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1 Introduction

This document is intended to give you an overview of the services offered by
Castle Computer Services Support Department. From this you should gain an
understanding of how our support department works and what happens when
you log a support incident with us. This will help us work more effectively
together and help us to resolve your queries more quickly.

At Castle, it is our aim to offer the best possible support service to you and we
welcome your feedback. Please feel free to contact your account manager or
Katrina McRae, the Application Support Manager (Katrina.McRae @castle-
cs.com or call 0845 230 1314) should you have any comments or
suggestions.



2 ITIL Best Practice

Castle Computer Services support model is based around ITIL (IT
Infrastructure Library) best practice. ITIL is a best practice framework
developed by the Office of Government Commerce and is rapidly becoming
the worldwide de facto standard for the delivery of IT support to businesses.

Our Service Desk acts as the first point of contact for all queries, logs details
of your issue and assigns the incident to the relevant support team. Once
resolved the incident is allocated back to the service desk who then contact
you to ensure that the issue has been resolved before the incident is closed.

A differentiation is also made between Incidents and Problems. Incident
Management ensures that issues are fixed as quickly as possible to allow you
to continue working, while Problem Management investigates the underlying
cause of incidents in order to reduce repeat incidents.

Service Level Management monitors the response and resolution times of
incidents and also ensures that you are kept updated throughout the incident
lifecycle. Each customer is also allocated a Support Account Manager who
ensures SLA® are met and regularly reviews our performance with you.
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3 Service Desk

Your initial point of contact is our Service Desk. Support Incidents can be
logged with them, either by phone (0845 230 1314), email (support@castle-
cs.com) or via our website (www.castle-cs.com).
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The Service Desk will take details of your query, log the incident, and issue
you with an incident reference number. Whilst the incident remains open this
number should be quoted in any contact with the support department. Should
you log a call via e mail or our website, our Service Desk will e mail you
confirmation of the call reference number. Should you not receive this
confirmation within 15 minutes, it may indicate that we have not received your
support request. In these circumstances you should either resubmit your
request or telephone the Service Desk to ensure that they have received your
request.

When you log an incident we will require full details of what you were trying to
achieve or what issue you have encountered. This will probably include
details of what software or hardware is affected, the screen you were in, what
was entered in each field, and the exact wording of any error messages
received.

When the incident is logged an incident priority will also be agreed with you
(please refer to your Service Level Agreement (SLA) in Appendix A).
Automatic e mail alerts are generated to the Support Team Leaders and the
relevant Account Manager should a priority 1 call be logged.

Once the incident has been logged the Service Desk will route the incident to
the relevant support team.



Our Service Management Software monitors all open incidents to ensure that
they are progressed, as a minimum, to the levels stated in your Service Level
Agreement. If the incident falls outside these levels, then automatic triggers
are generated to the Service Desk and the Application Support Manager.

Once the support team has resolved an incident it is routed back to the
Service Desk. They will then contact you to ensure that the incident has been
resolved to your satisfaction before the incident is then closed.
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Incoming Calls are instantly logged and the clock starts
ticking. Customer details and incident details are recorded
against an incident number, which is provided to the customer
and the incident is passed to relevant support personnel for
resolution. The incident is monitored by the Service desk and
if the service level was under threat of being breached, an
automatic alarm call will be created by Heat.
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4  Support Teams

The support department at Castle consists of two specialist teams i
Application Support and Technical & Network Services (TNS) Support.

Each of these teams are then divided into two further teams 1 First Line
Support and Second Line Support. All incidents are assessed by First Line
Support who, in the majority of cases, will provide the answer to your query.
Any incidents remaining will be passed to the Second Line Team for further
investigation and from there, if necessary; incidents will be escalated to the
software author or hardware manufacturer.
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4.1 First Line Support

The primary aim of First Line Support is to resolve as many incidents as
possible during the first contact with you.

When a new incident is raised they will contact you in order to discuss the
issue further. They may be able to resolve the query straight away or they
agree with you a planned course of action within the timescales laid down in
your Service Level Agreement.

If the incident is not resolved within 24 hours or requires more in depth
testing, then it will be referred to the second line support team.

4.2 Second Line Support

The Second Line Support team exists to ensure that incidents which are not
resolved straight away can be effectively progressed. This could mean that
they perform further testing, possibly with a copy of your data or via remote
access to your server, or it could mean that they refer the issue to the
software author or hardware manufacturer. They will ensure that the incident
is progressed efficiently, keeping you updated of progress at all times.

4.3 Third Party Support

The second line support team will, if necessary, escalate your query to the

software author or hardware manuflacturer 6s
provide full details of your query and act as a liaison point between you and

the author / manufacturer ensuring that the incident is handled and

progressed efficiently.


















