
Exciting changes are happening 
within BVSD’s IT Division, espe-
cially over the last few months! Our 
initial focus has been realigning 
our efforts to create a service based 
organization. This means our main 
priority is to provide high quality 
service to our teachers, students, and 
staff while providing the support 

necessary to ensure the highest quality learning in the 
classroom. 
	 I have personally learned over the last few 
months that our IT team is a group of energized and 
committed individuals who have much to offer.   It 
has been, and will continue to be, a pleasure to lead 
and work with this team. 
	 I now ask you to assist IT with our new ser-
vice model by following the updated service request 
procedures, which are included in this packet.  I also 
encourage you to read and keep this packet, which 
contains additional How-To’s, FAQ’s and what to look 
forward to regarding IT services during this upcom-
ing school year.
 	 I look forward to the new school year and I am 
confident that our new IT service model will provide 
excellent support and services for you and your school.

Welcome back to the 
new 2010-11 school 
year. Over the long 
days of summer, our 
BVSD IT Division has 
undergone many posi-
tive changes including 
leadership, department 

re-organization, and implementation of more ef-
ficient procedures. Our new CIO, Andrew Moore, 
offers invaluable expertise in creating effective, 
service based organizations, in addition to a 
wealth of technical knowledge. Our entire IT Divi-
sion has worked hard over the last few months to 
begin implementation of these changes and to pre-
pare for the start of the school year. I am excited 
about these improvements and support the new IT 
vision of providing service that supports learning 
in our classrooms.
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IT Attractions 
 

 
 
Digital Content Initiative  
 It’s full steam ahead as we roll 
out our bond-funded MediaCast 
digital content library to all teachers this year. We 
are also doubling the video resources this fall and 
are launching a creative lesson plan contest for 
all schools in January. 
 
Teaching & Learning 
 Special Projects: We will be 
expanding several Impact on 
Education and grant-funded projects affecting 
multiple classrooms this year: the Take My 
Teacher Home kindergarten literacy project will 
be expanded to eight more classrooms; the S2P2 
Science podcasting project will be doubled in 
size, and five schools will be involved in a Texas 
Instruments funded project using 3D (like in the 
movie Avatar) in classroom instruction. 
 Visual Projects: Powerful new instructional 
courses are being developed and 
rolled out for teaching staff this year, 
in support of our Digital Content and projector 
initiatives. These classes include: 21st Century 
Teaching with Video, and transformational use of 
projectors in the classroom with Visual Teaching, 
and Doc-Cam Kung Fu. These resources will be 
offered  in face-to-face settings, and shortly 
thereafter, online. 

 
On-Line Mileage Tool 
 A new mileage tool will be 
piloted in January to allow staff to 
enter mileage reimbursement requests 
electronically.  Requests will be approved 
electronically and staff will be able to view the 
status of all their requests online. 

New IC Capacity for Elementary 
Literacy  
 Elementary teachers will 
now have the option to enter 
their own literacy assessment 
scores into IC this year. Support 
staff may also continue to enter 
this information as they have for several years. 
Each building will decide their own process for 
entering data. Individual and group reports 
showing student DRA2 data are now available in 
IC under BVSD Reports>Literacy Assessment 
Reports.  These reports can be used to group 
students by needs.  Watch your e-mail, IC District 
Notices and talk with your building literacy 
interventionists and coaches for more 
information. 
 
BVSDNet 
 All staff will have a 
customized webpage where 
important district and school communication 
and outage information will be displayed.  This 
webpage can be customized to only include 
pertinent items (for example, secondary teachers 
could turn off announcements about elementary 
literacy assessments).  BVSDNet will be piloted at 
three schools in October. 
 

 
 

BVSD IT is here for you! 
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Zone Model 
 

 
The BVSD IT Division reorganized over the summer! 

 Why?  To  increase customer service and efficiency. This exciting new zone model will enhance IT’s 
ability to quickly resolve incidents that are submitted through the Service Request system.    

