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How do we keep
the momentum
going?

What is the vision?

@

Where are we now?

@

Where do we want to
be?
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How do we get there?

@

Did we get there?

Service and process
improvement

Measurements and
metrics

{((



%

( .L5J
34 71 4 7
/) 3)
N
Y4 3) )3







TaskMan (flow chart, swim lan

es, hullet list)
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Responsible
Raole

Task Description

Task ID

Subtask 1D
M E Guidelines

M \ Resources

e ’k Supporting Roles

¥,

(¢



_)/

Y

4E1

3"

3 $J7

40 7.3 W

v



/| .OH ( 5

/IG & "

Zone Service

Hosting Tier 1 R
User Desk o?“;lr;i”:)ar Hosting Tier 2
Change (Sev1) to Zone EC to SP Tier 1/ Open Ticket )
Service Desk g
IM-HO1 IM-HO2 IM-HO3 IM-HO4
N— A, Remedy N— A\, TT N— A\, TT
/—EC (Sev1) 7 DNS, DHCP, IPAM Incident
—/ Other
Incident
Type
Hosting Tier 3 Hosting Tier 3 Hosting Tier 3
Sl Notify User that Sev1 \: Work to
Ticket is being worked Resolution »
15m IM-H09 IM-HO5 IM-H06 @
N— %, Phone N, TT
Hosting Tier 2 Hosting Tier 2
——Resolved—p i
. Close Ticket
with User
IM-HO7 IM-HO8
Not
Resolved

N\, TT
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