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1. Abstract

best^ervices6tcTcustomers of LTi*'oneer Communication provider in Sri Lanka. To manage the

of the ^ mai“d by ,T ^
customers or users of the IT group SLT recemlvT “?“g.these sys'ems and they are the intemal 
maintenance to minimi™ ^ f recently decided to improve these systems and the system

, , . mize outage time to users by implementing ITIL ISO 27000 ISO 9001 etc
standard to .mprove efficiency, effectiveness and information security

On auditing of the ITIL implementation, it was found that the IT service desk is not centralized within 
the IT group and also found there is no 
wise. proper tool is being used by the scattered help desk division

Therefore as a manager working under IT Group, I decided to take this challenge in developing and 
implementing Common tool for the Centralized help desk proposed and this will be the project for my 
IT MSC program.

2. Back Ground

Under the ITIL implementation project at Sri Lanka Telecom PLC in 2012, external consultants from 
VSIS India audited the following processes which are directly impacted for the efficiency and 
effectiveness of IT group’s objectives in SLT:

• Service desk
• Incident management
• Problem management
• Change management
• Capacity and availability management
• Service level management
• IT service continuity management.

They have identified number of process weaknesses that should be mitigating to achieve expected 
efficiency and effectiveness gains IT Group to achieve objectives defined.

The key weaknesses identified:

. Lack of integration between IT Group and SLT business areas such as marking, human 
resources, network, and product development teams - Often IT Group does not have 
knowledge of the business changes being developed such as new products and services. Many 
of these business changes require IT changes which are communicated to IT Group at a later 
stage of the product development and in most occasions, IT Group does not have adequate
time to build and test the required IT changes. ..

. No standard IT processes across IT Group divisions - Each division of the IT Group has 
established their own IT processes. This has lead to inefficiencies (such as duplicate forms).

te accountability has not been established for IT processes- Engineers areass'|ne 
to some IT processes such as Service Desk. However their responsibility is mainly for HR 
aspect and often they do not have sufficient time to improve the effectiveness and efficiency

• °MtMipleTSe^ke Desks - IT Group divisions operates multiple service desks. These service
deskVoperates independent to each other and often do not have adequate knowledge of the 
servicedoffered by other service desks within the IT Group. This may have resulted 
services y ^ contacting IT Group to for incidents and requests.

• Adequa

confusion among
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This has resulted in eneineerc c feclues • 9^en ^ese user interactions are not recorded.
• Workflow deficipnr' g* P6n lnSthe,r t,me on service desk related activities, 

deficioncie^cl^as^n " Cmf^oca9a ~ Current processes have several workflow
requests and^notlLZTT ch« no distinction between incidents and

ar definition of how incidents should be converted to problems.

- *—Hdp -

3. Outputs of analyses

Within the IT Group, there are several Service Desks or Help Desks in operation. The “IT Service Desk” with 
an extension number 1657 is the primary Service Desk. SLT Call Centre staff answers calls to 1657 and perform 
initial logging of the client calls. The call is then transferred to the IT Service Desk. IT Service Desk staff 
handles calls related to NW & EUS Division, Billing Support Services (BSS) Division, Operation Support 
Services (OSS) and Systems Division. However IT Service Desk is more effective in handling calls related to 
NW & EUS Division than other divisions. Through discussion we noted for some calls related to applications 
such as Geneva and Clarity, the IT Service Desk advises users to call the relevant engineer directly.

There are two other Help Desks operated by Billing Operations team and Oss division. Billing Operations Help 
Desk comprises of three people and primarily provides support for the user queries in relation to billing 
operations such as creating a bill or registering a customer. OSS Help Desk comprises of eight people and 
provides IT support for applications such as Clarity.

Furthermore users sometimes by-pass above-mentioned Service Desk or Help Desks and directly call relevant 
technical staff (such as an Engineer responsible for system administration or billing configuration). These calls 
are often not logged. This practice has resulted in technical staff spending time providing service desk support to 
the customers such as answering their queries and attending to their requests.

