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Business Process Management

For more information, call IS Service Desk: 
internally x.0000 or 866-000-0000 Toll free

Important

We Need
Updated Software

You will be notified via phone 
for urgent requests

Within 8 business hours (or faster 
based  on urgency) a service desk 
technician will contact you to 
begin resolution

There are several ways to initiate help requests
How to Work With the Information Systems Service Desk

EmailSelf-service
Portal

PhoneWalk-up

To: ServiceDesk@yourcompany.com
Re: Urgent hardware issue

I am unable to connect to server and 
have a project due in 1 hour!!!

Notify IS via one of
these four methods
& indicate urgency

Describe problem

If urgent, call IS:
internally x.9667

866-296-5211 Toll free IS

Important

Urgent Urgent

Incident Management Problem Management

Software
Development

Life Cycle
Process

Change
Management

Release 
Management

Configuration
Management

Following the service desk process helps employees get
 faster attention and Info Services get better information

Priorities

My Hard 
Drive is Full

Projector Broken!

Behage reagere
Responding...

Configuration

Release

Change

Problem

Incident

IS

Incident and Problem Management are the
two most visible IS Department functions

I see the
problem

Behage
reagere? ? ?

Isolated occurrences that are
addressed with point solutions

Systemic issues that require
a coordinated response

Service DeskService Desk

SERVER 1

SERVER 2

PRINTER BAY N-1

PRINTER BAY N-2

PRINTER BAY S-1

PRINTER BAY S-2

ARCHIVES

BACK-UP SYSTEM


