
Presented by :

ERICKSIMPSON
.COM

CERTIFICATION

LEVEL 2 Service Essentials

Service Desk Incident Escalation & 
Lifecycle Management for Resolution



CERTIFICATION

NOC vs. Service 
Desk
• NOC focuses on proactive and reactive 

equipment, operating system, application 
software  and service support and 
maintenance

• Service Desk focuses on proactive and 
reactive end-user support



CERTIFICATION

NOC and Service Desk Responsibilities

Receives all incident 
notifications

Records all incidents in PSA 
solution

Classifies all incidents and 
correctly documents 
nature, affected users, 
systems, hardware and 
services

Prioritizes all incidents for 
effective escalation

Troubleshoots according to 
Best Practices

Escalates incidents to 
maintain SLA’s

Maintains consistent 
communication with all 
affected parties

Performs all scheduled 
maintenance activities
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NOC and Service Desk Duties

Proactive 
Maintenance  
HW/OS/SW + 

Services

Reactive 
Response 

HW/OS/SW + 
Services

SLA

NOC

Perform all 
maintenance 

duties such as 
patching, 

updating and 
optimizing

Alert 
Management 
and Incident 

/Problem 
resolution

Maintain 
Service Level 
Agreements

Reactive
Response
End Users

SLA

Service Desk

Maintain Service 
Level Agreements

Client / End User 
Management and 
Incident/Problem 

resolution
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NOC and Service 
Desk Processes
• Incident Management
• Problem Management
• Configuration Management
• Change Management
• Release Management
• Risk Management
• Communication Management
• Service Level Management
• Service Financial Management
• Capacity Management
• Service Continuity Management
• Availability Management
• Security Management

NOC 
and
Service
Desk
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When Tiered, 
Staffed and 
Trained Properly 
a Best-In-Class 
Service Desk

Has a dedicated Service Dispatcher(s)Closes Level 
1 incidents within 30-45 minutes

Closes up to 97% of all requests with Level 1 
resolution

Escalates up to 2% of all request to Level 2

Escalates up to 1% of all requests to Level 3

Schedules onsite service only when incidents 
cannot be resolved remotely (*with a few 
exceptions)

Adheres to strict, established SLAs

Increases client satisfaction through standardized 
processes and reporting

Improves net profits through efficient, remote 
operations (reduced truck rolls)

97%

2%

1%



After Project
Plan Creation

Incident Management
vs. Problem Management

• Incident Management’s purpose 
is to restore business continuity 
as quickly as possible

• Problem Management seeks to 
determine the root cause of 
recurring incidents



Top 3 NOC and 
Service Desk 
Tools

PSA

IT Documentation

RMMa
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*Priceless*
MSP Mastered® 
Service Desk 
Performance 
Optimization Tips

Optimize Platforms
● PSA Issue Types and Subtypes
● PSA Automated Communication, Alerting and Escalation
● RMM Noise
● Reporting

Document Processes
● SLA Management
● L1, L2, L3 & Onsite Ticket Types and Time to Resolution (TTR)
● Incident Identification, Prioritization, Assignment
● Incident Management and Resolution
● Incident Escalation

Capacity Plan Properly
● Level 1, 2, 3, Onsite Support for Maximum Utilization (N+1)
● Dispatchers
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Leverage PSA to Increase Ticket Categorization 
Accuracy and Reporting – Issue Types and Subtypes
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Leverage PSA 
Automation to 
Maintain SLAs -
Alerting and 
Escalation
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Leverage PSA Automation to Reduce Costly Labor –
Client Communication and Ticket Closure 
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Leverage Documentation Platform to Improve 
Efficiencies and CX – Incident Management Processes
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Resource Capacity 
Planning for Service Desk 
Techs and Dispatchers

• Based On 
• Total Ticket Count Per Year

• % of Tier 1, 2, 3 and Onsite Tickets

• SLA 

• Required Data
• Total Tickets

• Tiering and Onsite Ticket Segmentation %

• Time Allotted Per Ticket Type Before Escalation

• Number of Hours Available by Tech per Month

• Number of Available Techs Per Tier

• Number of Available Dispatchers
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The Service 
Dispatch Process

• Participates in the provider’s problem 
management and resolution process

• Assigns and manages resources and 
parts/availability

• Schedules remote, onsite and in-house services
• Interacts with the client to maintain and 

improve satisfaction
• Ensures service adherence to established SLAs
• Is responsible for the status and resolution of 

each and every service request
• Provides reporting
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Dispatch Incident Assignment and Escalation
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Identification and 
Logging
•Identify the incident 
through existing 
knowledgebase, 
network analysis, 
service level 
degradation

