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What is a service request?

A request from a user for information, or 
advice, or for a standard change or for 
accessto an IT Service. Service Requests
are usually handled by a Service Desk, 
and do not require an request for change 
to be submitted
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Itôs not sexy
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Service Request Elements

What else itôs not

Creation of a 
new service

Maintenance 
activities

One-time, 
ad-hoc need

What it is

At 
demand 

of a client

Ongoing, 
repeatable 

need
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Service Request Examples

The commonplace

ÅResetting a password

ÅUpgrading RAM

ÅDeploying software

The complicated

ÅDeploying a new laptop

ÅProvisioning a network

ÅAccess rights and resources for a new employee

The extreme

ÅDusting the inside of a computer
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Historical Service Desk Practice

ÅTreated as an incident

ÅPoint-solution web pages

Åñlearned knowledgeò

ÅSometimes accurate wiki articles
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The agony

ÅTremendous lifecycle overheard

ÅVague escalation paths

ÅUndefined timeframe 

ÅPoor client expectations

ÅLabor intensive
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ServiceRequest Management 
Strategy

Consolidate point of entry

Remove Service Desk as a barrier

Identify opportunities for increased efficiency

Provides status updates to the requestor

Repeatable, predictable process

Independent of organizational structure
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SERVICE CATALOG

First Critical Component
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Example Service Catalog Entry

Common Requests
ÅAdd, change, or remove VOIP phone service(s)
ÅAdd, change or remove cell phone service(s)
ÅChange billing information
ÅReset a forgotten voicemail password
ÅReset a BlackBerry PIN
ÅWipe a lost or stolen Blackberry
ÅGet help with my VOIP phone
ÅGet help with my Blackberry

Related Topics
telephone & conferencing blackberry
cell phone pager PDA
Phones smart phone voicemail

Search: 

Searchable

Client-centric 
terminology

Single entry point

Matrix association

Actionable

Ties to 
knowledge base
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Aligning IT with University 
functions

University 
Business

IT Service IT System
Configuration 

Item

University 
Business

Business 
Service 
Catalog

Technical 
Service 
Catalog

Configuration 
Database

Communicate Email

Exchange
Listserv
Spam 

Appliance

WinServer42
SAN
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