
1. INLEIDING .............................................................................................................................................. 2 

2. BESCHRIJVING SERVICEDESK .................................................................................................................. 3 

3. HET INCIDENT MANAGEMENT ............................................................................................................... 5 

4. SERVICE REQUEST MANAGEMENT ......................................................................................................... 7 

5. CONFIGURATIEMANAGEMENT .............................................................................................................. 8 

6. IT ASSET MANAGEMENT HARDWARE (APPARATUUR) ........................................................................... 9 

7. IT ASSET MANAGEMENT LICENTIES-/ EN LICENTIEGEBRUIK (INTEGRATIE) ........................................... 10 

8. HET PROBLEM MANAGEMENT ............................................................................................................. 11 

9. CHANGE MANAGEMENT ...................................................................................................................... 12 

10. DEPLOYMENT MANAGEMENT.............................................................................................................. 14 

11. PORTFOLIO MANAGEMENT ................................................................................................................. 15 

12. KNOWLEDGEMANAGEMENT ................................................................................................................ 18 

13. MONITORING EN EVENTMANAGEMENT (INTEGRATIE) ........................................................................ 19 

14. SERVICE LEVEL MANAGEMENT ............................................................................................................. 20 

15. PROCESINRICHTING SPECIFIEK VOOR CAP OP DIT MOMENT ................................................................ 23 

16. PROCESINRICHTING SPECIFIEK VOOR NATIONALE HELPDESK DOUANE ................................................ 24 



 



 

- 
- 
- 
- 
- 



- 

- 

- 

- 



 





 



 

- 

- 

- 



 

- 

- 

- 



 



 



 

- 

- 

- 

- 





 



 

- 
- 

- 
- 
- 
- 
- 
- 
- 

- 
- 
- 
- 

- 
- 

- 
- 
- 
- 
- 

- 
- 
- 
- 
- 

- 
- 

- 

- 
- 
- 







 

 

 

 

 

 

 

 

 

 

 

 

 



 

- 
- 

 

 

 



 

- 
- 
- 
- 
- 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

 

 

 

 

 





 



 


