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	Abstract
This document explains and is limited to the Service Desk procedure that describes the responsibilities and function of the ITSM2 Lot1 Service Desk
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1 Introduction
1.1 Scope
This internal procedure covers activities related to Service Desk Block 04:
· Service Desk Infrastructure; 
· Work Environment Infrastructure;
· Service Desk Lot1 Function/Responsibilities.
1.2 References
	RD#
	Title
	Originator
	Version
	Date

	RD1
	TEMPO - Glossary of Terms
(tmp-gen-gls)
	DG TAXUD/A3
	3.11
	23-Aug-13

	RD2
	ITSM Glossary
	N/A
	Ap. ver.
	N/A

	RD3
	Framework Quality Plan
	N/A
	Ap. ver.
	N/A

	RD6
	Incident Management Working Procedure
	N/A
	0.06
	14/03/2013

	RD7
	User Registration Working Procedure
	N/A
	0.01
	13/01/2013

	RD8
	Content Maintenance Working Procedure and Templates
	N/A
	0.02
	20/04/2013

	RD9
	Internal Quality Control on Services Procedure
	N/A
	Ap.Ver.
	N/A

	RD10
	Synergia User Manual
	N/A
	0.3
	28/10/2013


Table 1.1: Reference documents.
1.3 Acronyms and Abbreviations
	Acronym or Abbreviation
	Definition

	DG TAXUD
	Directorate General  - Taxation and Customs Union

	SDO
	Service Desk Operator

	SD
	ITSM2 Lot1 Service Desk

	SPOC
	Single Point of Contact

	ITIL
	Information Technology Infrastructure Library

	ITSM2 LOT1
	Information Technology Service Management (ITSM2 Programme)

	ESS

SAP
	Employee Self Service

Systems Applications and Products in Data Processing

	VPN
	Virtual Private Network

	CCN/OPS
	CCN Operations

	SMT
	Service Management Tool


Table 1.2: Acronyms and Abbreviations.
1.4 Glossary
	Term
	Description

	ESS
	ESS stands for Employee Self Service and enables any user to connect through the self-service Web pages <Removed confidential data> to submit requests. These requests include service disruptions, service requests, requests for information (RFI), or complaints. These requests generate an interaction in Service Desk. Users with full (edit) access to the ITSM SMT (ITSM2, CustDev and DG TAXUD) can also submit a request directly from the SMT under the Service Desk Section – Register New Interaction.

	INTERACTION
	All user contact with ITSM2 Lot1 Support is logged as an Interaction. If the request has not arrived by ESS or via the HP SMT but by email, the SDO must log the Interaction on the users’ behalf before escalating to an Incident or Service Request.

	ESCALATION
	In the context of the ITSM SMT the word "Escalation" is used to denote the process of creation of a new object from the current one (Interaction to an Incident, Incident to a Problem, Problem to a Change Request, etc...). The current object is linked automatically to the newly created object.


Table 1.3: Glossary.
2 Process Overview

A Service Desk Lot1 is a primary IT capability within IT Service Management (ITSM), as defined by the Information Technology Infrastructure Library (ITIL). It is intended to provide a Single Point of Contact (SPOC) to meet the communications needs of both users and IT and to satisfy both customer and IT provider objectives. The Service Desk Lot1 provides the quality expectations and the technical requirements for the activities to be performed by the CCN/OPS.

The ITSM2 Lot1 Service Desk uses HP Open view Service Management deployed by the ITSM Synergia project; in the scope of this document, we will use the term “ITSM SMT” for designating the tool used for Incident Management. 

To connect to HP Service Manager, 2 clients are available:

· ESS (Employee Self-Service);

· Windows Client.

Those will be mainly used as follows:

· ESS: anyone including NAs;

· Windows client: ITSM2 teams;

· Web client: TAXUD, CUSTDEV2.
2.1 Service Desk infrastructure

The Service Desk is on service from 7:00 to 20:00 CET every Monday to Sunday except on 25/12 and 01/01 and is located:

<Removed contact data>

The Service Desk is available in English, French and German. This means that the SD users can send their requests in one of these three languages.


