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1. Purpose
We are introducing the standard operating procedure (SOP) that outlines the service expectations for IT service desk requests and how they will be prioritized. The IT Service Desk serves as the first and sole point of contact for all technology support for our staff. It is crucial that we follow the guidelines set forth in this Standard Operating Procedure to ensure smooth operations and timely resolutions to your technology-related issue.

2. Key Points of the standard operating procedure Include:
· The Service Desk provides support through telephone and remote tools, as well accommodating walk-in requests.
· All technology requests will be recorded and tracked using Fresh Service, which will also aid in triaging service requests appropriately.
· This document delineates the processes necessary for efficiently resolving technology problems and service requests in a timely manner.

3. Scope:
The IT service desk is a function within the framework of ITIL and not a process. It is essentially a defined group of IT professionals who execute several key processes, particularly focusing on incident management and request fulfilment. Our service desk team is trained specifically to address various IT service events, and they play a crucial role in ensuring smooth operation across the organization. They are equipped with the necessary tools to efficiently manage these events, serving as the primary point of contact within the IT department for most of our users.

4. Service level agreement.

4.1. Calls that we receive are classified by type:
· Incident Ticket refers to situations where something is broken, e.g., a mouse, screen, or laptop, and it is preventing or impacting a user from doing their job. In this case our aim is to get the user back working as quickly as possible.
· Service Request A service request is a user's formal request for something to be provided or done, such as access to a service, a new software license, or information, e.g., a password change or permission to access a file share. Some service requests are straightforward and are easily dealt with. Other service requests may require system DevOps or the Infrastructure Team; therefore, the Service Desk department will escalate to the relevant department when the need arises.
4.2. Logging a call with the IT Service Desk
· You can log a ticket by email, by phone, Freshservice or face-to-face.
· Your ticket will be logged in Freshservice, our call management system.
· The system will automatically send you an acknowledgment when your ticket has been received. 
· Your ticket will have a unique call reference number and a date by which we expect to complete the work. 
· If you need to provide us with further information after you’ve logged a ticket, please reply to the acknowledgement email to include the unique ticket reference number.
· You can track the status of your Ticket using Freshservice.
· Some tickets can be answered by first-line support (IT Service Desk); however, others will need to be escalated to our specialist IT teams (e.g., Infrastructure or DevOps, etc.).
· Your call will be prioritized depending on the urgency and impact of the incident. 
· If we ask you to provide further information to resolve your issue, we will ask you to do this as soon as possible. 
· If we don’t hear back from you within 24 hours, we shall assume this is no longer an issue for you—and close the call.

4.3. User responsibilities
· All IT users are expected to act responsibly in their use of IT equipment. It is important to store your files in the centrally provided file/ shared folder space to ensure data integrity and accessibility.
· Additionally, please make sure you are familiar with and follow the Namlog policy on information security and data use. These guidelines are in place to protect our data and maintain a secure working environment for everyone.

4.4. Basic checks before you contact the IT Service Desk
· If the service you are accessing does not appear to be working, please check the network icon service status in the first instance.
· Ask your colleagues if they have a similar problem.
· Check if the problem is still present after the device has been restarted.
· For power, network, mouse, or keyboard problems, please make sure the cables are connected at both ends (do this when the power is switched off).

5. Information that will help us deal with your issue more quickly.

5.1. The following minimum level of information (where relevant) will help us process your incident more quickly:
· Location of device: e.g., office and building name
· TeamViewer ID and Password
· If something is not working, what are the specific symptoms and/or error messages? 
· Which of the basic checks (listed above) have you tried?
· Additional contact details (e.g., mobile number).

5.2. Expected delays.
Often tickets can be resolved more quickly than the target time, but there may be occasions when resolution takes longer. In particular:
· Where a resolution requires information or support from a third party (Service Provider).
· Where a resolution requires more information from the user.


5.3. Reporting and monitoring.

Performance against targets is monitored on a weekly basis. User satisfaction will be monitored through a variety of methods, such as surveys, service availability, and targeted engagement with staff.


5.4. Feedback about our service
We welcome feedback about all aspects of our service.
· One Minute Survey: 
Once a call is closed, we will also ask you to complete our IT Services One Minute Survey. Your feedback allows us to review the service we provide and make improvements where necessary.
· Suggestion Scheme: 
We value your ideas and would like to hear how you think we could improve our service. To foster a collaborative environment, we will be conducting monthly meetings with our business unit managers. These meetings will serve as a platform to discuss current challenges and how we can address them effectively.
· Complaints Procedure: 
IT Services takes pride in delivering high-quality services to its users. We do acknowledge that from time to time our users may feel that our normally high standards are not being met.
If you feel you need to raise a complaint, please email ITsupport@namlog.co.za with the subject heading ‘Complaint.’ This will generate an IT Service Desk call with a unique reference, which will be allocated to an IT supervisor for action.

5.5. Closing a call
When we believe your ticket is resolved, to ensure you are satisfied with the outcome, we kindly ask you to confirm that your issue has been addressed as expected. Please reply to this email if you feel that further assistance is needed. If we do not receive any feedback from you within the next 24 hours, we will proceed to close the ticket.
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