OSS DivisionSystem Admin 
Division

BSS DivisionSystem Development NW 
and EUS Division

Billing Division 
Help Desk

OSS Division 
Help Desk

IT Service Desk
j i

SLT Call Center (Ext- 
1657')

SLT Internal Users
Figure 1- Present IT Help Desk architecture
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TABLE 1 - maturity assessment of current service desk process

--------------Maturing Levels _________
No process activity is present Ratin'0: Non

existent
1: Initial Some activities are established, but there is no defined

process.
The execution of established process activities are ad-hoc 
and chaotic.
Often errors occurred in execution of activities.

2: Repeatable A process is defined and documented but has not been
agreed across IT Group.
Process activities are used repeatedly. However there 
situations were process activities are by-passed.
Errors do not occur often.

aare

3: Defined A standard process is defined and documented. The process
has been agreed across IT Group.
Process activities are used repeatedly and consistently. 
Errors are not likely.
A standard process is defined and documented. The process 
has been agreed across IT Group.
Process activities are used repeatedly and consistency. 
Process activities are monitored for compliance.
Errors are rare.

4: Managed

5: Optimized A standard process is defined and documented. The process 
has been agreed across IT Group.
The process is actively and continuously improved and is 
now considered best practice.
All process activities are strictly adhered and monitored for 
compliance.
Errors are very rare. _

TABLE 2 - WEAKNESSES OF CURRENT SERVICE DESK 

The specific weaknesses of existing service desks: ___
WeaknessID

There are several services desks operating within the IT Group:
• IT Service Desk (Ext 1657) operated by NW & EUS division
• Help desk operated by Billing Operations team
• Help desk operated by OSS division. _ _____

Each service desk operates independently to others. Service desk operators do not
fully ■■n/torctanrl the support Provided by other service desks within T Group,-----
Users are sometimes confused as there are multiple telephone numtere and e-mail
addresses to contact. ITIL specify that same telephone numbers and other contact 
channels (such as e-mail and Intranet) should be used for all user mteract.ons with

1

2

3

IT
4

5
exami
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These interactions 
include:

are not logged or notified to the Service Desks. Examples

* HZTS C°"!aCt uBil'ing Configuration team through an e-mail box
support_gnv or by directly calling them

" Users sometimes contact Systems Division directly
• Senior business managers can contact IT management directly to notify 

incidents or requests.
6 There are insufficient resources provided to Service Desks. For example a single

^tension is available for 3 operators in Billing Operations Help Desk
Not all areas such as applications have published self-help facilities to enable
resolving minor incidents and requests without contacting Service Desk.

7 users

4. Solution

ID Proposed action
Establish a common “IT Group Service Desk (ITGSD)”. Refer figure 2 for 
structure of this common service desk.

1

Agree a suitable tool for the common service desk2

Figure 2: Centralize the service Desk;

Vendors L3 Support
i ki ki ki k

Knowledge
Base

OSS Division 
L2 Support

BSS Division 
L2 Support

System Admin 
Division 

L2 Support

System Development NW 
and EUS Division 

L2 Support
*

IT Group Service Desk LI Support

■
SLT Internal User

Cher than the salting np of centntliaad (Common) Semico desk for iT gmap. it is vast taguimman. to 

develop and use common IT tool for help desk process.
process has been investigated and finds the following finalized process flow all Service

Therefore the 
desk staff to be followed.
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Chart 1: Common process flow to be followed

T- Level Support divisions - NW & EUS, Systems. 
_________ Billing and OSS)

IT Group Service Desk
3- Level Support (Vendors)

1. Centralised Inodert Recording n,

i request Assured No
r t\Q, 25 lag the trader;

2 lnodeniC|a,ifica!ion yw 12 Re-assgn te Scoter

J t<z>
II J1

25 tr&jpe&C&g-css3. Search Knowledge Base
Isdas-fca^

Correct No
oS
* T fli.RsCiassi'/

Yes 25 Pravde the Pecaner? Sci-tssr4. Is Ktoati Error? No Ti
15 Imresbgaa&OiayoMYes

>. Is Permanent 
rfirtion AvaJobJi

r- Yes
T&Canircident'v
KjfcePennrag!# No

No
Yes fTCan V/aksot?^ 

^appieo?^

-»j 18a. Provide Tie Fetmarens So-u’/y |

to1fisVt'orkarnurc
Available? No

AYes |
18b Provide 5» ttoraroud I

7a Provide Permanent 
Solution 7b Provide Workaround

19. Ircden; Solved? to

Require Phy: 
Transport? Yes — Ye

Yes
las tool cause 
deterrrined?

tofRequirePhys
Transport?