 

There’s more….Service Level Agreements!
  
 BVSD’s new Service Level Agreement establishes priorities for incidents and, most importantly, 
identifies specific response times, roles, and responsibilities for Service Requests.  The primary function of 
the Service Level Agreement is to set expectations, monitor how well IT is meeting these expectations, and 
facilitate open communication between the BVSD community and IT. You can review the Service Level 
Agreement at http://bvsd.org/sla.    
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IT Service Request Priority Descriptions 
 

 
IT Service Requests are prioritized based on incident severity and number of users affected.  Users may prioritize their 
service requests based on the below criteria.  Please note: Certain requests may require priority adjustments (either 
escalated/de-escalated) at the discretion of the IT staff. 
 

 

 
Priority 4:  
Service request is considered a low priority. Incident has no immediate 
impact, causes no loss of service, or does not impede use of the system. IT 
staff will discuss possible temporary solutions and assign service request 
to appropriate technical staff. Status of service request can be accessed 
via the website. 
  

 
Incident Characteristics: 
• Enhancement request 

• Training request 

• Non-supported equipment 

• Not time sensitive 

 

 
Priority 3:  
Service request is considered a medium priority. Incident has a minor 
impact on a small set of users and causes minimal loss of service. IT staff 
will discuss possible temporary solutions and assign service request to 
appropriate technical staff. Status of service request can be accessed via 
the website. 
(The system default when submitting a service request is Priority 3.) 

 
Incident Characteristics: 
• Small set of users impacted 

• Minimal performance 
degradation 

• Account or email access 
request  

• Not time sensitive 
 

 

 
Priority 2:  
Service request is considered a high priority. Incident has a significant 
impact on workgroup or classroom. Instruction can proceed but 
performance is significantly reduced. No workaround is available; 
however, operation can continue in a restricted fashion. IT staff will 
discuss possible temporary solutions and assign service request to 
appropriate technical staff. Status of service request can be accessed via 
the website.  
 

 
Incident Characteristics: 
• One workgroup or 

classroom impacted 

• Severely degraded 
performance of a 
workgroup or classroom 

• Important functionality is 
unavailable 

• Time sensitive 
 

 

 
Priority 1:  
Service request is considered an emergency priority. Incident has a major 
impact on facility operations, administration or instruction that causes 
complete loss of service.  An entire site or a large number of users are 
impacted.  Workarounds to provide the same functionality are not 
possible and cannot be found in time to minimize the impact on 
classroom instruction. All necessary personnel within IT are expected to 
work on the incident or coordinate with the service provider responsible 
for a resolution. Status of service request can be accessed via the website.  
  

 
Incident Characteristics: 
• Entire site or large number 

of users impacted  
• Critical functionality is 

unavailable 

• Complete network and/or 
phone system outage 

• Highly time sensitive 
 

 
The complete Service Level Agreement can be viewed at www.bvsd.org/sla. 
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Submitting an IT Service Request 
 

 

 

Steps for creating and submitting an IT Service Request are outlined below. (Email submittals will no longer be accepted.) 
 

 

On your desktop, locate the  icon* and 
double-click it. 
 
A browser window will open.  To submit a new 
request, click on the New Issue link at the top of 
the browser. 

 

 
 

 
Any District-wide incidents affecting a large 
population will be displayed under the Hot Issues 
heading. 
 
* Note:  If you do not see an IT icon on your desktop 
please run updates on your computer. Click Start, 
hover over Programs, then LANDesk Management, 
and then click Security Scan. Updates may take 
some time.  If you would like to submit an IT Service 
Request sooner, please reference Step 4. 
 

 

 
Your Name, Title, Email Address, Location and 
Phone Number will be automatically populated. 
 
You may update your phone number and 
location as necessary.  
 

 
 
Note: your Service Request # is shown at the 
top of the window. 
 

 

 
To submit a Service Request,complete the 
following: 

• Category    
• Call Type 
• Priority 
• Description   

When finished, click on the button in 
the upper right-hand corner of the screen. Then, 
close the browser window or tab. 
 

