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Computer Telephony Integration (CTI) 







Incident versus Service Request 





Services 





Knowledge-Centered Service (KCS) 





Impact, Severity, Priority & Urgency 





Set Targets 





Customer Satisfaction 





Measure 





 Use CTI 

 Select the caller first, then open a new request 

 Use the same form for incidents and service requests 

 Talk services, not tech 

 Allow everyone create and improve knowledge 

 Avoid negotiating priority, determine only the impact level 

 Set targets that the service has control over 

 Make it easy for employees to submit feedback 

Summary 
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