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SERVICE DESK

The help desk evolves

The challenge

The help desk plays a fundamental role in supporting your
people, wherever they are — in offices, factories, branch
outlets, at home or on the road. If your help desk is effective,
you will benefit from increased user confidence and
productivity, and ultimately competitive advantage.

But the challenges are significant. Your IT infrastructure
demands a wide range of hardware and software support,
probably from multiple suppliers. Your users’ expectations
are growing. How do you keep everything up and running
24x7, without costs spiralling out of control?

The solution

From our Enterprise Management Centres, our experienced
Service Desk professionals offer fast and reliable solutions to
user problems.

But that’s not all. Fujitsu has turned traditional help desk
thinking on its head. No longer judged simply by how quickly
the call can be dealt with, frontline staff will search for the
cause of the problem and establish a process for eliminating
it in the long term.

Passing the call on to second-level teams or third parties
reduces your users’ productivity and increases support
costs. To combat this, Fujitsu’s Service Desk staff are
empowered to deliver the services your users and customers
request at the front line.

A Fuijitsu Service Desk will not only manage incidents,
problems and questions from your users, it will also
integrate the activities you need to ensure your IT services
are delivered in the most effective way. Customer change
requests, lifecycle services and the broader issues of service
level management are all handled by the central Service
Desk team.

Services can be delivered in a range of ways, depending
on user needs. Contact can be made by phone, fax, email,
Web-chat, collaborative browsing and user self help.

Our services

The Fujitsu Service Desk is part of an integrated portfolio of
Infrastructure Outsourcing services. These can be delivered
in a single- or multi-sourcing arrangement. Fujitsu’s

Service Desk offering can be adapted to suit individual
requirements, depending on budgets and the nature of your
business.

Clients can choose options ranging from basic hardware and
software call handling, incident diagnosis and resolution and
remote desktop management, through to full outsourcing
solutions.

Service delivery approach

Fujitsu’s service delivery model is based upon the industry-
standard IT Infrastructure Library (ITIL) framework. This
ensures that the most appropriate resourcing model is
applied to all services. Clients can choose either a dedicated
or shared service desk model to suit their needs and budget.

Because Fujitsu’s processes and toolsets are highly
integrated, our Service Desk agents have access to
technology, information and knowledge that would normally
only be available further down the support chain.

Integration between Fujitsu’s call management system and
enterprise management tools ensure that the Service Desk is
immediately aware of the status of all systems managed by
Fujitsu, enabling faster service restoration.

Fujitsu provides extensive reporting across all services, for
internal use and access by our clients. The Service Desk
uses this information to drive initiatives in areas such as
process improvement, training, hardware and software
deployment and service delivery.



Partnerships About Fujitsu

Fujitsu is a full service provider of
information technology and communications
solutions. Throughout Australia and New
Zealand we partner with our customers to
consult, design, build, operate and support

Fujitsu has alliances and partnerships in place with most of the
leading hardware and software vendors, including Microsoft, Novell
and IBM. These relationships provide Fujitsu with access to all the
latest product and support information, thus improving the speed

of incident resolution. business solutions. From strategic consulting
. to application and infrastructure solutions
Benefits and services, Fujitsu has earned a reputation
as the single supplier of choice for leading
) corporate and government organisations.
Improved end user e Reduced user down-time
productivity and e Reduced peer-to-peer support

customer satisfaction | ® Ongoing support process improvement

Reduced cost e Shared resource models

e Reduced down-time

e Reduced repeat calls

e Leveraging Fujitsu’s technology

investments Fujitsu Australia Limited ABN 19 001 011 427
e Self-help technologies

Fujitsu Australia Head Office

A service culture focused on 2 Julius Avenue North Ryde NSW 2113
Telephone +61 2 9776 4555 Facsimile +61 2 9776 4556

Improved IT service

quality continuous service improvement
* A partnership approach that Australian Capital Territory South Australia
complements your existing processes 10 Rudd Street 99 Gawler Place
and technologies Canberra ACT 2601 Adelaide SA 5000
echnologl Telephone +61 2 6212 6600 Telephone +61 8 8305 8500
. . K imi Facsimile +61 8 8305 8555
Reduced complexity | ¢ A single point of contact FAcSimile 012 625/ 5/58 S
e Centralised management of vendors, Northern Territory Victoria
; 79-81 Smith Street 1230 Nepean Highway
SUppherS and support teams Darwin NT 0800 Cheltenham Vic 3192
Access to multiple e Phone Telephone +61 8 8943 7700 Telephone +61 3 9265 0200
Facsimile +61 8 8943 7777  Facsimile +61 3 9265 0500
support channels e Fax
° Email Queensland Western Australia
1 Breakfast Creek Road 191 St Georges Terrace
* Web-chat Newstead Qid 4006 Perth WA 6000
e User self-help Telephone +61 7 3119 3200 Telephone +61 8 9212 5000
. . o Facsimile +61 7 3119 3211  Facsimile +61 8 9212 5111
Global capability e |everaging Fujitsu’s global knowledge,
experience and capabilities Fujitsu New Zealand Head Office
. . . 119-123 Featherston Street Wellington
Responsiveness e A single point of contact for all IT- and Telephone +64 4 495 0700 Facsimile +64 4 495 0730

non-IT-related questions 24x7

Auckland Christchurch
117 Khyber Pass Road Unit 2 Amuri Park
Auckland Cnr Bealey Avenue and
Telephone +64 9 356 4800 Churchill Street
Facsimile +64 9 356 4851 Christchurch
Telephone +64 3 353 4260
Facsimile +64 3 363 4134

1e®,
FUJITSU

au.fujitsu.com
THE POSSIBILITIES ARE INFINITE nz.fujitsu.com