 

 
Alternative Service Request Options: 

• Go to www.bvsd.org, hover over Quick 
Links in the top navigation bar, and 
select IT Service Request.  
 

 
 
 
 
 
 
 
 

• Go to www.bvsd.org, select the 
Employee icon, then under Key Links 
click on Submit a Service Request. 
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Frequently Asked Questions 
 

 
IT Service Requests 

• On your computer desktop, you will see an IT 

How do I submit an IT Service Request? 

 icon.  Double-click the icon to open the 
Service Request website. 

• Go to www.bvsd.org, hover over Quick Links in the 
top navigation bar, and select IT Service Request

• Go to 
. 

www.bvsd.org, select the Employee icon, 
then under Key Links click on 
Request

Submit an IT Service 

 
. 

 

My phone was working previously, 
but now it does not have a dial tone.  
What can I do to fix this? 

Phone Information 

 Most of the time a reboot of your phone will fix 
this issue.  To reboot your phone, unplug the 
Ethernet cord from the back of the phone (the cord 
looks like a large phone cord), wait a moment, and 
plug the cord back in.  If the issue still exists, please 
submit an IT Service Request. Include your extension 
and as much information as possible (e.g., no dial 
tone, can't call out, people can't call in, display not 
working, etc.). 

 
How do I change my voicemail password? 

 Dial into your voicemail by pressing the 
Message button on your phone or by dialing  720-
561-5000.  Once logged in with your password, 
select Option 4 (Personal Configuration), then select 
Option 9

 

 (Change Your Password) and follow the 
prompts to change your voicemail password. 

I do not remember my password for voice mail or my 
mailbox is locked.  How can I reset it? 

 You may request your voicemail password to be 
reset by submitting an IT Service Request.  Please 
include your extension in your request.  
 
 
 
 
 
 

 

I am a current BVSD employee and do not remember 
my network and email password. 

Log in/Email Information 

You can request to have your password 
reset two ways: 
1. Ask your Building Technology 

Contact to change your password. 
2. Submit an IT service request to the IT Service 

Desk. 
 
I know my log in and email password, but how do I 
change it? 

 Once you have logged into a BVSD computer 
with your username and password, press Ctrl+Alt+ 
Delete.  On the User Security window that opens, 
click on the Change Password...

 Additionally, you can also change your 
password through Outlook Web Access.  Log into 
Outlook Web Access, click on the 

 button in the bottom 
left corner.   

Security button in 
the upper right-hand corner, then click on Change 
Password in the left-hand navigation pane.  Click 
Save

 
 when finished. 

My student(s) cannot log on.  What should I do? 
 Student passwords can be reset by your 
school’s Building Technology Contact. You may also 
submit an IT Service Request for a student password 
reset if your Tech Contact is unavailable. 

 
 

I have an IC account; however, I 
recently changed positions and 
schools.  When does my IC access get updated? 

Infinite Campus 

 Your school principal should submit an IT 
Service Request for authorized access.  
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Frequently Asked Questions 
 

 

I am a new employee.  How do I get a BVSD 
log in and email account?  

New Employees 

 Your network log in and email username will be 
your legal first name and last name (first.last). Your 
temporary password will be your birth date in the 
form of YYMMDD.  For example, Joseph Smith's 
username would be joseph.smith.  His birth date is 
3/21/64 so his temporary password would be 
640321.   
Note:  employees must log onto a BVSD computer 
first and change their password before they will be 
able to access email.   

 
I am a new teacher in the District and was told I need 
to access Infinite Campus (IC).  How do I do that? 

 Your school principal may submit an IT Service 
Request for authorized access.  IT staff will respond 
to the request with a username and password to 
access Infinite Campus.  

 

I am trying to access an educational 
website for my students; however, I 
receive notification that it is blocked.  How 
do I permanently unblock the site? 

