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The complete "best practices" guide to IT problem resolution!

No matter how professional your IT organization, if you can't resolve problems quickly and effectively, you'll lose your stakeholders' confidence—and fail. Nowadays, help desk s aren't enough: companies want true service centers capable of delivering complex, strategic solutions. IT Problem Management is the first single source for building world-class problem management processes. Drawing upon his extensive consulting e xperience, Gary Walker presents specific improvements you can make to achieve breakthrough results in any help desk or service center—in-house or out-sourced. Coverage includes: 

	Problem identification, customer validation, problem lo gging, service delivery, knowledge capture and sharing, and management oversight
	The Immediate Response Model: accounting for problem variability, complexity, and volume
	Detailed metrics for measuring your responsiveness
	Bett er ways to create and use service level agreements
	State-of-the-art tools for customer interaction, service delivery, and proactive monitoring
	New Internet and knowledge base systems: empowering users to solve their own problems
	The human side: staffing, retention, and motivation


IT Problem Management isn't just theory: it delivers real-world case studies, detailed benchmarks, and practical solutions for turning your help desk into a high-performance I T service center, starting today. 

About the Author

  GARY WALKER  is a leading IT consultant, helping   Fortune 500 and emerging growth companies focus on the people, processes, and technology required to operate a highly reliable and cost effective infrastructure.   
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Learn to Solder: Tools and Techniques for Assembling ElectronicsMaker Media, Inc, 2012

	
		Learn the fundamentals of soldering—and pick up an essential skill for building electronic gadgets. You’ll discover how to preheat and tin your iron, make a good solder joint, desolder cleanly (when things don't quite go right), and how to use helping hands to hold components in place.

	
		This concise book...
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Algorithms and Architectures for Parallel Processing: 10th International Conference, ICA3PP 2010, BusanSpringer, 2010


	It is our great pleasure to welcome you to the proceedings of the 10th annual event of

	the International Conference on Algorithms and Architectures for Parallel Processing

	(ICA3PP).




	ICA3PP is recognized as the main regular event covering the many dimensions of

	parallel algorithms and architectures, encompassing...
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Decision Support: An Examination of the DSS Discipline (Annals of Information Systems)Springer, 2010

	The origin of this volume came while planning the 2009 International Conference on Decision Support Systems. The theme of that 2-day conference was “Assessing Today and Envisioning Tomorrow.” We wanted to summarize where the field had been and generate ideas regarding where it was going. The meeting brought together...
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PC Magazine Office 2007 SolutionsJohn Wiley & Sons, 2006
From PC Magazine, the solutions you need to make the most of Microsoft® Office 2007
    

 Office 2007 is packed with features that will make you more productive both at work and at home. Who better than PC Magazine to show you all the secrets and solutions? From the safest and easiest way to install Office 2007 to...
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Algorithms and Data StructuresPrentice Hall, 1985

	In recent years the subject of computer programming has been recognized as a discipline whose mastery

	is fundamental and crucial to the success of many engineering projects and which is amenable to

	scientific treatement and presentation. It has advanced from a craft to an academic discipline. The initial

	outstanding contributions...
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Security Sage's Guide to Hardening the Network InfrastructureSyngress Publishing, 2004
With the proliferation of wireless access points (WAPs), virtual private networks
(VPNs), and extranets, it’s becoming increasingly difficult to determine where
your network begins and ends. Add this complexity to common economic factors,
such as company mergers and acquisitions, and now you have a tangled web
of...
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