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ABSTRACT

This project proposes the analysis and design of planning to implement the single point
of contact unit where will be the center to handle all incidents, requests and recommend user who
uses information technology in the organization. The purpose is to increase the effectiveness of
how to use technology by decreasing all concerning problems and also aims to get more
efficiency performance for organization. The original a set of books gathers the information &
experiences about “Information Technology Management” to analyze and prepare the document
based on the theory of “ITTL (Information Technology Infrastructure Library)”. The information
is gathered from several executives and people, who have experience The concept of “three P’s”
consists of 3 main factors, which are People, Process and Product (Technology), are managed and
used by many organizations to earn the better service quality for there customer and also gives
higher performance/benefit for organization. This proposal will emphasized on “Service Desk”
and “Incident Management” that aim to single point of contact and to resolve any IT problems as
quick as possible. The concept of the implementation is to understand the visibility of
organization, then evaluate the organization situation base on People, Process and Technology.
After that is to set the goal to achieve the service quality relates to the visibility of organization
and also specifies the process of implementation by consider the result of evaluation with the
target of service quality. Provide the technology and define the factor to enhance the efficiently
performance such as SLA (Service-Level Agreement) that can be used to clarify user for the

better service quality and make a benefit to the organization as well.
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3.9.1 Service Desk Management System
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Call Center Statistics Charts (Avg. Wait Time in Sec, % Calls Answered in < 60 sec, # Phone Calls Answered)

Average Wait Time on Phone in Seconds
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