in a new ticket. Would be good to just know “this 

will take several weeks” to be assured someone knows about it. 

• Could it be possible to have the option to upload more than one file? 

• This and other forms (e.g. Facility Request) should be included in new staff onboarding info. 

• I’m always a little perplexed about who gets these and how to follow up if I need to. 

• I would like to keep using it--I find the OIT support channels much more confusing, and I like 

how simple this form is and how it already has categories relevant to topics I find myself 

needing help with. 

• It would be nice to have an alternative means of communication via email for very simple 

questions akin to  askref, asktech,  perkins-requests emails.   
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• whoever monitors can always refer questions to use tickets if issue is more complex. 

• I didn’t know there was a way to do it on Slack, but then I’ve only recently downloaded it. Would 

love to know about that option. 
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Appendix E: Screenshot of Support Request Form 

The following is a screen shot of the DST Support Request Form taken on November 18, 2022. The 

contents of the form are described on page 1 of this report. 
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