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- 6 people  

- Working days 7:3018:30 (11 hrs/day)  

- CERN Service desk: 
 acts on ~ 50% of all ‘human’ tickets 

 acts on  ~8000 tickets per month or ~90000 per year. 

 Has a 10 minutes OLA 

 Resolves ~ 20% of tickets 
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Service Desk in Perspective 
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USERS 14000  Distinct users have used the 

system in the last year 

6 Supporters in the Service desk 

7:30 - 18:30 

~ 1000  Supporters in CERN 

528  Active support functions 

285 Active services provided 

Incident Management 

Request Management 
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SMS Top Challenges: 

1: Long outstanding tickets (causes and symptoms): 

a. Infrastructure issues cannot be resolved quickly 

b. No timely feedback is given: support teams ‘forget’ requests 

and incidents or do not provide intermediate feedback.  

 

Actions already taken: 

 Coaching support teams,  

 Formal complaints process introduced, 

 Incite users to provide feedback. 
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SMS Top Challenges: 

2: Ensuring business continuity:  

a) Tricky “Out of scope tickets” 
– INC: Weasels eating optical fibre cables 

– RQF: Breast milk pumping room  

– INC: Price of ketchup too high 

b) Service Desk is outsourced  
– Team did not know anything about CERN before 

– Assignments can be tricky 

 

 

Ensure business continuity thanks to the Catalogue & Knowledge base 
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SMS CERN Service Portal 

• ~  500 special forms developed 

• 2020 active Knowledge Articles out of 

which ~ 250 internal to SD   

• Email still most popular input channel 
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CERN Service Status Board 

 
• Communication channel between: 

 Service providers,  

 Service desk  

 Users 

 

• Contains 

 Interruptions 

 Changes 

 

 

• Predefined Views  

• User customizable views 

• Users can subscribe to RSS feeds 



Many thanks for your attention! 