01
Prioritization and 
Resource Allocation
•Classify the problem 
(hardware, software, 
service, impact) and 
assign resources for 
analysis

02
Analysis and 
Diagnosis
•Analyze the problem to 
determine cause and 
propose solution

03
Propose Solutions
•Evaluate impact of 
proposed solutions

04
Solve (RFC)
•Request For Change -
Implement solution 
(change management)

05
Review (PIR)
•Post-Implementation 
Review – Monitor the 
results of change and 
problem closure

06

The 3 Phases of Incident Management

Identification 
Prioritization 
Assignment

Analysis
Diagnosis

Solution
QC1 2 3
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The 7 Step Incident Management Process

RECEIPT
– SERVICE 

REQUEST IS 
RECEIVED

1

CREATION
– TROUBLE 
TICKET IS 
CREATED

2

IDENTIFICATION
- ISSUE IS 

IDENTIFIED AND 
DOCUMENTED

3

QUALIFICATION
– ISSUE IS 

QUALIFIED TO 
DETERMINE IF IT 

CAN BE RESOLVED 
IN TIER 1

4

IMR
– ISSUE IS WORKED 

TO SUCCESSFUL 
RESOLUTION

5

QC
– ISSUE IS VERIFIED 
TO BE RESOLVED 

TO CLIENT’S 
SATISFACTION

6

CLOSE
– ISSUE IS CLOSED 
AFTER COMPLETE 

IMR ACTIVITIES 
ARE DOCUMENTED

7
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If Issue Cannot Be Resolved in Tier 1…

4.1 ESCALATION – ISSUE IS 
ESCALATED TO TIER 2

4.2. QUALIFICATION – ISSUE IS 
QUALIFIED TO DETERMINE IF IT 

CAN BE RESOLVED IN TIER 2
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If Issue Can Be Resolved in Tier 2…

5. IMR – ISSUE IS WORKED TO 
SUCCESSFUL RESOLUTION

6. QC – ISSUE IS VERIFIED TO BE 
RESOLVED TO CLIENT’S 

SATISFACTION

7. CLOSE – ISSUE IS CLOSED 
AFTER COMPLETE IMR ACTIVITIES 

ARE DOCUMENTED
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If Issue Cannot Be Resolved in Tier 2…

4.3 ESCALATION – ISSUE IS 
ESCALATED TO TIER 3

4.4 QUALIFICATION – ISSUE IS 
QUALIFIED TO DETERMINE IF IT 

CAN BE RESOLVED IN TIER 3
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If Issue Can Be Resolved in Tier 3…

5. IMR – ISSUE IS WORKED TO 
SUCCESSFUL RESOLUTION

6. QC – ISSUE IS VERIFIED TO BE 
RESOLVED TO CLIENT’S 

SATISFACTION

7. CLOSE – ISSUE IS CLOSED 
AFTER COMPLETE IMR ACTIVITIES 

ARE DOCUMENTED
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If Issue Cannot Be Resolved in Tier 3…

4.4 ESCALATION – ISSUE IS 
ESCALATED TO ONSITE 

SUPPORT

4.5 QUALIFICATION – ISSUE IS 
QUALIFIED TO DETERMINE IF IT 

CAN BE RESOLVED ONSITE
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If Issue Can Be Resolved Onsite…

5. IMR – ISSUE IS WORKED TO 
SUCCESSFUL RESOLUTION

6. QC – ISSUE IS VERIFIED TO BE 
RESOLVED TO CLIENT’S 

SATISFACTION

7. CLOSE – ISSUE IS CLOSED 
AFTER COMPLETE IMR ACTIVITIES 

ARE DOCUMENTED
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If Issue Cannot Be Resolved Onsite…

IT/SERVICE MANAGER 
DECISION POINT
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NOC and Service 
Desk Key 
Performance 
Indicators

Trouble Tickets Closed Within SLA Yesterday

Trouble Tickets Carryover From Yesterday

Trouble Tickets Closed Last Week

Trouble Tickets Pending

Onsite Service Appointments Completed Yesterday

Onsite Service Appointments Rescheduled Yesterday

Managed Services Hours Logged/Billed Yesterday

Project Hours Logged/Billed Yesterday

Non-Billable Hours Logged Yesterday

Onsite Service Hours Logged/Billed Yesterday

Utilization/Realization by Technician

Profitability by Client, Agreement, Project, Technician



UPCOMING WEBINARS


