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Abstract. This paper proposes a service desk to handle two important issues in financial
company using the Information Technology Infrastructure Library (ITIL) Framework, i.e.
Single Point of Contact (SPOC) and Service Level Agreement (SLA) issues. SPOC is a
gateway to information needs of both users and company staff, particularly the IT staff,
while SLA defines the responsibilities of the parties where such services work and
provides coverage for services provided to the client to achieve client satisfaction. The
service desk is built by focusing in service operation. A service desk has been successfully
built in this study to make user’s problem controllable. The result also shows that the
user’s problem can be solved faster in many cases.

Keywords: Information Technology Infrastructure Library (ITIL), Single Point of
Contact , Service Level Agreement , Service Desk

1. Introduction
As IT Division and organization are shifting from technology-based to service-
based management models, investing in a credible best practice framework such as
ITIL (Information Technology Infrastructure Library) becomes more important for a Service
Desk [1][2] . According to ITIL, Service Desk is “The single point of contact between users
and IT Service Management”. ITIL tasks include handling incidents and requests, as
well as providing an interface for other ITIL processes while the primary functions of
the Service Desk are incident control, life cycle management of all service requests, and
communication with users.

There are many challenges that relate directly to ITIL implementations. Chen and
Chou [3] noted in their study on information technology service management that there
are ten top challenges. These are: culture shift, integration with current process, ITIL/
ITSM-related knowledge, appropriate management tool, clear measurement target, project
within budget, insufficient internal professional staff, project on time, managing
consultants, and incapable or inexperienced consultants. These are considered challenges
due to their connection with reasons for failure. Zhu [4] pointed out that the top ten
reasons for failure in ITIL implementations are ITIL is rigid, ITIL is frequently hijacked
by management, ITIL takes too long, change management fails, too much IT focus/not
enough business focus, ITIL is not an end itself, misunderstanding that ITIL is not
mandatory, staff takes the implementation too seriously, ITIL cost too much, and ITIL
drags the enterprise improvement process down. Thus, overcoming the challenges and
understanding the top reasons why failure occurs will be helpful in generating strategies to
minimize the risks around these challenges. Looking at the top five challenges above, culture
shift, appropriate management tool, and clear measurement
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target are all directly related to Service Desk. Service desk as the single point of contact will
be very useful for culture shift.

ITIL (The IT Infrastructure Library) is essentially a series of documents that are
used to support the implementation of a framework for an IT Service Management. This
custom is able to define how Service Management is applied within an organization. ITIL is
organized into five core publications that revolve around the service lifecycle. These
provide best practice guidance for an integrated approach to IT service management. The
five core titles are Service Strategy, Service Design, Service Transition, Service Operation,
and Continual Service Improvement.

2. Proposed Method

A Service Desk is a functional unit made up of a dedicated number of staff responsible for
dealing with a variety of service activities, usually made via telephone calls, web interface or
automatically reported infrastructure events.

The Service Desk is a vitally important part of an IT organization and should be the Single
Point of Contact (SPOC) for IT users on a day-to-day basis. The primary aim of the Service
Desk is to provide a single point of contact between the services being provided and the users.

The exact nature, type, size and location of a service desk will differ, depending upon
the type of business, number of users, geography, and complexity of calls, scope of services
and many other factors. There are many ways of structuring service desks and locating them.
The correct solution will vary for different organizations.

The new service functions of IT Service Desk are: BMC [5-8]

a. The Service desk is the central point of contact for all clients and users of IT services.
People call the service desk if an outage occurs, if they have a request for something new
(such as a printer installation), or if a change is needed. The service desk resolves and
fulfills incidents and requests as much as possible and coordinates and routes those
requiring escalation. Figure 1 shows the new service function of IT Service Desk [9]

Service Desk self-help

resources

Figure 1 New Service Desk Function

b. Technical management knows what resources the IT organization has at its disposal.
Getting the right people involved in serving the users, testing, and improving the IT
services makes the service operation stage easier for the IT staff. To obtain staff with
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good skill in IT service desk, the value of each IT Service Desk person was identified.
There some IT services values : respect, value, trust, engage, grow and team [9].

c. Operation management includes scheduling all activities and managing all resources.
Operations are responsible for routine IT tasks, such as system administration and
preventive and monitoring activities, categorization, and prioritization. Figure 2 shows
the categorization and prioritization.

