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1 Introduction 
The Purpose of this document is to provide details of the Service Desk and Incident Management 

functions.  This document will describe the approach taken and the processes used to ensure high 

levels of customer service are delivered.  It describes the responsibilities and communications 

between the Principal Supplier, Evergreen Life and the Authority. 

 

2 Overview 
The Service Desk and Incident Management functions will be provided primarily by the Evergreen 

Life Service desk, who will deal with all incoming first and second-line queries from Registered 

Online Service Users (ROSU’s). The Principal System Supplier is expected to take responsibility for all 

incidents reported by GP’s or other Health Care Professionals (HCP’s) whose patients use Evergreen 

Life as any interaction with HCP’s is likely to take place through the Principal Clinical System(s).  The 

Evergreen Life Service desk will implement and maintain an ITIL based Service Desk and Incident 

Management Process capable of meeting the service levels defined in the Service Management 

Standard.  Principal system Suppliers will use their own processes and functional teams in support of 

Evergreen Life. 
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3 Evergreen Life Service Desk 
The Evergreen Life Service Desk will be operated and managed by Evergreen Life and provides a vital 

day to day contact point between customers, users, IT services and third parties.  It handles Service 

queries, Incidents and Problems from ROSUs for Evergreen Life issues.  Evergreen Life is keen to 

ensure that core values of the Evergreen Life Service Desk are customer satisfaction and perception, 

as this is seen as being critical to business success.  

The Principal System Supplier Service Desk will deal with all incidents and Service Requests 

originating from GP’s or other HCP’s whose patients use the Evergreen Life service. 

 

3.1 How to access the Service Desk 
Access to the Evergreen Life Service Desk will be via an email address hello@evergreen-life.co.uk, or 

via telephone on 0161-768-6063. Customers enquires will then be transferred into a ticket using our 

Freshdesk Software and communication will happen via email, telephone or through this ticketing 

system with our customers. There is also Live chat functionality where users can engage with our 

service desk support team.  

3.1.1 Hours of Support 
Core Service Hours are Monday to Friday between the hours of 0900 – 1700. Standard or low 

severity incidents will only be investigated during core support hours. 

HSSI incidents may be investigated during non-core hours depending on the nature of the incident 

and on agreement with the Service Bridge and any other impacted party. 

Outside of core hours the Service desk will continue to pro-actively monitor the Evergreen Life 

system and its underlying infrastructure to ensure continuation of service. 

3.1.2 Telephone Support  
Telephone support is available to all ROSU’s. GP’s will report incidents through their Principal System 

Supplier. 

 

3.2 Online Support Portal - https://help.evergreen-life.co.uk/ 
The customer facing online support portal is an online support and information resource maintained 

by the Evergreen Life Service Desk and by Evergreen Life technical experts for use by their 

customers.  The Evergreen Life Service Desk manages the content of the Support portal and 

responds to queries submitted by users via the forums; as such they may be involved in any 

Evergreen Life related query, liaising with colleagues to respond as appropriate. 

mailto:hello@evergreen-life.co.uk
https://help.evergreen-life.co.uk/
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3.3 Registered Online Service User Issues 
ROSU’s raise issues regarding the Evergreen Life service directly with the Evergreen Life Service Desk 

via email, telephone, or the online support Portal, with contact details provided within the help 

articles as necessary. On contacting the Service Desk, the ROSU will receive an automatic response 

confirming receipt of the issue and providing a ‘ticket’ number for the incident. The Service Desk will 

investigate and resolve the Incident during core support hours. Where appropriate the Incident will 

be referred to Evergreen Life Technical Team. 

3.4 GP Practice Issues 
The GP Practice raises Incidents and service requests with their Principal System Supplier.  The 

Principal System Supplier implements support services as described in this document and will refer 

or escalate Incidents and Problems to the Evergreen Life Service Desk where appropriate. All lines of 

communication are bi-directional so that resolutions and updates can be managed.   

 

3.5 Service Desk Standards 
The Evergreen Life Service Desk will operate and report to the required ITIL standards and the 

service levels required in GPSoC Schedule 2.2 Service Level Specification using the existing Incident 

Management toolset. Support hours are as given in section 3.1.1 of this document. 

 

3.6 Training 
Evergreen Life will provide the appropriate levels of training to both Evergreen Life Service Desk 

Teams and the Principal System Supplier’s Service Desks, including continuation training as required 

on the Evergreen Life service. Training will follow the standards as detailed in the GPITF document. 

 

 

 

 

  



EGL SD & Incident Management V1.2                                                                                          
Date:11/03/2020 
Paper copies of this document should be kept to a minimum and checks made with the electronic version to ensure the 

version to hand is the most recent 

                                                                                                                                                          

4 Incident Management 
The Incident Management process will deliver a high quality of service by responding to and 

correcting events that cause unplanned interruption or degradation of the Evergreen Life service, or 

which could be anticipated to do so if not corrected.   

Evergreen Life service Desk processes meet the required ITIL standards and service levels defined in 

the  Service Management Standard.   

