ANNEX A
FOI DOF/2023-0277
Request
| would like to submit an information request as follows:
What is the full profile breakdown of assistance requests submitted to ITAssist for the
year 2022/20237? for example what proportion of the requests are submitted as an

email, a phone call or over instant messaging.

Response

| can confirm that IT Assist within the Department of Finance holds the following
information in relation to your request, for the period 1st April 2022 to 31st March
2023.

Method of Request Number of Recorded
Incidents

Incidents Logged by Email 22,156

Incidents Logged by Telephone 112,169

Incidents Logged by Self Service 13,367

Total Number of Incidents Recorded 147,692

Total Number of Service Requests 105,867

Recorded

Please note that there is no process in place to manage assistance requests
through instant messaging.

Definitions

Please note that an ‘Incident’ is logged when staff wish to report an IT fault or when
something is broken that had previously worked.

A ‘Service Request’ is logged electronically when a new service, which had
previously not been provided, is now required.





