S L;ti on, which isthe user interface with I T, to register, communicate, dispatch and analyze al
vice reguests and information demands. There should be monitoring and escalation
procedures based on agreed-upon service levels relative to the appropriate SLA that alow classification and
prioritization of any reported issue as an incident, service request or information request. Measure end users?
satisfaction with the quality of the service desk and IT services.

There are no PSGs publisned for thistopic; however, the topic isunder
review for future PSGs
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