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SCOPE
This document covers the support that will be provided by ICT Service Delivery for University printers.

PURPOSE
ICT acknowledges that printers are budgeted for and supplied by the Faculty or OU.  Before making a printer and/or consumable purchase, staff are advised to review the contents of this document and contact ICT on any matter that required clarification.  Failure to consider the recommendations provided within this document may lead to Faculty and OU being charged for printer issues.  In the event of on-going problems in support of the printers, this service may have to be re-evaluated in consultation with the Faculty or OU.

EQUIPMENT COVERAGE
This agreement covers the support of USQ printers.

SUPPORT COVERAGE
1. The support of the following is the primary responsibility of the Faculty or OU and not ICT support
· Paper filling as required
· Toner cartridge changes as required

· Clearing of paper jams

2. All paper and toner cartridges will be supplied by the Faculty or OU purchased via ICT procurement

3. For problems other than those listed above, the ICT Service Desk will provide support from 8.00am to 5.00pm Monday to Friday only excluding scheduled USQ holidays.  Problems encountered outside of these hours will be logged and prioritised via Heat on the next working day
4. All faults and service requests to be logged via the ICT Service Desk or ICT Self Service http://www.usq.edu.au/ict/staff/request.htm  
The following needs to be included for any jobs reported:

· A detailed description of the fault

· Specific error messages displayed on the LCD panel of the printer

· The tray number if paper jams are continuous

· Make and Model of the printer

· Location

5. When a printer malfunction occurs that cannot be corrected by ICT Support staff, ICT will source quotes from vendors for repairs on behalf of and subject to the approval of the Faculty or OU.

6. The Service Desk will endeavour to expedite the resolution of any printer problems as per the HEAT priority levels, however it cannot accept responsibility for delays caused by third parties such an external service provider or other ICT Support staff.
NEW PRINTER PURCHASES

‘USQ System Administration and Computer Support staff are often requested to network a wide-range of printing devices including personal printers, dedicated network printers, and multi-function devices.  Networking a device that is not fully supported on the University Microsoft server network can lead to inferior performance, operational deficiencies and other adverse consequences.  In order that all staff can make informed choices when selecting/purchasing a printing device, the following resolutions have been agreed:

· USQ staff must seek professional advice from ICT to ensure that the device can be networked and supported satisfactorily before any purchase proceeds;

· USQ recommends and prefers the purchase of Canon Multi-function devices and HP stand alone printers specifically manufactured with network connectivity built-in;

· All printing devices purchased should have a minimum 3 year parts warranty.

· Failure to consult with ICT staff prior to purchase may result in:

· Refusal to provide assistance to network the device; or

· The device networked on a fee-for service basis

GENUINE TONER CARTRIDGES
ICT recommend that for all printers needs genuine toner cartridges be used when purchased via ICT Procurement.
PRINTER PAPER
ICT recommend that any printer paper shall meet the manufacturer’s specifications.

USER REPLACEMENT PARTS
Manufacturer replacement kits are parts which can be replaced without voiding the printer warranty.  ICT can replace these kits only.  Any other replacement parts or maintenance must be carried out by a qualified service technician.

ICT recommend that where possible and subject to availability, genuine parts be used.

