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Service Orientat ion
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Head of Engineering
Ashly comes with 10 years of operations leadership 
in the thick film circuit board printing industry.  Led 
a successful acquisition integration and 
transformation of CMS Circuits. Educated in 
Operations Management from Southern New 
Hampshire University, Ashly is well suited in 
leading the global enterprise.
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Our help desk is available for phone 
support calls 6:00am - 6:00pm, 
Monday – Friday.

Email – help@imit.com

Visit – Partner Portal

https://partner.imagineiti.com

Call – 952.224.2900

Response Time during business 
hours

Urgent Help Desk issue impacting 
multiple users = 30 minutes.

Urgent Help Desk issue impacting a 
single user = 2 hours.

Lower-urgency Help Desk issue = 1 
business day.

There are various types of non-urgent 
issues that may be scheduled for up to 
3 days out or longer.

Emergency after-hours : Call in 
only.

952.224.2900

After-hour requests submitted via 

Email or Portal will not be responded 
to until the next business day.

You will be prompted to approve 
billable time and moved to a 
dispatcher.

The dispatcher will take your info and 
reach one of our on-call technicians 
who will be able to assist with your 
problem.

SUPPORT HOURS & RESPONSE TIMES

866.978.3600
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Occasionally you may see a 
popup chat window for fast 
Q&A and/or for us to ask you 
for an exact time for service.

NOTE:  You will be 
asked permission 
before Screen 
Connect is utilized in 
case you are working 
on sensitive data.

SUPPORT BEST PRACTICES
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I M A G I N E  Y O U R

I T  S T A R S

A L I G N I N G

Good Example of a Detailed Problem Description:
Laptop intermittently rebooting. Problem started 2 days ago. Rebooting happens 3-4 times a day, 
always on or around the same time. Error box pops up right before system shuts down (screenshot 
attached). I can be contacted at xxx-xxx-xxxx between 3:30-5:00 PM today or tomorrow.

Bad Example of a Problem Description:
"Computer rebooting. HEY?! I NEED THIS WORKING!!!"

Self-Service Tip:
Before submitting a ticket, try rebooting the computer or resetting your password. Often, simple 
solutions can resolve the problem quickly. If these don’t work, don’t hesitate to reach out!

For Quality-of-Service Concerns:
Contact your organization’s Admin or your dedicated Business Relationship Manager for any 
escalations or concerns.

TIPS FOR BEST SERVICE RESULTS
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I M A G I N E  Y O U R

I T  S T A R S

A L I G N I N G

• IMPORTANT: Once the ticket gets triaged you will receive an 
automated Email notification that states the estimated amount of time 
before we start working the ticket.

• Please reply if you want a faster response and state an exact 
time to be contacted.

• Please send a screenshot if applicable. To do so, launch the 
“Snipping Tool” app or “PrintScreen” CTRL+SHIFT+

B E S T  S U P P O R T  P R A C T I C E S
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Quarantine

SUPPORT NUANCES-EMAIL QUARANTINE

Your Email
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SUPPORT NUANCES-SECURITY UPDATES AND RESTARTS

Locking, but leaving your computers on at night for 
critical patching and security updates.

If possible, shutting down and restarting your computer 
once a week
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AND Leave a comment!

CUSTOMER SATISFACTION SURVEYS
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NAVIGATING THE 
PARTNER PORTAL 
& TIPS
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https://partner.imagineiti.com

PARTNER PORTAL

Your Company Name 
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P A R T N E R  P O R T A L

https://partner.imagineiti.com

Your Company Name 
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P A R T N E R  P O R T A L

https://partner.imagineiti.com

Your Company Name 
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https://partner.imagineiti.com

PARTNER PORTAL

Your Company Name 

How many people have 
tried “Read Aloud”??
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https://partner.imagineiti.com

PARTNER PORTAL

Your Company Name 
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https://partner.imagineiti.com

PARTNER PORTAL-TICKETS

Your Company Name 
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https://partner.imagineiti.com

PARTNER PORTAL-TICKETS

Your Company Name 
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P A R T N E R  P O R T A L - C O U R S E S

https://partner.imagineiti.com

Your Company Name 


