IS Production Management Approach to Managing SACS Programme Support Calls

[A] Incident Management

UniDesk incident management falls into one of the following incident types:

1 Incident

2 Service Request

3 Request for Change

4 System Event

We suggest the following process for prioritisation and marking calls:

1. Incident
Definition: An unplanned interruption to an IT Service or a reduction in the Quality of an IT Service. Failure of a Configuration Item that has not yet impacted Service is also an Incident.

Examples: crash of EUCLID, staff not able to access MyEd, errors on a specific page for a certain system

Expected turn around time: by default turn around times should be very short. Note that this is not about resolving the actual underlying problem. This is about either getting back to a working position (e.g. restart EUCLID) or if there is an underlying bigger problem to raise a problem.

Rule: If an incident can be resolved within a short time do not raise a problem. If effort to resolve the incident is requires fundamental long investigation or if there is an underlying problem which needs to be resolved in order no future incidents will occure, raise a problem.

Part of prioritisation: No as incidents are always dealt immediately.

2. Service Request
Definition: A request from a User for information, or advice, or for a Standard Change or for Access to an IT Service

Examples: reset password, setup an EIT code, re-assign a user to an org unit, give access to EUCLID client, apply standard scripts

Expected turn around time: by default turn around times should be short. Note that service requests which require larger amount of time are most likely RFC's (for example the annual org. When performing service requests the actual work tasks should be known and investigation should be required.

Rule: A Service Request becomes an RFC if the Service Request is not one of the following:

    * A request from a User for information, or advice

    * a Standard Change (pre-approved change where work tasks are known)

    * Access to an IT Service

Part of prioritisation: No as service requests are always dealt immediately.

3. Request for Change

Definition: A means of proposing a Change to any component of an IT Infrastructure or any aspect of an IT Service. It may be a document or record in which the nature and details of and the justification and authorization for the proposed Change are entered.

Examples: change a download to add additional data, change functionality on a web application

Expected turn around time: requests for change require more time and investigations are required

Rule: Any change which is not part of a standard change or an Access to IT Service change must be an RFC.

Part of prioritisation: Yes and target times will have to be changed accordingly to priority.

4. System event

Definition: calls raised automatically by automated events: e.g. cron jobs.

[B] Problems

Where we have underlying problems causing incidents or where users/service owners/support raise an underlying problem we should follow a process to manage problems. UniDesk has recently launched with problem management, but only within IS. At the moment we have marked Incidents which actually are problems in the "Brief Description" as PROBLEM.

Problems require larger amounts of investigations and planning and therefore should always part of the prioritisation.
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