No

Yes
No

\, lsresduion< to -----
rT

Yes9 Provide ’.be solution or *cdiaiound

s a a Severity
No FrcdenMgt2?

to10. Indden! Solved?
Yes
i

Yes

1 23 Produce irddert Report fcc 
Seventy i&2m!a\-es +

28 Closure of Incident & attach related documentation indudiog IR 
(*ta» applicable) and assign tad! to incident recorder A

Inadttt Report
(IR)

8a

Chart 1. Process flow for the 
proposed Centralized 
Service desk in IT group

c <
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5. Scope of my Project

selvicedesktoSow'ttep^SLX*"d IT f” "» IT

6. Conclusions
As the pioneer telecommunication company in Sri Lanka , SLT should have strong IT 
systems to manage the customer satisfactions and needs. Hence to address incident and 
c ange request for the IT system to resolved in time with better management.
As such I think this development and implementation will support SLT IT group to do their 
objectives in efficiently and effectively. ~ 1
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Appendix 4 -SLT IT Service Desk Project Plan

2013iTask Name Start FinishDurationID
2nd Quarter___ [3rd Quarter1st Quarter3rd Quarter 4th Quartere Jun__Jui I Aug [Sep Oct l Nov I Dec Jan I Feb I Mar Apr ! May I Jun I Jul ' Aug I Sep l

Fri 8/30/13 
Mon 7/23/12 
Mon 7/23/12 
Fri 10/19/12 

Wed 8/15/12

SLT IT SERVICE Desk SW 
Start Project

Prepare Project Charter and approval

291 days? Mon 7/23/12
1 day? Mon 7/23/12
1 day? Mon 7/23/12

59 days? Tue 7/31/12
12 days? Tue 7/31/12
27 days? Thu 8/16/12
12 days? Thu 8/16/12
10 days? Mon 9/3/12 
5 days?

1 day? Mon 9/24/12
1 day? Mon 9/24/12

4 days?
4 days?
5 days? Mon 10/1/12 
5 days?
5 days? Mon 10/8/12
5 days? Mon 10/8/12
5 days? Mon 10/15/12 
5 days? Mon 10/15/12

1
2

3__|E3 I
4 Planing

s a Scope Definition and document approve 
Requirement gathering 

Draft researched details
Fri 9/21/12 
Fri 8/31/12 
Fri 9/14/12 

Mon 9/17/12 Fri 9/21/12 
Mon 9/24/12 
Mon 9/24/12

6

Hja
8 g
9 g

Interview Users, Stake holders 
Draft review revise and approve doc 

Development Planning
Create and approve Development Planning 

Test Planning
Create and Approve of test plan 

Implementing Plan
Create and aprove Implemenation plan 

Acceptance criteria
Prepare accceptance criteria and approve 

project plan
Prepare Project plan and approve

icH
11 gg

Tue 9/25/12 Fri 9/28/12
Tue 9/25/12 Fri 9/28/12

Fri 10/5/12 
Mon 10/1/12 Fri 10/5/12

Fri 10/12/12 
Fri 10/12/12 
Fri 10/19/12 
Fri 10/19/12

12

13 m
14
Ts log 
16
17 gg
18 S
l9~|g

188 days? Mon 10/22/12 Mon 7/8/13 
51 days? Mon 10/22/12 Mon 12/31/12 
15 days? Mon 10/22/12 Fri 11 /9/12
15 days? Mon 10/22/12 Fri 11 /9/12
15 days? Mon 11/12/12 Fri 11/30/12 
10 days? Mon 12/3/12 Fri 12/14/12
10 days? Mon 12/17/12 Fri 12/28/12

1 day? Mon 12/31/12 Mon 12/31/12 
Tue 1/1/13 Fri 5/31/13
Tue 1/1/13 Thu 1/31/13

Tue 4/30/13 
Fri 3/15/13 
Fri 2/15/13 
Fri 2/15/13 

Thu 2/28/13

20 Project execution 
Designing

v
21

322 Develop use cases 
Create data architecture1323

324 Design Ul
Design workflow flow charts 
Design database 
Design approved 

Development
Build and Demo prototype 
Develop Product 

Develop Ul 
Develop Database 
Develop Work flow 
Develop Permision

325

326
27

111 days? 
23 days? 
64 days? 
31 days? 
11 days? 
11 days? 
10 days?

