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This slide provides information regarding IT infrastructure management framework depicting critical tasks associated and customer service help desk support levels. 

Determine IT Infrastructure Management Framework 
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Reporting 
Portal

DC LAN Network 
Data Management

Server Admin
Wintel, Linux, UNIX

Data Center Management

Hyper V, v-Sphere
Storage & Backup
Database Admin

ABC’s L2/L3 
Resolver group

3rd Party Vendor

Security Service : Anti- virus, Firewalls, Intrusion Detection & Prevention 

Cross- Functional Team: Incident, Change, Release, ITIL, Tools Prevention 

Third Party Vendor

Essential Tasks associated to IT Infrastructure

Network Operations 
› Incident management and reporting 
› Traffic management 
› Network reviews 
› Implement backups 

System Operations 
› Patches installation 
› Change management 
› Account management 
› Performance monitoring 

Security Management › Perform vulnerability scans 
› Monitor IPS logs 

Customer Service Help Desk Support Levels   

First Level 
Support (L1)

› Incident registration and classification  
› Service requests processes and 

provide users with incident status
› Add Text Here 

Second/ Third Level 
Support (L2/L3)

› Aim to restore failed IT service 
› Request external support of 

software/hardware manufacturers 
› Add Text Here

Common Monitoring and Level 1 Team
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Phase I Crawl 

› Prioritize Infrastructure 
Services suitable for 
standardization 

› Documentation of steps and 
requirements essential for 
service delivery 

› Internal costs tracking 

› Add Text Here 

› Add Text Here

Phase II Walk

› Update and manage existing 
documentation 

› Automate, where necessary 

› Manage costs 

› Add Text Here 

› Add Text Here 

Phase III Run

› Offer infrastructure client 
with scripts to manage 
infrastructure resources 

› Requests audit             
prior fulfillment 

› Add Text Here 

› Add Text Here 
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This slide provides information regarding different phases through which present IT infrastructure will leveraged in order to enhance service delivery.

Strengthen IT Infrastructure to Enhance Service Delivery 
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Core Areas Key Activities Yes No Comments 

IT Strategy 
and Performance 

IT Goals are Clear, Specific and Measurable - - Add Text Here 

IT Roadmap is Up to Date - - Add Text Here 

Real Time Response to Internal and External Customer Requests - - Add Text Here 

Data and 
Cloud Storage 

Data is Stored and Backed up - - Add Text Here 

Insights About Cloud Service Providers - - Add Text Here 

Add Text Here - - Add Text Here 

Hardware and 
Software Capabilities 

Inventory Include – Computers, Hubs, Servers, Software Applications, 
Switches, Third- Party Software - - Add Text Here 

Consistent Updates of Existing Systems - - Add Text Here 

Add Text Here - - Add Text Here 

Risk Management 
and Compliance 

Prioritized Security Improvements - Management of Logins and User 
Permissions - - Add Text Here 

Effective Functioning of Anti-virus, Security or Backup Systems - - Add Text Here 

Add Text Here - - Add Text Here 

Workflows and 
Additional Procedures 

Regular Update of IT Documentation - - Add Text Here 

Add Text Here - - Add Text Here 
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This slide provides information regarding IT infrastructure core areas assessment checklist defining key activities essential for effective infrastructure management.   

IT Infrastructure Core Areas Assessment Checklist 
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This slide provides information regarding IT infrastructure enhancement roadmap tracking activities associated to testing, improvements, integrations, security, etc. 
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Strategic IT Infrastructure Enhancement Roadmap 

