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Translate technical expertise into an effective career in computer user support
with the help of Knapp's A GUIDE TO SERVICE DESK CONCEPTS, 4E. This
trusted, contemporary guide introduces the latest developments, research,
resources and trends as they happen in computer user support. Readers explore
the various types of service desks and gain a solid understanding of the diverse
roles and skills required. This edition also reviews the processes and technologies
that ensure the service desk is operating effectively and examines how today's
leading organizations measure service desk success. The author references the
very latest ITIL 2011 best practices, leading quality and IT service management
frameworks and standards to ensure this edition presents the most recent
information regarding the role of outsourcing and certification in the service
desk. New case studies and projects as well as updated chapters highlight the
evolving role of the service desk and how technology trends, such as cloud
computing, virtualization, mobile technology and consumerization, are impacting
the service desk. New material also examines the current emphasis on self-help
and the effects of self-healing capabilities within newer generation technologies.
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Translate technical expertise into an effective career in computer user support with the help of Knapp's A
GUIDE TO SERVICE DESK CONCEPTS, 4E. This trusted, contemporary guide introduces the latest
developments, research, resources and trends as they happen in computer user support. Readers explore the
various types of service desks and gain a solid understanding of the diverse roles and skills required. This
edition also reviews the processes and technologies that ensure the service desk is operating effectively and
examines how today's leading organizations measure service desk success. The author references the very
latest ITIL 2011 best practices, leading quality and IT service management frameworks and standards to
ensure this edition presents the most recent information regarding the role of outsourcing and certification in
the service desk. New case studies and projects as well as updated chapters highlight the evolving role of the
service desk and how technology trends, such as cloud computing, virtualization, mobile technology and
consumerization, are impacting the service desk. New material also examines the current emphasis on self-
help and the effects of self-healing capabilities within newer generation technologies.

A Guide to Service Desk Concepts By Donna Knapp Bibliography

Sales Rank: #1079887 in Books●

Brand: Brand: Cengage Learning●

Published on: 2013-02-14●

Released on: 2013-02-14●

Original language: English●

Number of items: 1●

Dimensions: 9.13" h x .91" w x 7.38" l, 1.27 pounds●

Binding: Paperback●

400 pages●

 Download A Guide to Service Desk Concepts ...pdf

 Read Online A Guide to Service Desk Concepts ...pdf

PDF File: A Guide To Service Desk Concepts 2

http://mbooknom.men/go/best.php?id=1285063457
http://mbooknom.men/go/best.php?id=1285063457
http://mbooknom.men/go/best.php?id=1285063457
http://mbooknom.men/go/best.php?id=1285063457
http://mbooknom.men/go/best.php?id=1285063457
http://mbooknom.men/go/best.php?id=1285063457
http://mbooknom.men/go/best.php?id=1285063457
http://mbooknom.men/go/best.php?id=1285063457


Read and Download Ebook A Guide To Service Desk Concepts PDF Public Ebook Library

Download and Read Free Online A Guide to Service Desk Concepts By Donna Knapp

Editorial Review

Review
1. Introduction to Help Desk Concepts. 2. Service Desk Operations. 3. The People Component: Service Desk
Roles and Responsibilities. 4. The Process Component: Service Desk Processes and Procedures. 5. The
Technology Component: Service Desk Tools and Technologies. 6. The Information Component: Service
Desk Performance Measures. 7. The Service Desk Setting. 8. Customer Support as a Profession. Appendix
A: Job Descriptions for the Service Desk. Appendix B: Service Desk Resources.

About the Author
An experienced IT professional with more than 30 years in the industry as a practitioner, consultant, and
trainer, Donna Knapp currently works as Curriculum Development Manager for ITSM Academy, a full-
service provider of IT Service Management education. Ms. Knapp is an ITIL Expert, a Certified Process
Design Engineer, a Certified ISO/IEC 2000 Consultant/Manager, a Certified Scrum Master, and she is
certified in Knowledge-Centered Support (KCS) Principles. The author of several books on the service desk
industry, she has also developed several highly successful seminars, including "Achieving Customer Service
Excellence for Service Desk Professionals" and "ITIL at the Service Desk".

Users Review

From reader reviews:

Gary Flint:

Do you have favorite book? Should you have, what is your favorite's book? Reserve is very important thing
for us to be aware of everything in the world. Each reserve has different aim or even goal; it means that
reserve has different type. Some people really feel enjoy to spend their time for you to read a book. These are
reading whatever they acquire because their hobby is definitely reading a book. Consider the person who
don't like reading a book? Sometime, individual feel need book once they found difficult problem as well as
exercise. Well, probably you will need this A Guide to Service Desk Concepts.

Chuck Deschenes:

Inside other case, little men and women like to read book A Guide to Service Desk Concepts. You can
choose the best book if you'd prefer reading a book. Given that we know about how is important the book A
Guide to Service Desk Concepts. You can add knowledge and of course you can around the world by a book.
Absolutely right, because from book you can learn everything! From your country till foreign or abroad you
may be known. About simple issue until wonderful thing it is possible to know that. In this era, we can easily
open a book or even searching by internet product. It is called e-book. You can use it when you feel fed up to
go to the library. Let's study.

Beulah Chavez:

Often the book A Guide to Service Desk Concepts has a lot info on it. So when you check out this book you
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can get a lot of gain. The book was published by the very famous author. Mcdougal makes some research
ahead of write this book. This specific book very easy to read you can find the point easily after perusing this
book.

Julie Gibson:

People live in this new morning of lifestyle always make an effort to and must have the spare time or they
will get great deal of stress from both day to day life and work. So , whenever we ask do people have free
time, we will say absolutely without a doubt. People is human not a robot. Then we ask again, what kind of
activity do you possess when the spare time coming to you actually of course your answer will probably
unlimited right. Then ever try this one, reading textbooks. It can be your alternative with spending your spare
time, the actual book you have read is definitely A Guide to Service Desk Concepts.
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