
PINES Help Desk Workflow
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File Help Desk 
Ticket

Communicate 
ticket received 

within (1) business 
day

Dawn fixes?

Close Ticket

Need More Info 
from Library?

Provides Info to 
PINES (within 72 

hours)

YES

NO

YES

In Office?

NO PINES team 
member 

communicates w/
library within (1) 

business day

NO

NO

Fix Myself?

Open Ticket with 
ESI

NO

Close PINES 
Ticket

Open ESI Ticket

Add to Software 
Dev. Priorities

Communicate with 
PINES library 

within (1) business 
day

NO

NO

Communicate with 
PINES library 

within (1) business 
day

Tell us bug can be 
fixed and bolted on 

after testing

Requires 
development

Develop 
recommendation 
for development

Give to ESI?

Emily Adds to 
Software 

Development 
spreadsheet

NO

Open ESI Ticket
Communicates to 

PINES team within 
(1) business day

Close/Resolve 
ticket and notify 

PINES

PINES closes 
ticket and applies 
complexity rule

Provides more 
information

ESI Expectations -- #4-5 and 9 (Steve’s line of reasoning and goals email -- #1-2 
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