Contoso IT FAQ
Answers to common IT questions for Contoso employees. The IT help desk agent uses this to answer general questions about IT services, policies, and support.
Sample content for demonstration purposes only. Does not reflect real Contoso policy.
Support and contact
What are the help desk hours?
The Contoso IT help desk is staffed Monday to Friday, 7:00 AM to 7:00 PM local time. High-priority tickets are monitored 24/7.
How do I reach the help desk outside chat?
Email helpdesk@contoso.com or call extension 4357 (HELP). For anything blocking your work, the fastest path is to ask this agent to log a high-priority ticket.
How quickly will my ticket be answered?
High priority is responded to within 1 hour, Medium within 4 hours, and Low within 1 business day.
Devices and access
How many devices can I enroll?
Each employee can enroll up to three Contoso-managed devices: one laptop, one phone, and one tablet. Additional devices need manager approval.
What is the password policy?
Passwords must be at least 12 characters and include one number and one symbol. They expire every 90 days and cannot repeat the last five passwords.
How do I connect to Wi-Fi?
Use the Contoso-Corp network with your standard work credentials. The Contoso-Guest network is for visitors and does not provide access to internal systems.
Software and data
How do I request new software?
Ask this agent for the application you need. Approved apps are installed from the Company Portal; anything not on the approved list goes through a security review.
Which apps are self-service, and which need approval?
Self-service apps install immediately from the Company Portal. Apps that require manager sign-off (for cost or licensing reasons) trigger an approval request to your manager before installation. See the Contoso Approved Software List for the current list.
How is my work data backed up?
Files saved to OneDrive and SharePoint are backed up automatically. You can restore previous versions or deleted files within 30 days; for older recovery, ask this agent to log a ticket.
What should I do if I suspect a security issue?
Report suspected phishing, malware, or a lost or stolen device immediately. Ask this agent to log a high-priority ticket and the security team will follow up.
