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I TS.USER, SI'PPC'RT DTVISIOIY HELPDISK PROCESS

Elementary and Secondary School Heads
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This Division

1. This is to reiterate OUA emor:aadum L4-O719-O24 signed by
Urdersccrotary Alain Del B. Pascua issued on July 8, 2019 regarding the ICTS-
User Support Division Helpdesk Process.

2. For appropriate action and immediate dissemination.

Reference:
OUA Memoraaduro 7 4-O7 19 -0244
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ICTS.USER SI'SFORT DNZISIO HELPDESK PROCESSSubject:

To esqpedite the advancemeflt of Helpdesk Support Services that will allow eflicient
management of iesues and to provide timely response to Information System [S] users by
formulating standardized guidelinee, the Information arrd Communications Technolory
Service {IC"S} t}rrough the User Support Division (USD) is introducing an uPdated prccess
of submitting concems to the Helpdesk Support ?ealar through an online form integrated
with a ticketing slrstem,

Elfectlve 10 July 2()19, all lssuee aod coacertrs Dust b6 submltted thto-gl' tlle
odiDD forrB. Further, the email address suonort.ebeis-listadetrrd.sov.ph will cease to
accept issues afld concerns on the said eutoff date. However, emails received uP to 30 June
2019 11:59 PM will still be addressed.

The access to this online form will be shared to the Regional Planning O1licers only,
following the escalation procedure of ICTS-USD. Schools must submit t]:e issues to the
Division Offrce. Division OIfice to lllter, consolidate and endorse issuea to the Regional
Office. Regional Ortrce to filter, consolidate, endorse and enqode issu€s on the online form-

For ttre time being, this memorandum is applieable for the LIS-BEIS systems. For
all other information sJrstems, emails traflsactions are still in effect ard current pmcess
ar€ still valid,

Please see attached Annex A - USD Escalation Procedure, AnnQr B - UgD Process
oa L,IS-BDIS Issues and Concems, Annex C - List of Service Requests and requirements.

For appropriate action and irnmediate dissemination.

thank you.

Oftrce of th6 UrdcisectctEry for
youth Formatiaa Baguio Teochers Canp, Mtetioh tacilities/*hoot B{ildings)
Department oI Educati,c[, Central OIIice, Meralco Av€nue, Pasig City

Roo,rl 519, Mabini Building Mobile: +63926O32O762t a.at1d-lixte'. +6326337203, +6326376nT
Eaai.L usec.adoir@eped.gov,ph; Facebook/T\,r,itter @depedtayo
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Auex B - USD Process otr IJs-BEIS oa l3slea cld Conceras

l. Flll out or ine form completely and state all the neceasarSr information regarding
the issue to be proce$sed accuratery.

2. DepEd or Gmail ernail address is required to aecess the form.

3. A request subEritted by the Regional Planning O.fEcer or a regional stalf on
his/her behalf tirrough the onlifle form will be considered as an endorsement.
No need to send hard copies.

4. Once the form is submitted, a. ticket number will be sent to the requestor,s and
school's email address provided in the form,

5. Use the ticket flumber to follow up on your r€quests. you may contact th.
Regional OIfice or call ICTS-USD Helpdesk landline and cellphone numbers for
follow ups.

6. Aside fmm the updates on open tickets, a spreadsheet rrith the ticket nurnber of
the issues will be shared to Regional Planning Officers for monitodng purposes.

7. fh.e requestor and school emait address can also re.€ive updates regarding tlleir
ope[ tickets eytry step of the process,

8. This is a FIRST ENTRY, FIRST SERVE basis. Requests received thru the online
form will be prioritized. Requests received tl.rrough all other means will take I}o
notice,

9. Avoid submitting multiple rcquests with the same concem. This witl decrease
the efticiency of the p(rceas.

1O, Submission of requeste must be 1 entry per school, per issue. Consolidate
similar isaues of a particular school. Example: 1 enry for School A LRN Merging,
another entry for School A Un-enrolinent, another entry for School B LRN
Merging.

l l.Ttse is oo need to physically visit the User Support Division offlce for issues to
be resol"ed, Requests frorn walk in clients will be queued within the ticketing
s)Btem ald not be processd. in$tantly.

12.For requests with incomplete details and missing requiranents, the ticket will
renain open until the lacking documents are received on or before the 3ottr day
frorn tlre date the feedback was sfart to the email address of tJre requestor and
sctrool. Otherwise, ticket will automaticaly be closed and new request must be
created re-attaching aJl the requirernents.

13.To submit the lacking requirements, another request muat be done online ciring
the ticket number of the original request for reference.

l4.An updated Request Forms will be available in the LIS Support page.

Is.l,astly, do _not wajt for the EO$Y Updating to resolve all enrohnent issues.



Anaex C - Llet of Sellce RoqueFts sr!.d Rcqulrefierts

LRIY [orging

2. LRI{ Rerctft tlon

A. U!-nerglng LBXY

4. Uorglag of Sctool ID

5. Rrolrcnlrg of
Errolment

Co[TGcthg Treasfcr
&oloted l*auec

7. Codlmrtlon of
It*rurfer ftoln Close.l
School

RFll in kcel format,
Scanned copy of RFOL with signature of School
Hea4
Additiorul if ruedd tunned mpg of Birth Ce\
Forn 137/ 138.

RFO2 in Elcel fonuat,
Scanned copy of RFry2 with signature of School
Head,
Adnilional (if needed): Scwmed apy of Birth Cert,
Form 137/ 136,

RF04 in Excel format,
Scanned copy of RFO4 with oignature of School
Head,
Adilitiona] (if tt*iled): Platocopg Birth Cer, Forfl
137/ 1s8.

RFLO in &rcel format,
ScaD{ed copy of RF1O with signature of School Head
For public school scanned co,py of Endorsement
Letter from Division,
For private school, ecanne{ copy of the approved
permit,

RF12 in B(cel format,
Scarrned copy of RF12 with siglrature of School
Head,

. Appmval of Process Ownet*

. RF13 in E:.cel format,
o Scanned copy of RF13 with

Head,
sigrlatufe of School

],37/rcaAddttiotal (if neded): Form

RS'14 in E:(cel fornat,
Scanned copy of RF14 with signature of School
Head.
Additional (i;f needed): Form 137/ 138



. RF15 in E)rcel format,

. Scannod eopy of RFIS with sigriatur€ of School
Head,
Add'ttional (if needed): Forlrt
Approval of Pmcess Owner+.

137/ 1s8,

RF 16 in Excel format,
Scanned copy of RF16 with signature of School Head
Approved permit.

RFIT in Excel forltraL
Scanned opy of RF17 a,it}l signah:re of School Head
Approved permit.

9. Upd.6rg of EEE
Progran Offerlag for
Schoolr lbro.d

1(). COC UDdrttag for
Echoob Abroed

*Appraual of the praess owner is utitkitt tlre ticketbg sgsten-