Kategori Infrastructure Tipe Request
Sub Kategori AS400 SLA 2 hour
Item Maintenance Database Prioritas Low
Critical / Non Critical Non Critical SLA (minute) 120
Ditugaskan ke IT Recovery

Figure 2 Categorization and Prioritization

In the operation management, the IT Service desk also maintains customer satisfaction.
Figure 3 presents the example of customer satisfaction.
d. Application management maintains applications and provides technical support, as well
as subject matter expertise, throughout the application lifecycle.

CALLS : 82%  dinila
RESOLVED CALLS .:-1;:; 91%  dnalla

CUSTOMER SATISFACTION @ 63 % .

Figure 3 Customer Satisfaction

3. Analysis Result

a. Single Point of Contact
New IT service desk functional organization at ITSO Division is a part of the
enhancement of the existing service to users, Figure 4 reflects the new function of
service desk under the Data Processing and Recovery Center Department.
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Figure 4 New Functional IT Service Desk at Financial Institution

The user of the bank contacts the IT Service Desk as the single point of contact and the
other organization acts as a second level of support. With the new IT Service Desk
function, the Financial institution can achieve the SLA to the user. Figure 5 presents the
achievement of 100% for the availability of the 21 critical system including the core
system, transactional system and support system

The availability of the critical system increasing after the Q3 are below 99.99% (Credit
Card (Asscend), Treasury System(Spectrum), Internet Banking and Interface Treasury to
Fast (EMX), but 3 month later the average availibility achieve the SLA Target (99.99%).
This achievement makes the user more comfortable because the system always on.

Achievement

No Service m Avg.Q1'16 |Avg.Q2'16 (Apr- Q316 Jul)
Uan-Mar) Jun)

1. AVAILABILITY CRITICAL SYSTEM

A, CORE SYSTEM
1 |Core Banking(silver Lake) 99.95%

2 |creditcard (asccend) 99.95% 00.00% 00.00%
3 |Treasury System (Spectrum) 99.95% 5
4 _|Joint Financing (MOJF} 99.95% 00.00% 00.00%  100.003 d [ Note of Red Performance:

B. TRANSACTIONAL SYSTEM - No.11: down 1jam 10 menit (Apr'is)
5 |ATV card Management 99.95% 00.00% 00.00% 00.00% down 1 jam 48 menit (Mei'15)
6 |Proswitching Production 99.95% e O O0% 00.00% down 16 jam 40 menit [Jun'16)
7 |call center 99.95%

8 |Intemnet Banking 99.95%

9 |Prepaid system (OE) 99.95%

10 |Switching System (PCE} 99.95% -
11 | Mobile Banking 59.95% Fesformmncel svel pencervice:
12 |SKN_GEN2 99.95% 00.00% 00.00% 00.00% . e S

3 [rTGs 99.95% @ unreetsa

14 [Swift 99.95%

C. SUPPORT SYSTEM
15 |Collection System {CWX) 99.95% 99.98% 00.00% 00.00% S S S O e
16 |Loan Origination System {CC) 99.95% 5 E . > 90%

17 |Loan Origination System (Consumer) 99.95%
18 [cs 99.95% O 2 80%
19 |custody System (CIPS) 99.95% . < 80%
20 |PSAK 99.95% 00.00% 00.00% 100,009 ]
21 |Interface Treasury to fast (EMX) 99.95% 6

ilability System 17/21) 81.00% 0 95.243

Figure 5 SLA Achievement during Q3

b. The prioritization and categorization in Operation Management will support the second
level support to analyze the root cause of the problem in an in-depth manner. The
information on the table enable us to focus on the critical issue to solve. Figure 6 depicts
the most frequently faced problems in a specific time. This type of table can be generated
monthly.
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Figure 6 Incident Categorization

With the incident report generated by monitoring the IT Service Desk engine, the business
users can focus their efforts towards increasing the customer transaction. The report that IT
service desk produces weekly is shown in Figure 7. This report is produced by the IT service
desk to help the business users speed up the fee-based income for the financial institution