Based on the current resource projections, the team is adequately resourced with 11 staff at this time.

The roles distribution is shown in the table below: 
<Removed confidential data>
2.2 Work environement infrastructure

For setting up the ITSM2 Lot1 Service Desk has set up a dedicated, secured office space in <Removed company data>. 


Access to the office space is restricted using controlled access with badge-reader. Currently, <Removed confidential data>
desks are configured with PCs, monitors and VPN connectivity to the ITSM2 Lot1 secure network. Moreover, a meeting room adequate to accommodate more than <Removed confidential data> persons, with teleconferencing and phone access, is made available to the Service Desk Lot1 staff. In addition a fax machine and scanner are available to the Service Desk Lot1, as well as a network printer, whiteboards, paper boards for briefings and presentations and a VGA overhead projector. Each Service Desk Operator is equipped with a desk, a chair, a telephone set and unique telephone number, a PC and monitor, mouse, keyboard, and network connectivity to the ITSM2 Network via the VPN switch located within the office space. On the other hand, the secure VPN connections terminate on ITSM2 Lot1 Infrastructure gateway. The SDOs open on their PCs a Terminal server window in <Removed confidential data>. 


Each Terminal Server is equipped with suitable suite of applications for SDO use in handling their day to day activities:

<Removed confidential data>
2.3 Process goal

The ITSM2 Service Desk Lot1 acts as the Single Point of Contact (SPOC) between service providers and users on a day to day basis. It is also a focal point for reporting Incidents, for Information and Service Requests.
It must also have the capabilities of supporting all Business Threads and addressing their specific needs. Appropriate knowledge and resources management guarantees a continuous level of availability and support of the multiple applications. Annex A includes a list of Applications covered by the Continuous Services. 
3 roles and Responsibilities
3.1 Roles
	Role
	Responsibility

	<Removed confidential data>

	· Provides a Single Point of Contact to the users

· Facilitates the restoration of normal operational service with minimal business impact on Customer within agreed Service Levels and business priorities;  
· registers and classifies received Incidents and undertakes an immediate effort in order to restore a failed IT Service as quickly as possible.
· transfers the Incident to expert Technical Support Groups (2nd Level Support). 

All communication addressed directly or indirectly to the SD Lot1  by all registered users must be recorded in the ITSM SMT.

Services of the ITSM2 Lot1 Support team are available to the Service Desk Users that are listed hereafter:

· Member States Administrations users and National Project Managers;

· Trade Associations;

· Accessing countries users and IT managers;

· DG TAXUD users;

· Developer teams;

· Any other 3rd party to DG TAXUD;
· Members of the different ITSM2 Teams.
The activities performed by the SDOs to enable support of the incident management process are as follows:

E-mail: the following tasks are run during the whole opening time of the Service Desk

· Monitoring of the ITSM2 Lot1 Support Mailbox by all staff for incoming and follow-up e-mails required to update the SMT; 

· Monitoring of the Junk Mail in case any legitimate emails arrivals that require actioning;
· Monitoring of the ITSM2 Lot1 Trader Mailbox for incoming Trade Associations requests.  

Additional folders have also been created and used as a repository for such items as quality issues and ITSM DG TAXUD general correspondence.

Incident Handling: the following tasks are run during the whole opening time of the Service Desk

· The SD Lot1 logs interactions in the HP SMT

· Continual monitoring of the TO DO queue of the HP SMT for interactions waiting to be opened or incidents assigned to the Service Desk Lot1; 

· Creation of incidents in DIGIT SMT (HP7.11) for assignments to DIGIT. Incident re-assigned to ITSM2 Lot1 from DIGIT are communicated via email notification arrival in the ITSM2 Lot1 Support Mailbox

· To note, the DIGIT SMT is the same as used by ITSM2 Lot1, so no training is required.  How to access  DIGIT SMT is as follows: 

<Removed confidential data>
The SD Lot1 can and does also handle/facilitate DG TAXUD requests from Business Sectors that may not fall under the scope of ITSM2 and are not ITIL compliant.  Ie. Calls that are not managed or resolved by ITSM2 Lot1.

