
YOUR SINGLE 
POINT OF 
CONTACT
Telstra Integrated Service Desk



CONSOLIDATE  
YOUR SERVICE  
DESK FUNCTIONS 
INTO A POWERFUL 
INTEGRATED 
SERVICE DESK

Telstra’s Integrated Service Desk provides a single point of contact 
for your eligible Telstra products and services.

Now you can consolidate your service desk functions for our voice, 
data and mobile solutions into a single, powerful Integrated 
Service Desk to streamline your support. By entrusting all of your 
service desk functions to our skilled, accountable and responsive 
people, you’ll have the same consistent, rigorous processes across 
all your eligible Telstra products and services. 

You’ll enjoy fast, simple access to expert assistance via a  
choice of contact methods – phone, fax, email or online – plus 
automated updates on progress. With greater visibility into your 
technology environment and an integrated knowledge base,  
our people are fully equipped to own and manage requests.  
We respond using rigorous, consistent processes aligned to 
Information Technology Infrastructure Library (ITILv3) processes  
and best practice tools and to agreed service levels. So whenever 
your staff need assistance for incidents, service requests or  
“how-to” enquiries, they receive the same high quality experience.



TAKE ADVANTAGE OF  
FULLY INTEGRATED SUPPORT

By using Telstra Integrated Service Desk, 
you can combine all of your eligible service 
desk functions into a highly responsive 
single point of contact. Rest assured, you’ll 
retain complete control with a pre-approval 
framework and authorisation hierarchy built 
into our processes and tools. 

With our vast experience managing  
complex environments using best practice 
tools, policies and processes, we can align 
your service desk environment closely to 
your priorities. You can take advantage  
of our expertise in service delivery to 
transform your own processes, control  
costs and innovate. At the same time, you 
consolidate suppliers and streamline  
your support, making your people and 
technology more effective, while you stay 
focused on core business. 

How does it work?
Integrated Service Desk allows you to unify 
multiple service desks by having a single 
provider, single contract, single process and 
a single point of accountability. It provides 
expert help and complete ownership for  
all incidents and service requests via one 
service desk to deliver a high quality 
experience across multiple solutions – 
including eligible third party solutions. 

Our Integrated Service Desk employees  
use consistent, rigorous processes  
aligned with Information Technology 
Infrastructure Library (ITILv3) best  
practice methodology.

Managing multiple service desks can  
be time consuming and incur delays  
in resolving issues. 

Benefits

• Boost productivity – fast, simple 
access to support via a single 
point of contact

• Enable rapid business 
transformation – the 
assurance of best practice 
service operations, continuous 
improvement and innovation

• Reduce management 
complications – streamline 
service desk suppliers and 
administration to free people  
and resources

• Lower risk – a consistent and 
high quality experience through 
a single point 

• Increase competitiveness –  
a highly flexible and responsive 
service that can handle 
fluctuating volumes and 
changes to related business 
priorities

• Improve visibility – stay 
informed and in control through 
comprehensive reporting and 
regular meetings for better 
planning and decision making

• Improve customer satisfaction 
– agreed response and 
restoration times help to ensure 
fast resolution of service 
interruptions that could affect 
your customers

• Control costs – benefit from 
a predictable cost making it 
simpler to budget and align 
support to business needs

• Access greater expertise –  
benefit from our wide experience  
and knowledge in service 
desk management to improve 
operations.
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An industry-leading  
Integrated Service Desk
With best-in-class expertise, processes  
and tools, Telstra Integrated Service  
Desk delivers consistently high quality 
support to keep your people productive.

Experienced professionals
Ensure an efficient, dependable service 
experience with a team of trained 
professionals behind you. To keep  
skills up to date, our teams undertake 
ongoing training in customer service, 
processes, tools and products.

Best practice processes
Our service desks follow the Telstra  
ISO9001: 2000 Quality System process,  
a component of our IT Service Management 
(ITSM), which is aligned to ITILv3 to provide 
best practice service management.

Centralised knowledge base
A library of key information is stored  
and maintained in our Managed Services 
Online Portal to assist Service Desk staff 
and Customers with the latest and  
relevant support material. The knowledge 
management system is populated with 
individual customer content including 
customer specific product and services  
user guides, Frequently Asked Questions, 
and Known issues. This ensures all ‘How To’ 
support content is personalised to the 
customer’s business.

Industry-leading tools  
and software
We use best practice ITIL-aligned tools  
to provide efficient and integrated 
management with security for your sensitive 
data. Our Service Management platform  
has been recognised within the industry, 
having received an Outstanding Service 
Management Implementation and Best 
Practice Award.

Highly scalable
Maintain business continuity and respond 
rapidly to changes in your business  
priorities with service desk hours that  
scale to meet your needs, from normal 
business hours to 24/7 operations as 
required. We have the capacity to respond 
seamlessly to fluctuations in demand.

Leading expertise
Achieve best practice operations with our 
experience managing complex technology 
environments. Cohesive cross-business 
methods enable us to provide holistic 
support for your solutions, combining 
business process, application and 
infrastructure support.

Choice of Access
The Integrated Service Desk, can be 
contacted via either by phone, facsimile, 
e-mail or online. Self Service is available 
24x7 online through the Online Portal to  
give users the ability to create and track 
incidents, view service requests and 
knowledge articles. 

Access has been optimised for Smartphone 
and Tablet use whilst on the move. 
Customers can also choose for automatic 
updates to be sent via email or SMS as a 
ticket moves from creation to completion. 

Why choose Telstra  
Integrated Service Desk?
The standard Telstra Service Desk is ideal  
if you have one Telstra solution. But if you’re 
administering multiple Telstra Service Desk 
solutions as well as those from agreed  
third parties, our Integrated Service Desk 
can help you align your capability more 
effectively with your business priorities. 

We offer different options to manage your 
end-to-end service desk functions, from  
our Managed Integrated Service Desk to a 
highly customised Outsourced Integrated 
Service Desk option. Tables 1 and 2 illustrate 
how our service desk offerings can match 
your specific needs.

About Telstra
We provide network services and  
solutions to more than 200 of the world’s  
top 500 companies. They rely on us  
to do business across 240 countries  
and territories and to enable greater 
productivity, efficiency and growth.

Our solutions offer the best of all worlds – 
skilled people and a rich portfolio of services 
delivered on our world-class Telstra  
Next IP™ network and Next G® network.  
To ensure reliable performance, they’re 
monitored and maintained from our 
dedicated centres using advanced 
management and operational systems.  
And they’re backed by Telstra Enterprise-
grade Customer Service™ and one of 
Australia’s largest and most qualified  
field and technical workforce.

The spectrum device is a trade mark of Telstra Corporation 
Limited. ™ and ® are trade marks and registered trade marks  
of Telstra Corporation Limited, ABN 33 051 775 556.
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