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ON 2 APRIL 2001


TITLE:


IT Service Desk


RECOMMENDATIONS: 


That the Help Desk Service be moved from the Development & Customer Service Group to the Operations & Support Group and that staff and union consultation be undertaken.


EXECUTIVE SUMMARY:


Over 80% of all calls from the current IT Services Help Desk and 100% for the ITMS Help Desk are destined for the Operations & Support Group. Only the remaining 20% of calls to the IT Services Help Desk are for the Development & Customer Services Group.

In order to provide additional benefits to the Help Desk Service it is proposed to move the unit from the Development & Customer Services Group to the Operations & Support Group.


BACKGROUND DOCUMENTS:


Report to Personnel Lead Members on 21 December 2000


CONTACT OFFICER:
Eric Halton

TEL. NO. 
793 3900


WARD(S) TO WHICH REPORT RELATE(S)
All.


KEY COUNCIL POLICIES

Information Society Strategy, 

Modernising Local Government

IT SERVICE DESK

BACKGROUND

In April 2000 the Education’s IT Team (ITMS) was transferred to IT Services.  The ITMS Team had been a free standing unit that undertook a number of duties, including technical support, training and Help Desk.

Although functioning autonomously but under IT Services management, it was recognised that there was a requirement to integrate their services into the mainstream activities of IT Services.  A report was presented to Personnel Lead Members on 21 December 2000, it was proposed and accepted that the activities provided by ITMS would be transferred into the appropriate units within IT Services.

SERVICE DESK / HELP DESK

Both ITMS and IT Services provide a Service / Help Desk facility.  The two desks provide different services.  The Service Desk in IT Services provides hardware and software fault logging and problem solving, whilst the ITMS Help Desk primarily supports the SIMS software in schools.  Amalgamating both Service / Help Desks will improve efficiency and effectiveness. 

Both Service Desks currently report to the Project Co-ordinator within the Development & Customer Services Group. 

Over 80% of all calls from the current IT Services Help Desk and 100% for the ITMS Help Desk are destined for the Operations & Support Group. Only the remaining 20% of calls to the IT Services Help Desk are for the Development & Customer Services Group.

PROPOSAL

In order to provide additional benefits to the Help Desk Service it is proposed to move the unit from the Development & Customer Services Group to the Operations & Support Group.

The plan for the future is to establish a pro-active Service Desk to filter out “quick fix” faults. This will be achieved by having experienced technical staff, working alongside the Help Desk staff on a rota basis. In addition, the recently acquired Enterprise Management tool set will be integrated within the current working practices. This will allow remote access to machines from the Service Desk.

The proposals will improve services to customers and dramatically reduce downtime.

The Operations & Support Group consists of the Computer Services and Desktop Services Units.  As the Help Desk Service should be at the core of all services provided by IT, it is proposed that the Help Desk Service should come under the direct remit of the Assistant Director (Operations & Support), rather than either the Computer Services or Desktop Services Unit.

STAFFING AND FINANCIAL IMPLICATIONS

There are no financial, grading or recruitment issues resulting from this proposal.

It will be necessary to consult staff and the trade union before proceeding with the move.

RECOMMENDATION

That the Help Desk Service be moved from the Development & Customer Services Group to the Operations & Support Group and that staff and union consultation be undertaken.

Eric Halton

28 March 2001 