TOPUP_MV
TOPUP_MC
GPRS Registration
Email Registration

56
%E
Registration via ATM H& [ [

Info SMS Help H_,f,

Info Exchange Rate
Interbank Online Transfer L%
In-house Transfer |
Info Acc History hﬂl I |
Purchase |
Payment hﬂr-
I

Info Account Balance o |

Info List Account | I I

o URL App Dovwioa! ety

E

W Failed Transaction
ESuccess Transaction

Figure 7 Internet Banking transaction monitored by IT Service Desk

Process Software Development Life Cycle for the release management is also monitored by
the IT Service Desk to make sure that the application deployed in the production environment
will operate smoothly without any disruption. Figure 8 presents the Service Level Agreement
for the SDLC performance.
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[ Service Level Agreement SDLC - Jun'16 - Nov'16

- - - ] Time Frame Indicator
s/d s/d s/d s/d s/d s/d

* Project plan has been accepted and key milestones
Jun16 | Jul-16 | Aug-16 | Sep-16 | Okt-16 | Now-16 e e e
= Project Initiative is being defiverad according to plan.
Total Ureq 285 313 328 347 333 337 BECl . ooty of Project defiverables meeting set
. standards.
Have Not Indicator | 74 79 94 104 | 109 | 116 R e R
New initiation 47 64 61 75 63 71 » Project plan is nct fully defined.
z Amber | - Quality of Project defiverables is Jass than desired.
Analysis 42 51 54 50 50 42 « Project Initiative is behind schedule by « 10%.
On Hold 28 27 29 30 28 29 * Quality of Project defiverablesis putting the
Red Initiative 3t risk.
Have Indicator 94 92 90 88 83 79 * Project is behind schedule by > 10%.
Green ‘|" ‘.. k ; 2, Green Performance Level Criteria:
: ¢ : : ¢ 6% . > 60%
Amber 29 29 30 30 30 24
31% | 32%) | (33% | awy | @10 | sowy [| O =230%
Red . <10%

0 © 00 ® ®

Figure 8 SDLC Service Level Agreement

Internet Banking and mobile banking transaction are also monitored by the IT Service Desk
and reported regularly in the Division meeting with the Board of Director. Figure 9 depicts
the financial and non-financial internet banking transactions

.| Data per Transaksi Internet Banking-Nov' 16 ! Transaksi Internet Banking-Nov' 16
sevice success | railed | % Failed | Total T rsose 3ot 179987
use Bulk Payment E ] o.oﬁl E
E - 0.0% E
Up Mega Cash 3 E 0.0% 3
ime Deposit 9 1 0.1%) 14
a%|
Bulk Payment Mixed 583) 7 04% 594 e nn oy
6 Payroll Mixed 383 7] 0A4%| 390 | e -
n House Transfer to Own Account 1,456 aq 21%| 1,496 SR NS Nt 290 Mooty 20(;!2.;’&;- =
8 RTGS Transfer 1,340 53] 2.7%)| 1,393 L
9 LLG Transfer 5,293 149| 7.7% 5,442
n House Transfer to Third Party
1) Kt 7,367] 157] 81% 7,524
11 purchase 923} 192| 9.9% 1,115
12 [DNLINE Transfer 4,688 658  34.0%| 5,346
13 Bill Payment 6,152 671  34.7% 6,823
Total] 28206 1935 30,141
Persen| 93, 63| 6.4%
[ pata Financial & Non Financial Transaksi Intemet Banking-Nov'16
Nen Prancil Tramsaction

»um
9%

wisle
4%

T rarsaksi Non Fnancial
WTrarsaks Fnanca

Figure 9 Financial & Non Financial Success Rate Transaction
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4. Conclusions

A good IT Service Desk allows a Financial Institution to easily connect to its business goals.
Good IT Service Desk will improve user satisfaction effectively and efficiently for all stake
holders of the company. The success factors that influence the successful implementation of
IT Service Desk here are the commitment from the top management and also from the staff
and their manager to implement ITIL Framework.

The challenge faced by this Financial Institution regarding service its users has been managed
by implementing a Single Point of Contact of IT Service Desk. This service level agreement
is regularly updated to better serve the users. The limitation of implementing of IT Service
Desk is about the time limit and the socialization to all user of the company need more
attention.
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