 

4.1 Goal of Incident Management 
The goal of the Incident Management process is to restore a normal service operation as quickly as 

possible and to minimise the impact on business operations, thus ensuring that the best possible 

levels of service quality and availability are maintained. Normal service operation is defined here as 

service operation within Service Level Agreement (SLA).  

 

4.2 Definition of an Incident  
An incident can be defined as: 

‘’Any event which is not part of the standard operation of a service and which causes, or may cause, 

an interruption to, or a reduction in, the quality of that service. The objective is to restore normal 

operations as quickly as possible with the least possible impact on either the business or the user’’.  

 

4.3 Incident Management Process 
The Incident Management Process will be as follows and can be seen in the flow chart in fig 1. The 

Evergreen Life Service Desk will record all incoming Incidents and will take ownership through to 

resolution or referral to a Principle Supplier Service Desk.  The Evergreen Life Incident Management 

teams will provide first- and second-line support.  If first line support is unable to resolve the 

incident using their skill set and the knowledge base (including a known error database), it will be 

passed to second line support for further investigation.  Second line support will diagnose and 

resolve the incident.  If second line is unable to resolve the Incident, it will be passed to the 

Evergreen Life technical team for third line resolution.   

Finally, if the any of the teams above identify an incident which has clinical safety or security 

implications, Support Management will be notified immediately, and Evergreen Life will apply its 

Clinical Safety processes. 
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4.3.1 Incident Management Process Diagram (fig 1) 
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4.4 Incident Recording 
All incidents will be raised in the first instance with the Evergreen Life Service Desk which runs a 

GPITFs compliant Incident Management process that will include first and second line support 

services.  This will ensure that Incident Management is performed in a way that offers a high level of 

service with a high first-time fix rate and service availability. 

 

4.5 Severity Level Allocation 
Each Incident logged with the Evergreen Life Service Desk will be assigned a severity level which 

takes into consideration the impact and/or potential impact to affected parties. Affected parties may 

include the end user, the Principle Supplier(s) or Evergreen Life itself. The severity level determines 

the SLA’s that the incident teams will then adhere to when investigating and resolving the incident. 

When an Incident becomes a Problem, it will be re-assessed and scored according to the GPITF 

Problem Management Severity Level Guidelines. The severity of a Problem is determined directly 

from its Severity Level Matrix score. 

 

4.6 High Severity Service Incidents (HSSI) 
Known as Major Incidents in ITIL terminology, High Severity Service Incidents (HSSI) are those where 

the degree of impact on the user community is extreme.  The Evergreen Life Service Desk has robust 

processes in place to manage HSSI.  These processes should include details of end user notification 

and communication channels, as well as notification to Evergreen Life and the Authority Service 

Bridge.  It is essential to effectively and efficiently manage communication to all parties for the 

duration of the HSSI at intervals of no more than one hour and provide an associated HSSI report 

afterwards, demonstrating that service improvements have been made in the appropriate areas. 

4.6.1 Clinical Incidents 
Clinical incidents are those where there is a risk that patient harm may occur and will always be 

classed as high severity. In the unlikely event that a clinical incident occurs, the Evergreen Life 

Service desk will manage the incident according to the HSSI process. 

4.6.2 Security Incidents 
Security incidents are those where sensitive data and in particular patient identifiable data may be 

compromised. As with clinical incidents these will always be treated as high severity and are 

managed according to the HSSI process. 

4.6.3 Escalation of HSSI’s to the Service Bridge 
All HSSI’s shall be escalated to the Service Bridge by the Evergreen Life ServiceDesk in accordance 

with schedule 2.2. Escalations shall be made by telephone directly to the Service Bridge (0113 397 

3973) and will be confirmed by email (servicebridge@hscic.gov.uk). 
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At the point of escalation, a minimum data set shall be provided. This data set includes: 

• The Evergreen Life incident reference number 

• The Time the incident was first reported 

• Severity (this will always be severity 1 or severity 2 for HSSI’s) 

• Clinical Risk? (Yes/No) 

• Security Incident? (Yes/No) 

• The service(s) / product(s) affected 

• A high-level description of the incident as experienced at the time according to the MDS. 
This may include: 

• How the incident was detected (reported by user / monitoring alerted us etc). 

• A description of the component at fault 

• Potential linked HSSI’s 

• Details of symptoms and initial diagnosis 

• Details of any workarounds or alternative working practices available 

• How to replicate the issue 

• Estimated number of users affected 

 

In the event that one or more Principal Suppliers are impacted by a HSSI, the Evergreen Life Service 

desk shall provide the same information by telephone and by email. In the unlikely event that a HSSI 

results in a temporary service outage, notifications will be posted on the Evergreen Life website to 

inform all ROSU’s that the service is unavailable. 

The Evergreen Life Senior Management Team is also notified of all HSSI’s through an internal 

reporting processes. 

4.6.4 HSSI Updates 
The Evergreen Life Service desk will, as standard, provide regular HSSI updates to all stakeholders 

until the incident has been resolved. Updates will be provided as follows: 

• Severity 1: By telephone every 1 hour 

• Severity 2: By email every 1.5 hours 

Should the nature of an incident require a different method or frequency of update this can be 

arranged at the first point of escalation. 