Calls currently include: 

· eCustoms Change Management process;

· Business related questions for ARIS;

· Any request opened by DG TAXUD that requires internal assignment to another DG TAXUD party or to themselves.

Business Sector Reports: the following reports are created/extracted from the SMT and provided for the following Sectors using basic filtering on Service, Title, Assignment Group. For further details on how to create views and print reports please refer to Section 5.2 of the Synergia User Manual.

· ITSM:  The Service Desk Lot1 Daily Report uploaded to the ITSM Portal;

· EXCISE: Calls currently assigned to EMCS/Dev – produced bi-monthly for discussions in the Excise SAPs Meetings.  This meeting is also attended by the SDO;

· TAXATION: Providing to the Taxation Business Thread Manager monthly;

· Closed calls for the month that were assigned to TAX./Dev;

· 10 worst/longest pending calls for the Month.
Other Duties performed by Service Desk Lot 1:

· General housekeeping/archiving of Mailbox;

· Liaise with ITSM2 Lot1 Infrastructure in the setup, configuration of Virtual workstations, connective of PCs, VPN access.

	  <Removed confidential data>

	· Assigns and coordinates the tasks to be performed by the team members

· Provides reports to upper management; documents and updates procedures to improve quality of service;

· Escalates operational issues to management;

· Alerts operators on repeated errors; 

· Monitors and communicates to ITSM2 Lot1 Teams on SLA breaches;

· Produces the MSR/MPR document for delivery to DG TAXUD on a monthly basis as described below.

Monthly Progress Report (MPR)

The ITSM2 Lot1 Service Desk Manager   is responsible for the reporting included in the Service Desk Block 04 and Incident Management Block 09 of the Monthly Progress Report. 

An e-mail is received each month from an ITSM administrator setting a deadline for the receipt of the updated Monthly Progress Report. 
ITSM2 Lot1 Infrastructure provides an extract of all interactions opened and closed for the month, with their corresponding incidents and their attributes. With this extract, any table within the Monthly Progress Report can be completed.

Furthermore, an extraction of the ITSM Portal registered users is provided by the Security Management each month for input to the MPR/MSR:

· Extract the users list from the LDAP database; 

· Upon extraction, three separate tabs are prepared: 

· Leavers-Synergia: this tab contains the de-activated users during the last month; 

· Newcomers-Synergia: Users accounts created during the last month. Creation Date, Last name, First name are the columns included; 

· Users-Portal: an overview of all user’s accounts.

Monthly Service Report (MSR)

The ITSM2 Lot1 Service Desk Manager is also responsible for the updating of Section 2.1 Service Support Activities of the ITSM2 Lot1 Monthly Service Report. 

ITSM2 Lot1 Infrastructure provides an extract of all interactions opened and closed for the month, with their corresponding incidents and their attributes. With this extract, all tables within the Monthly Service Report can be completed.

ITSM2 Infrastructure also provides a file showing the emails received/sent to the ITSM2 Lot1 Support. This is information is needed for inputting into the MSR.

The updated document is e-mailed to the ITSM2 administrator as per the MPR



Table 3.1: Roles and Responsibilities.
4 Communication Activities
	
	What 
	When
	Who
	How/Where

	1. 
	Service Desk Infrastructure
	Any received request 
	Service Desk 

Operator/Agent 
	ESS/e-mail/phone/fax/ SMT Tool

	2. 
	Work Environment Infrastructure
	Any received request
	Service Desk Operator/Agent
	ESS/e-mail/phone/fax/ SMT Tool

	3. 
	Service Desk Lot1 Function/Responsibilities
	Handling any received request 
	Service Desk Operator/Agent
	SMT Tool / SMT Digit


Table 4.1: Main communication activities.
ANNEX A – Service window for applications
1. Applications covered by the Continuous Services

	ID
	System
	CI
(Application)
	QOS
	Service Window
	Complexity
	Responsible Sector
	Acronym

