
Service Desk Efficiency and Effectiveness Review  

Do you ever get the feeling that your existing BMC Service Desk could do more than it does at 
present? Are you worried that you are not making the best use of Remedy’s available features?  Are 
you confident that your supporting Service Desk processes are optimised and delivering maximum 
benefit to both you and the business?  

Our approach 

Fusion Business Solutions have developed an innovative range of review services, which provide an 
independent and objective view of a Service Desks efficiency and effectiveness, that starts from as 
little as one day to produce results and it's focus is on improving your current investment by 
optimising the value and effectiveness of your Remedy systems and associated processes.  

What's involved? Each review performs an evaluation of current process capability matched against 
best practice and Remedy’s full functional capability. The review also provides a comprehensive 
report outlining the existing process and technology strengths and weaknesses, and highlights those 
improvements that would help to optimise the day-to-day management of incidents and requests and 
deliver high quality, efficient and effective Service Desk operations within your organisation.  

The SDEE review is a systematic and detailed As-Is-Analysis off your existing process, practices and 
Remedy solution as compared against best practice. The review offers: 

• Detailed and specific action plans for the full exploitation of your existing Service Desk and 
Incident Management investment;  

• Highlights optimisation potential for cost and time savings; 
• Improvement oriented recommendations and analysis aimed at exploiting identified 

optimisation potential;
• Specified implementation costs for the delivery of the recommendations; 
• Benchmarking of existing processes and Remedy solution against comparable organisations 

and Best Practice; and  
• Increased Service Desk efficiency and Incident Management process optimisation. 

Our experience 

Fusion Business Solutions clients benefit from our range of services which have been built upon our 
core competencies and wide experience with BMC technology, ITIL processes and Service 
improvement. Our portfolio of services offers solutions that are aimed at identifying potential cost 
savings and which optimise system and process usage and effectiveness. 

In the UK, Fusion has implemented more Remedy ITSM v7 solutions than any other BMC partner and 
our support desk supports many customers 24 x 7 today. Furthermore, our best practice consultants 
have experience of both ITIL and Microsoft’s Operations Framework (MOF) and draw upon significant 
experience of the operational issues faced by both in-house and outsource support. 

Benefits

Optimisation significantly reduces the time and cost of providing day to day Service Desk operations. 
An optimised Service Desk, and it’s associated Incident Management process, will help your 
organisation to reduce the cost of service provision, reduce the impact of outages and IT issues on 
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the business and help to significantly increase the quality of service provision All of which help to 
deliver an improvement in your businesses customers satisfaction with the service being provided. 
 
The SDEE review provides objective improvements aimed at delivering benefits to an organisation in 
terms of: 

• Cost; 
• Productivity; 
• Performance; and  
• Quality 

 
Other Fusion Best Practice Services 
 

• Operational Benchmarking – The ITIL® Operational Benchmark derives a balanced view of 
an organisations’ current process maturity as compared with the ITIL® best practice 
framework. The benchmark recommendations help an organisation to deliver a service 
improvement programme to address their most critical IT Service Management issues. 

• Unavailability Management – This service introduces a number of the ITIL® processes core 
proactive elements, such as Problem Management, which are aimed at reducing downtime; 

• Configuration Management – This service delivers a clear understanding of the technology 
components that exist within an organisation, how they are configured and underpin the 
Business services, without which, a technology organisation is unable to effectively manage 
the technology environment; 

• Change Management – This service is designed to introduce processes and procedures 
aimed at ensuring an efficient and effective response to handling both Business and 
Technology driven changes; 

• Event Management – This service delivers real time observation and alerting on the current 
health conditions within a particular technology or infrastructure. It also aims to correct 
service exceptions automatically or gather the data needed to investigate the root cause of a 
service failure, or to further improve and optimise technology delivery; and 

• Service Request Management – This service allows an organisation to effectively and 
efficiently track and manage all user service requests from entry to completion, thereby 
ensuring high quality service delivery and customer satisfaction. ` 

• ITIL Awareness and Foundation training – These courses introduce delegates to the ITSM 
concepts and ITIL® and show how to adopt and adapt it within their own organisations. 

 
About Fusion   
 
Fusion is a leading ITIL and Service Management consulting and systems integrator specialising in 
BMC Software solutions. In the past 10 years, Fusion has become the largest consultancy in Europe 
specialising exclusively on BMC Software solutions. Our solutions areas include: 
 

• Service Desks for Incident/Problem 
Management  

• Event and Service Impact Management 
 

• Change and Configuration Management  • Software Distribution, Discovery and 
License Management 

• Asset Management, CMDB and 
Discovery 

• Customer and HR Service Management 

• Service Level Management • Telco OSS/BSS. 
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