
Manage Service Desk and Incidents [1]Timely and effective response to IT user queries and problems requires a well-designed and well-executed service desk 
and incident management process. This process includes setting up a service desk function with registration, incident 
escalation, trend and root cause analysis, and resolution. The business benefits include increased productivity through 
quick resolution of user queries. In addition, the business can address root causes (such as poor user training) through 
effective reporting.
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