
What’s behind a BG Group IT service request?
How do I?

Can I get?

It’s not 
working!

How did 
we do?

     Collect 
Information 
and Review 
Knowledge
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Contacting the Service Desk 

Review the user 
question(s) and 
answer them.

Gather any approvals required 
and then route the Service 
Request to the correct team(s) 
to fulfil.

Identify steps to 
resolve or work-around 
the Incident; refer to 
Problem or Change 
Management if 
required.

Assign the Incident to the correct 
group for further investigation 
and resolution.

Define priority based 
on Impact and 
Urgency.

Confirm the user 
is satisfied and 
close the Service 
Request.

     Create 
Incident and 
Capture 
Details

     Create 
Service Request 
and Capture 
Details

     Approval 
and Routing

     Fulfil Request

     Provide 
an Answer

     Prioritise      Assign to Group 
and Investigate

     Resolve 
Incident and 
Agree Next 
Steps

2

2

3

3

3 4

4

     Close 
Ticket      Close 

Ticket

     Close 
Ticket
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Harvest Knowledge

You can contact the Service Desk in TVP by:
   Email: help.tvp@bg-group.com
   Telephone (internal): 2727
   Telephone (external): +44 (0)1189 292 727

Collect details of the 
user request, review 
existing knowledge and 
raise the appropriate 
request type.

Confirm with the 
user that the issue 
is resolved.

Confirm the 
request has 
been fulfilled 
and close the 
Request for 
Information.

Incident
Any issue that 
disrupts IT services. 
Aim is to restore the 
service as quickly 
as possible, 
prioritised by 
Impact to the 
business and 
Urgency to the 
user.

Perform the required tasks 
to fulfil the request and 
notify the user.
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Manages changes 
to IT services. Aim 
is to minimise the 
risk of disruption 
to users.

Constantly aligns and 
re-aligns IT to the 
changing needs of the 
business, implementing 
improvements based on 
experience and feedback 
from users.

Each interaction with IT is an 
opportunity to learn and improve.

Problem Management

Continual 
Service 
Improvement

Change Management

Identifies issues 
that cause 
incidents. Aim is 
to identify the root 
cause of Incidents 
and prevent them 
occurring.

Information 
request
User asks for 
information, or 
advice on an 
aspect of IT. Aim 
is to review 
existing 
knowledge and 
answer.

Follow Up
Ask the user to rate their experience 
and review opportunities to improve.

     Create 
Request for 
Information 
and Capture 
Details
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Knowledge 
Base
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Service 
request
A request for a 
standard change 
or access to an 
IT service. Aim 
is to fulfil the 
request within 
pre-agreed 
timescales or by 
a target date.
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