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Service Desk Operations 

 
Methods provides Service Desk Operations services for several Central Government organisations, bringing thought leadership alongside 
service delivery to provide operational improvements and changes to keep pace with rapid digital transformation programmes, whilst 
running secure, high performing business as usual (BAU) services. 

What is the Service 
 
Methods Service Desk Operations service offers an expert and experienced managed service for your Service Desk Operations, whether 
you are looking to implement a Service Desk for the first time, or if you are looking to make improvements to an existing Service Desk 
practice. We collaborate with and support clients by running their Service Desk function, governing delivery activities, ensuring value 
realisation, and promoting service improvement activities. 
 
 

What can it do for you 

 
Methods ensure that Service Desk operations are efficient, effective, and central to the delivery of a high-quality customer experience; 
processes are highly automated, efficient, and operated by Service Desk experts. We will ensure that the information required for 
operations is immediately available, including access to clear and measurable performance information, that your end users have the 
knowledge and self-help they need and can interact using the most appropriate channels, and you achieve and maintain a high first-time 
fix rate. 

Service Features 

 
1. Fully managed Service Desk Operation, owning delivery and performance management 

2. Management of end user support contacts through multiple channels 

3. Recording information, triage and analysis, and response within ITSM toolset 

4. Incident/ request management aligned with documented processes 

5. Management of outbound communications as documented in the support processes 

6. Service Desk thought leadership to manage and oversee overall operation 

7. Operational hours agreed and fully supported 

8. Service Desk liaise with the Service Operations team, as required 

9. ITIL4 compliant; guiding principles, governance, practices, continual improvement 

10. Performance Management; SLA/ KPI management of Service Desk services 

 
Service Benefits  

 
1. Proven experience within Service Desk and Service Management environments 

2. Independent, pragmatic, and proven transformation approach for Service Desk  

3. Standardised and repeatable processes, procedures, and service level agreements 

4. Methods’ service accountability to deliver faster, better, more effective services 

5. Delivery of best practice ITSM policies, processes, and procedures 

6. Provides independent assessment of risks/ issues, and improved controls 

7. Effective and efficient Service Desk operation supporting increased productivity  

8. Enabling increased service value for Service Desk services 

9. Improved service performance with excellent end user experience 

10. Improved alignment to your support strategy 



   

 

   

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
  



   

 

   

 