4.6.5 HSSI Reporting 
Following the resolution of an HSSI, the HSCIC Service Bridge will co-ordinate the reporting of the 

incident. Evergreen Life agrees to assist in the completion of this report by providing information 

and/or supporting any subsequent investigation as required. 
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4.6.6 Monthly Scorecard Review of HSSI 
Evergreen Life agrees to attend a monthly scorecard review for all HSSI’s that have been reported 

within the period should this be a contractual requirement. 

   

4.7 Escalation 
Incident escalations are managed by the Evergreen Life Service Desk, following the defined 

Escalation Processes.  Escalations to Evergreen Life will be done by the Service Desk contacting the 

Evergreen Life third-line Support team via Email 

4.8 Evergreen Life Third Line Technical Support 
Incidents can be referred to Evergreen Life Third line support by the Service Desk second line 

support team.  This will be done by providing Evergreen Life with access and log on details to the 

Incident Management tool used by the Service Desk.  Evergreen Life will use the access to the 

Incident management tool to update and maintain a complete record of the Incident. In cases where 

access to the tool is not possible, an electronic copy of the Incident will be sent to Evergreen Life 

third line support.  This electronic copy will be updated and returned to the Service Desk to be used 

when updating and closing the Incident log. Emails will be retained, and logs will be kept to track 

each incident through to resolution.  Telephone communication between the Evergreen Life Third 

line support and the Service Desk is essential to ensure accurate up to date records are maintained 

and the resolution of issues is swift.  

Evergreen Life requires the Service Desk to maintain a knowledge base system to ensure that 

information and knowledge is built up and retained for Incidents that they could potentially 

encounter. 

A weekly scheduled call will take place between Evergreen Life third line support and Service Desk 

team, to discuss outstanding and on-going issues.  These calls will allow both parties to discuss 

outstanding Incidents and agree resolutions or solutions.  This will include clinical safety issues as 

appropriate. 

 

4.9 Service Reporting 
Evergreen Life Incident log reports of relevant incidents managed entirely by the Service Desk will be 

analysed and merged to create a Service Level report for the Evergreen Life service for reporting to 

the Authority on a monthly basis, in line with the authorities contracted reporting requirements. 

 

4.10 Training 
Evergreen Life will provide the appropriate levels of training to the Service Desk, including 

continuation training as required on the Evergreen Life service. Training will follow the standards as 

detailed in the Authority Training Requirements (GPSoC) document. 
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4.11 Evergreen Life Acknowledgement 
Evergreen Life acknowledges and understands the service level associated with Incident 

Management and fully understands the associated service points, Measurement Components and 

Measure Period.  Evergreen Life will work directly with each Principal System Supplier to ensure that 

the service level is achieved. 

5 Roles and Responsibilities 
Roles and responsibilities are defined below for those involved in the Incident Management process. 

 

5.1 Service Desk  
This team is responsible for implementing the Service Desk which handles all incoming 

enquires/complaints.  Where an Incident is raised by a practice (email, telephone or Web based 

system), it is logged and assigned to the appropriate team for investigation and resolution.  The 

Service Desk may manage queries to a conclusion where the nature of the enquiry is relatively 

straightforward, such as a service request. 

 

5.2 Incident Teams 
Incident Management Teams are responsible for resolving Incidents within the specified Service 

Levels and maintaining accurate Incident records.  The Incident Management teams will follow 

defined Processes for Incident Management, including escalation to third line support.   

 

5.3 Evergreen Life Third line support 
Incident Management third line support is provided by the Evergreen Life technical team.  Incidents 

can be escalated to third line support at Evergreen Life from the second line support team at the 

Principal System Supplier. 

 

5.4 Service Management Team 
A Support Service Management team is run by the Evergreen Life Service Desk Supplier with the 

following responsibilities: 

• Managing the transition of the Evergreen Life service to first- and second-line Support Teams 

• Raising awareness within the Support Services Department of the Evergreen Life service 

• Ensuring Business as Usual processes in terms of Incident and Problem Management 

• Maintaining the SMF documentation and, crucially, providing required levels of reporting to 

Evergreen Life for the services it delivers on their behalf 
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Appendix A: Key Contacts  

Evergreen Life Service desk 
 Hours: 09:00 to 17:00 

 Phone: 0161 768 6063 

Email:hello@evergreen-life.co.uk 

Out of hours: 17:01 to 08:59 

Escalation contact level 1; 

• Name; Thom Trinidad-Bates 

• Email; Thom.Trinidad-Bates@evergreen-life.co.uk 

• Telephone; 0161 768 6063 

 

Escalation contact level 2; 

• Name; Steven Skarratt 

• Email; Steven@evergreenlife.co.uk 

• Telephone; 07585457612 

 

Escalation contact level 3; 

• Name; Mark Hindle 

• Email; mark.hindle@evergreen-life.co.uk 

• Telephone; 07827665407 

 

 