	1
	Suspensions (SUSP)
	Suspensions (SUSP)
	Normal
	5d-13h
	Low
	R5/CIS
	Suspensions

	2
	Combined Nomenclature (CN)
	Combined Nomenclature (CN)
	Normal
	5d-13h
	Low
	R5/CIS
	CN

	3
	Activity Reporting Tool (ART-2)
	Activity Reporting Tool (ART-2)
	Normal
	5d-13h
	Low
	R5/CIS
	ART2

	4
	Specimen Management System (SMS)
	Specimen Management System (SMS)
	Normal
	5d-13h
	Low
	R5/CIS
	SMS

	5
	Community Risk Management System  (CRMS)
	Community Risk Management System  (CRMS)
	Normal
	5d-13h
	Medium
	R5/CIS
	CRMS

	6
	Economic Operators System (EOS)
	Economic Operators System (EOS)
	Extended
	7d-24h
	Medium
	R5/CIS
	EOS

	7
	DDS2-CM
	DDS2-CM
	Extended
	7d-24h
	Low
	R5/CIS
	DDS2-CM

	8
	DDS2-SEED
	DDS2-SEED
	Extended
	7d-24h
	Low
	R5/CIS
	DDS2-SEED

	9
	DDS2-TARIC
	DDS2-TARIC
	Extended
	7d-24h
	Medium
	R5/CIS
	DDS2-TARIC

	10
	DDS2-EOS
	DDS2-EOS
	Extended
	7d-24h
	Low
	R5/CIS
	DDS2-EOS

	11
	DDS2-SUSP
	DDS2-SUSP
	Extended
	7d-24h
	Low
	R5/CIS
	DDS2-SUSP

	12
	DDS2-SURV
	DDS2-SURV
	Extended
	7d-24h
	Low
	R5/CIS
	DDS2-SURV

	13
	DDS2-ECICS
	DDS2-ECICS
	Extended
	7d-24h
	Low
	R5/CIS
	DDS2-ECICS

	14
	DDS2-EBTI
	DDS2-EBTI
	Extended
	7d-24h
	Low
	R5/CIS
	DDS2-EBTI

	15
	DDS2-COL
	DDS2-COL
	Extended
	7d-24h
	Low
	R5/CIS
	DDS2-COL

	16
	DDS2-EMAP
	DDS2-EMAP
	Extended
	7d-24h
	Low
	R5/CIS
	DDS2-EMAP

	17
	DDS2-TRANSIT
	DDS2-TRANSIT
	Extended
	7d-24h
	Low
	R5/CIS
	DDS2-TRANSIT-MRN

	18
	DDS2-EXPORT
	DDS2-EXPORT
	Extended
	7d-24h
	Low
	R5/CIS
	DDS2-EXPORT-MRN

	19
	New Computerised Transit System (NCTS)
	Central System for Reference data (CS/RD)
	Normal
	5d-13h
	High
	R5/CIS
	CS/RD

	20
	New Computerised Transit System (NCTS)
	Central System MIS (CS/MIS)
	Normal
	5d-13h
	High
	R5/CIS
	CS/MIS

	21
	New Computerised Transit System (NCTS)
	Standard Transit Test Application (STTA)
	Normal
	5d-13h
	Low
	R5/CIS
	STTA

	22
	New Computerised Transit System (NCTS)
	Test Tool Application (TTA)
	Normal
	5d-13h
	High
	R5/CIS
	TTA

	23
	Information System for Processing Procedures (ISPP)
	Information System for Processing Procedures (ISPP)
	Normal
	5d-13h
	Low
	R5/CIS
	ISPP

	24
	European Customs Inventory of Chemical Substances (ECICS-2)
	European Customs Inventory of Chemical Substances (ECICS-2)
	Normal
	5d-13h
	Medium
	R5/CIS
	ECICS2

	25
	Surveillance management and monitoring (Surveillance-2)
	Surveillance management and monitoring (Surveillance-2)
	Normal
	5d-13h
	Medium
	R5/CIS
	SURV2

	26
	Quota Management (Quota-2)
	Quota Management (Quota-2)
	Normal
	5d-13h
	Medium
	R5/CIS
	Quota2

	27
	European Binding Tariff Information (EBTI-3)
	European Binding Tariff Information (EBTI-3)
	Normal
	5d-13h
	Medium
	R5/CIS
	EBTI3

