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Processes: DS8


	DS—Deliver and Support


	Process: DS8—Manage Service Desk and Incidents
	Importance to the Enterprise

	
	Unimportant 

Somewhat Important

Important

Very Important

Critical


	
	Relevance
	Compliance State

‘C’=Current, ‘P’=Planned
	Evidence

	
	Not Relevant
	Somewhat
	Relevant
	Very
	Critical
	Covered by Other Objective
	Management Is Not Aware
	Management Is Aware
	Management Is Committed to Resolve
	Implementation Is Getting Started
	Implementation Is Well Underway
	Solution Is Implemented
	Solution Is Sustainable
	


	Control Objective: 8.1 Service Desk
	
	
	

	Establish a service desk function, which is the user interface with IT, to register, communicate, dispatch and analyse all calls, reported incidents, service requests and information demands. There should be monitoring and escalation procedures based on agreed-upon service levels relative to the appropriate SLA that allow classification and prioritisation of any reported issue as an incident, service request or information request. Measure end users’ satisfaction with the quality of the service desk and IT services. 

Expedience: N/A

Sustainability: N/A

Effectiveness: N/A
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Contribution: N/A   Effort: N/A

 
	
	
	
	
	
	
	
	
	
	
	
	
	
	


	Control Objective: 8.2 Registration of Customer Queries
	
	
	

	Establish a function and system to allow logging and tracking of calls, incidents, service requests and information needs. It should work closely with such processes as incident management, problem management, change management, capacity management and availability management. Incidents should be classified according to a business and service priority and routed to the appropriate problem management team, and customers kept informed of the status of their queries. 

Expedience: N/A

Sustainability: N/A

Effectiveness: N/A
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	Control Objective: 8.3 Incident Escalation
	
	
	

	Establish service desk procedures, so incidents that cannot be resolved immediately are appropriately escalated according to limits defined in the SLA and, if appropriate, workarounds are provided. Ensure that incident ownership and life cycle monitoring remain with the service desk for user-based incidents regardless of which IT group is working on resolution activities. 

Expedience: N/A

Sustainability: N/A

Effectiveness: N/A
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Contribution: N/A   Effort: N/A

 
	
	
	
	
	
	
	
	
	
	
	
	
	
	


	Control Objective: 8.4 Incident Closure
	
	
	

	Establish procedures for timely monitoring of clearance of customer queries. When the incident has been resolved, the service desk should record resolution steps, and confirm that the action taken has been agreed to by the customer. Unresolved incidents (known as errors and workarounds) should also be recorded and reported to provide information for proper problem management.
Expedience: N/A

Sustainability: N/A

Effectiveness: N/A


[image: image4]
Contribution: N/A   Effort: N/A

 
	
	
	
	
	
	
	
	
	
	
	
	
	
	


	Control Objective: 8.5 Trend Analysis
	
	
	

	Produce reports of service desk activity to enable management to measure service performance and service response times and to identify trends or recurring problems, so service can be continually improved. 

Expedience: N/A

Sustainability: N/A

Effectiveness: N/A
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