Unblock Websites 

 Detailed instructions for unblocking a website 
as a staff member are located at http://bvsd.org/kb.  
If you require a site to be unblocked for your 
students as well, please submit an IT Service 
Request. Please be sure to include your full name 
and the sites/URLs you are requesting to be 
unblocked.  

 

Please note that unblocking a site for 
your class unblocks the site for the entire district. 

How to I sign up for technology trainings? 

Technology Training 

 Technology trainings can be found in Avatar: 
Open www.bvsd.org , Select the Employees tab, 
under Key Links, and select Avatar Professional 
Development

 

. Log in with your BVSD username and 
password. 

I have a new projector system setup in my room. How 
do I use it? 

Projectors 

 If your projector is mounted on the ceiling or on 
the wall, you will no longer need to touch your 
projector! You will now use the wall plate to connect 
and touch pad to control your projector. For more 
detailed information, visit www.bvsd.org/projector.   
 

What is Lawson? 

Lawson 

 Lawson is the District’s ERP (Enterprise 
Resource Planning) software.  It handles the business 
functionality of the District, including Payroll, HR, 
Financials, and Purchasing.  Typically only 
administrators, clerical staff, and Ed Center 
personnel require access to Lawson.   
 

How do I access Lawson? 
 Lawson can be accessed from a District 
computer by typing lawsonreporting into the address 
bar of an Internet Explorer browser.  Log on with 
your BVSD username and password. 
 

I brought my laptop home with me during 
the summer.  How do I get updates? 

Laptops 

 Please plug the laptop into the network, using 
an available Ethernet port.  Once logged into the 
machine, click Start, hover over Programs, then 
LANDesk Management, and then click Security Scan

 

.  
Updates will run on your machine. 

Why can’t I submit service requests via email?  

Why not Email? 

 The Service Request web-based submittal 
process will allow IT to gather more detailed 
information on your incident, which is commonly not 
conveyed in an email. 

http://bvsd.org/kb�
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Accessing BVSD Email 
 

 
Outlook Web Access (OWA) is used to access e-mail, calendars, contacts, tasks, and other mailbox content.  OWA can be 
accessed through the BVSD website, from home or at school.  Steps for accessing your email are outlined below. 
 

 

 
Open Internet Explorer* by double-clicking the 
icon on your desktop or selecting it from your 
Programs menu.  
 

 
* For optimal email viewing and options, 
Internet Explorer 6 or above is recommended. 
 
Please note that new staff must log into a 
BVSD computer for the first time before they 
will be able to access email. 
 

 

 
In the address bar, type www.bvsd.org and hit the 
Enter key. This will open the BVSD website.  
 

 
 
Hover over the Quick Links menu in the top 
navigation bar.  Select Email Access. 

 

 
 

 

 
At the log in screen, enter your BVSD 
username and password and click the 

 button.  
 
This is the same username and password that 
you use to log onto your BVSD 
computer/network. 
 

 
 
 

 

 
Once logged in, maneuver between your Mail, 
Calendar, Contacts, and Tasks using the left-hand 
navigation pane. 
 

 
 
For more information on using Outlook OWA, 
including composing a new message, replying, and 
forwarding messages, please visit:  
http://bvsd.org/kb 
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Avaya Phone Basics 
 

 
Below is a short description of the Avaya phone navigation keys and their functions. 
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Projector Overview 
 

 

For more information on using the projector system, visit www.bvsd.org/projector 

 

OVERVIEW OF THE WALL PANEL  
  PROJECTOR BASICS 
 
 
 
 
 

TO CHANGE THE INPUT 
  PROJECTOR BASICS 
 
 
 
 
 

 
 

Connect 
to 

 

Press 

 

 

Connect 
to 

 

Press 

 

 
 
  

Connect 
to 

 

Press 

 

 
 
 
 
 
 
 

Turn Projector ON 
(Press ON) 

To select a different input 
(Press CHANGE INPUT) 

Connect to desired input at Wall Plate: 
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