Service Desk Guide to completing the Incident / Request form

Check the ‘user to complete’ is filled in

1. Equipment unique id – Check this has been completed.
2. Information about the Incident or Request – does it make sense?
3. Equipment required for use by – this should be completed.
4. At this stage you should have enough information to start an entry in the call log. See Service Desk Guide to completing the call log.

Action by Service Desk

5. Number of users affected – circle the appropriate number. This is to help the technician, but if you don’t know write in the box – unsure.

6. Details of first actions tried – with experience you will get to know some of the common errors and how to resolve them. Try them out before you contact the technician.

7. Suggested alternative equipment (& date required)– action if you are able to arrange access to the requested alternative equipment (before the faulty equipment is attended to.)

8. Alternative equipment set up – complete the date and time when this has been actioned. Or write, NA if not required.

9. Indicate if a technician is required as the problem may have been solved before a callout is required.

10. Put the date & time the technician service was contacted. This is important as it may be used to report on the reliability of service levels.
11. Put the date & time the technician service responded. Again to help with service level reliability.

12. How was the incident resolved – a summary provided by the incident resolver. More detail can be provided on continuation sheets.

13. Further action required – does addition software require installing, is a fix ready in the future, does equipment require ordering.

14. Ensure any loan equipment is retrieved once the call is closed.
Ensure you also record details of the call or request into the call log.