28

329
Fri 2/1/13 

Tue 2/5/13 
Fri 2/1/13 
Fri 2/1/13 

Mon 2/18/13

30
31 O
32'“’{g 
33 rg
“34^0

a
a

a

♦ External Tasks 
■SF . External Milestone v- 
•v Deadline

Milestone 
Summary 
Project Summary &

Task
Project: SLT IT Service desk Sw Deve 
Date: Thu 9/5/13

Split

Progress

iifiliiiiiiiiJi

Page 1



Appendix 5
Test Cases and results with Schedule of IT Service desk software development Project for SLT

S.No. Test Id Objective Modue Execution Date Result Jser Group Requirei Remarks Signature
1. OSS
2. BSS
3. System
4. Networks

Verifying the different level of user 
loggings , and their functionalities 
allowed in the systems

Different level of authorities 
required to improve

1 CASE 1 6-May-13 OpenLogging

1. OSS
2. BSS
3. System
4. Networks

Check with different Service ID s 
and veryfy the employee before 
adding the cocern

2 CASE 2 Employee 6-May-13 PASS
Search by Employee - Service number and 
check Employee Verification functionality

1. OSS
2. BSS
3. System
4. Networks

Add concern under an Employee and 
tetsting for updating in different level of 
concern

Definition of priority levels and 
escalation not done

6-May-13Concern Open3 CASE 3

1. OSS
2. BSS
3. System
4. Networks

Users requested complaint 
registration directly, need 
development

Adding complaint for a registered 
Concern and testing for Updating 
different Level of complaint

Concern
Complaint

7-May-13 PASS4 CASE 4

Functionality is Ok, need 
additional LOV for category, 
need priority levels and 
escalations

Service Request addition under Concern 
registered, Updating Service request in 
each stages

1. OSS
2. BSS
3. System
4. Networks

Concern
Service
request

7-May-13 Open5 CASE 5

1. OSS
2. BSS
3. System
4. Networks

Create , update Incidents for a concern 
registered Incident priority levels and 

escalations to be added
Incidents 7-May-13 Open6 CASE 6

1. OSS
2. BSS
3. System
4. Networks

Testing of Problem created under
incident an updste in differet Stages and 
close

Problem priority need to addProblem 7-May-13 PASS7 CASE 7



Change Request entry and update CR 
details in diferent statges

1. OSS
2. BSS
3. System
4. Networks

Change
request

Estimated cost, IR document 
adding need

8 CASE 8 7-May-13 Open

System support tools testting - SLT 
application systems, infrastructure MTCE 
area details entry for refernce and to call 
at each activities defined. Create new, 
update and deactivate to be testted

1. OSS
2. BSS
3. System
4. Networks

9 CASE 9 8-May-13 PASSSupports

Vendor details of each system and IT 
infrastructure with S&M agreements 
detais entry, update and link with 
systems

1. OSS
2. BSS
3. System
4. Networks

Identify the system to Vendor is 
required

CASE
8-May-1310 Supports Open

10

Create and update of Users and assigning 
to workgroups, change of work groups 
tetsings

1. OSS
2. BSS
3. System
4. Networks

CASE Supports 8-May-13 PASS11
11

Entry and update of empoyee details to 
the system testings

1. OSS
2. BSS
3. System
4. Networks

CASE Supports 8-May-13 PASS12
12

1. OSS
2. BSS
3. System
4. Networks

Overall work floor of the system to 
manage single Service desk in SLT 7 =x<CASE All Partially done9-May-13 Open13 O13 "TV

tssU
1. OSS
2. BSS
3. System
4. Networks

Dashboard features and User level wise
customisation

Oco
dDO JO

CASE 3> >Dashboard pending9-May-1314 -jo 1*014 -4L c:
4*.

1. OSS
2. BSS
3. System
4. Networks

Reports from the systems which need to
montor by the managementCASE pendingDashboard 9-May-1315 15


