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J organization’s operational staff makes the best use of the ITSM
STA F F C H E C K I_ I ST methodology by remembering the following key factors of

successful ITSM Ticketing.

? Did You REMEMBER?

To check your tickets today?

To add all appropriate work notes?

To check the monitoring tool

2
for unalerted outages: To check the customer ITSC inbox?

To check the notification board

for ongoing Issues To check the Tech Action Queue

for availlable tickets?

To check to make sure you're

ready on phones? To check for aging tickets

over 3 days old

To check pending customer
feedback tickets and contact the
customer for further assistance?
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To put customer and site
information in the status
snapshot for the next technician

By implementing improved ITSM workflow including the above key factors,
H E B E N E F I T 1901 Group was able to produce the following improvements for a large
Federal Government agency.
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Contained more than 350 open tickets over 30 days old Tickets BEFORE 1901 Group: roup.
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