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Service Desk Standards

Methodology

Adopt a process driven approach that uses a standard set of terminology so that service desk staff
and customers can have a common language for systems and issues.

Differentiate Service Areas

While you may provide a number of services on a variety of products, clearly separate activities
into two primary areas: Service Support and Service Delivery.

Support

Service Support are the processes generally supported by the service desk function, and deals with
management of incidents, problems, changes and releases. Underpinning all of these is
configuration management.

Delivery

Service Delivery focuses on the longer term planning and reporting. Management of Service
Levels, Financial, Capacity, Continuity, and Availability fall within this group.

© STEAM Executive and Sean Donovan Consulting

STEAM Executive Pty Ltd ABN: 53 152 284 421
Level 12, 95 Pitt Street, Sydney, New South Wales 2000 Australia
Phone 02 8249 8175 - sales@steamexecutive.com.au - www.steamexecutive.com.au

)




© STEAM Executive and Sean Donovan Consulting

VISION

MISSION

CRITICAL SUCCESS

RESULTS

STEAM Executive | Making IT Great!