	28
	TARif Intégré Communautaire (TARIC-3)
	TARif Intégré Communautaire (TARIC-3)
	Normal
	5d-13h
	High
	R5/CIS
	TARIC3

	29
	CSI Bridge
	CSI Bridge
	Extended
	7d-24h
	Low
	R5/CIS
	CSI Bridge

	30
	HTTP Bridge
	HTTP Bridge
	Extended
	7d-24h
	Medium
	R5/CIS
	HTTP Bridge

	31
	User management (UM)
	User management (UM)
	Normal
	5d-13h
	Low
	R5/CIS
	UM

	32
	Regular Shipping Service (RSS)
	Regular Shipping Service (RSS)
	Normal
	5d-13h
	Low
	R5/CIS
	RSS

	33
	Counterfeit and Piracy System (COPIS)
	Counterfeit and Piracy System (COPIS)
	Normal
	5d-13h
	Medium
	R5/CIS
	COPIS

	34
	Economic Operators System (EOS-MRA)
	Economic Operators System (EOS-MRA)
	Normal
	5d-13h
	Medium
	R5/CIS
	EOS MRA

	35
	New Computerised Transit System (TIR)
	SPEED-ECN (SPEED-ECN)
	Extended
	7d-24h
	Low
	R5/CIS
	SPEED-ECN

	36
	New Computerised Transit System (TIR)
	SPEED-BRIDGE (SPEED-BRIDGE)
	Extended
	7d-24h
	Low
	R5/CIS
	SPEED-Bridge

	37
	New Computerised Transit System (TIR)
	Standard SPEED Test Application (SSTA)
	Normal
	5d-13h
	Low
	R5/CIS
	SSTA

	38
	VAT eForms (EoF)
	VAT eForms (VEF)
	Normal
	5d-13h
	Medium
	R4/Taxation TES (TAX)
	EoF SCAC

	39
	Direct Tax eForms (EoF-DEF)
	Direct Tax eForms
	Normal
	5d-13h
	High
	R4/Taxation TES (TAX)
	EoF DT

	40
	Recovery eForms (EoF-REF)
	Recovery eForms
	Normal
	5d-13h
	High
	R4/Taxation TES (TAX)
	EoF Recovery

	41
	VAT eForms (EoF)
	VAT eForms Test tool (EFT)
	Normal
	5d-13h
	Medium
	R4/Taxation TES (TAX)
	GTT-EoF

	42
	Taxation on Savings (TOSTT)
	Taxation on Savings Test Tool
	Normal
	5d-13h
	Medium
	R4/Taxation TES (TAX)
	GTT-ToS

	43
	VAT Refund (VREF)
	VAT Refund Test Tool (VRT)
	Normal
	5d-13h
	Medium
	R4/Taxation TES (TAX)
	GTT-VREF

	44
	Taxes in Europe Database 2 (TEDB)
	Taxes in Europe Database 2 (TEDBv2)
	Normal
	5d-13h
	Medium
	R4/Taxation TES (TAX)
	TEDBv2

	45
	Tax Identification Number on the Web (TOW)
	TIN-on-the-Web (ToW)
	Normal
	5d-13h
	Medium
	R4/Taxation TES (TAX)
	TIN-on-the-Web

