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Support Policies and Procedures
This document outlines the support policies and procedures for the Jama’at e-mail system. It underlines and highlights the protocols to follow when some one contacts support for assistance. The document is sub divided in two main sections:

· Support Functions and Responsibilities

· Support Request Handling Procedures

Support Functions and Responsibilities: 

1.

Every week a support volunteer has to verify the following services are up and running and active on the MDaemon UI:

· No Messages in Remote Queue ((If messages exist process them)

· No Messages in Local Queue (If messages exist process them)

· No Messages in Bad Queue (If messages exist process them)

· SMTP 

· IMAP

· WorldClient

· Anti-virus 
· Spam filters
 2. 
Go through the event logs: 

-     Start run > compmgmt.msc

-     Open event logs and rep

-     Go through the event logs and report all critical warnings to the administrator. 


Support Request Handling Procedures:

This can be sub divided into the following main scenarios:

· General Assistance

· Password Re-set

· Account Creation

· User List/Mailing List Creation

· Change in account configuration

General Assistance

The support account should be regularly monitored and support requests should be replied to with-in 24 hours at latest. A support volunteer should see the request to completion. 
Password Re-set



If a user contacts to re-set password, verify such user’s home address and phone number or AMI Number, and then re-set the password. Allow the user to login with the new password to verify and then change it accordingly. When in doubt of a user’s identity, call them back on their listed number to provide the new password.

Account Creation



All new account creations should be approved by General Secretary National Aamila. When you receive a new account creation request, send an e-mail to General Secretary at usa-general@amcusa.org to seek approval

User List/Mailing List Creation



All new user mailing lists should be approved by General Secretary as well.

Change in account configuration



Any changes in the account configuration, such as, being able to send or receive e-mail should be escalated to President Seattle Jama’at for approval.
By the grace of Allah Almighty you have been given the opportunity to serve the Jama’at by enabling it to function in a more efficient manner. May Allah Bless you all with His choicest of blessing, Ameen!
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