	46
	VIES (VIES)
	VIES Initial Application (VIA)
	Normal
	5d-13h
	Medium
	R4/Taxation TES (TAX)
	VIA

	47
	VIES (VIES)
	VIES Monitoring (VIM)
	Extended
	7d-24h
	Medium
	R4/Taxation TES (TAX)
	VIES Monitoring tool

	48
	VIES (VIES)
	VAT Number Algorithms (VNA)
	Normal
	5d-13h
	Low
	R4/Taxation TES (TAX)
	VNA

	49
	VAT on e-Services (VoeS)
	VoeS Test Tool (VoeSTT)
	Normal
	5d-13h
	Medium
	R4/Taxation TES (TAX)
	VoeS Test Tool

	50
	VIES-on-the-Web (VOW)
	VIES-on-the-Web (VOW)
	Extended
	7d-24h
	Medium
	R4/Taxation TES (TAX)
	VIES-on-the-Web

	51
	VIES (VIES)
	VIES Statistical System (VSS)
	Normal
	5d-13h
	Medium
	R4/Taxation TES (TAX)
	VIES Statistics Tool

	52
	VIES (VIES)
	VIES Test Application (VTA)
	Normal
	5d-13h
	Medium
	R4/Taxation TES (TAX)
	VTA

	53
	VIES (VIES)
	Taxation Statistics System
	Normal
	5d-13h
	High
	R4/Taxation TES (TAX)
	TSS 

	54
	VAT Refund (VREF)
	TIC - Preferences Module
	Normal
	5d-13h
	Medium
	R4/Taxation TES (TAX)
	TICPM

	55
	Mini-one-stop-shop
	M1SS Test Tool
	Normal
	5d-13h
	Medium
	R4/Taxation TES (TAX)
	M1SSTT

	56
	Common Project
	TIC - Core Module
	Normal
	5d-13h
	Medium
	R4/Taxation TES (TAX)
	 

	57
	Common Project
	TIC - Translation Module
	Normal
	5d-13h
	Medium
	R4/Taxation TES (TAX)
	 

	58
	Common Project
	TIC - VAT Rates
	Normal
	5d-13h
	Medium
	R4/Taxation TES (TAX)
	 

	59
	R4/Taxation planned
	TIC - Invoicing Rules Exchange
	Normal
	5d-13h
	Medium
	R4/Taxation TES (TAX)
	 

	60
	R4/Taxation planned
	TIC - Country Profiles Exchange
	Normal
	5d-13h
	Medium
	R4/Taxation TES (TAX)
	 

	61
	ARIS 
	ARIS 
	Normal
	5d-13h
	Low
	R5/EAS
	ARIS 

	62
	Excise Movement Computerisation System (EMCS)
	System of Exchange of Excise Data (SEED)
	Normal
	7d-24h
	Medium
	R4/Excise TES (EMCS)
	SEED

	63
	Excise Movement Computerisation System (EMCS)
	Test Application (TA)
	Normal
	5d-13h
	Low
	R4/Excise TES (EMCS)
	TA

	64
	Excise Movement Computerisation System (EMCS)
	Central Services/ Management Information System for Excise (CS/MISE)
	Normal
	5d-13h
	Medium
	R4/Excise TES (EMCS)
	CS/MISE

	65
	Movement Verification System (MVS)
	MVS e-Forms (MVS)
	Normal
	5d-13h
	Low
	R4/Excise TES (EMCS)
	MVS

	66
	HP SM incl all modules and plugins
	HP SM incl all modules and plugins
	Normal
	7d-24h
	Medium
	R5/ISD (ITSM Tools)
	HP SM incl all modules and plugins

	67
	ITSM Portal - all modules and plugins
	ITSM Portal - all modules and plugins
	Normal
	7d-13h
	Medium
	R5/ISD (ITSM Tools)
	ITSM Portal - all modules and plugins

	68
	Availability Dashboard and AvDB
	Availability Dashboard and AvDB
	Normal
	7d-13h
	Low
	R5/ISD (ITSM Tools)
	Availability Dashboard and AvDB

	69
	LDAP and UMT + MS Access Db
	LDAP and UMT + MS Access Db
	Normal
	7d-13h
	Low
	R5/ISD (ITSM Tools)
	LDAP and UMT + MS Access Db

	70
	Synergia Reporting Tool, all modules and plugins
	Synergia Reporting Tool, all modules and plugins
	Normal
	7d-13h
	Low
	R5/ISD (ITSM Tools)
	SRT 

	71
	PICS
	PICS
	Normal
	5d-13h
	Medium
	R5/ISD (ITSM Tools)
	PICS

	72
	SPEED2
	SPEED2
	Extended
	7d-24h
	High
	R5/ISD (ITSM Tools)
	SPEED2


Table 5.1: Service Window for applications
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