Q3 2021 Q4 2021 Q1 2022 Q2 2022

Milestones

Required

Infrastructure

Testing

Improvements

Security

Integrations

Release 1.1 Release 1.2 Release 1.4Release 1.3

Critical System Requirements Add Text Here

Disaster Recovery Program Developed Add Text Here

Migration Plan 

Add Text Here 

Add Text Here 

Add Text Here 

Add Text Here 

Backup Stacks Planned 

Add Text Here

System Library Update 

Add Text Here 

Planning Process Automation 

Add Text Here Add Text Here Information Management 

Enhanced Collaboration Add Text Here 

Unusual Logins Monitoring 

Add Text Here Add Text Here Private Cloud 

Add Text Here Add Text Here 

Add Text Here Add Text Here Shared Data Systems 

Key Performance Indicators Add Text Here Add Text Here 

Add Text Here Add Text Here Payroll Automation 

SLAs Management Add Text Here Add Text Here 

Add Text Here Testing and Configuration Add Text Here 
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Secure

Secure
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This slide provides information regarding infrastructure service catalog mind map depicting different phases of essential services offered in terms of Provision, Configure, Run, Destroy. 

IT Infrastructure Service Catalog Mind Map 

Add Text Here 

Verify Deletion of Workload 

Verify Deletion of Data 

Secured transfer of on – disk data of physical or virtual 
computer in stable state for backups  

Infrastructure Portfolio Cost Management 

Problem Management – Problem root cause analysis, 
elimination and management 

Incident Management – normalize service in context to SLA 
targets in reference to system criticality 

Add Text Here 

Operational Security – Secured software development, intrusion detection 

Implement root 
cause analysis 

Track and manage issues 
Add Text Here 

Add Text Here 

Data Protection – Cloud based data 
operational backup and disaster recovery 

Authentication – APIs, People, Processes 

Add Text Here 
Add Text Here 

Add Text Here 

Add Text Here 

Data Disposal 

Secure

Run

Quiesce

Destroy

Configure

System Criticality 

Add Text Here 

System Criticality 

o Data Protection as a Service
o Data Encryption 
o Add text here 

CPU requirements for Virtual Machine
IDE Devices Configuration for Virtual Machine 

Network Adaptors Configuration for Virtual Machine 

Add Text Here 
Add Text Here 
Add Text Here 
Add Text Here 

Review – Configuration, Storage, Tagging and Security Settings 

Documentation Update 

Add Text Here 

Add Text Here 

Add Text Here 
Release automation, approvals 

Tests and Results for Performance Assessment 

Service – Identity, Integrity, Isolation 
Add Text Here 

Add Text Here 

Add Text Here 

Artifact Repository 
Pre- Deployment 
Application Stage 

System Criticality 

Small

Medium

LargeGold

Silver

Bronze

Secure

Voice
Video

Data
Type

On- Prem

Off- Prem

Add Text Here 

Add Text Here 

Secure Inte5rnet Communication – Front End, DoS Protection

Gold

Silver

Bronze

Size

Networking Plan

Create

Package

Storage

Workload

Provision

Infrastructure 
Service Catalog 
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This slide provides information regarding consolidation of IT infrastructure services such as web server management, IAM solution management, firewall rule management, switch re- configuration. 

11

Consolidation of IT Infrastructure Services 

Services Service 
Phase Action Pre – Requisites Approver Skills/ Roles Expected 

Results 

Provision 
Capacity Planning Intake Form Solutions Architect Network Engineer Develop Suitable Size 

Virtual Machine

Ticket Creation All Plan Steps Complete Infrastructure Director Systems Engineer Successful Hand off 
to Admin 

Configure 
Configuration – 
Installation and 
Monitoring 

Based on Ticket Add Text Here System Admin Successful Configuration 

Run Build Transaction 
Monitoring Alerts 

Based on Business 
Impact Analysis, 
Capacity Tracking 

Add Text Here System Admin Completed Transaction 
Tracking 

Provision Mapping Entitlements to 
Organizational Roles Add Text Here Add Text Here System Administrator Add Text Here 

Run Assist Periodic Audits Add Text Here Add Text Here Tier 1 Support Add Text Here 

Destroy Entitlements Deprovision Add Text Here Add Text Here System Administrator Add Text Here 

Configure Firewall Configuration Add Text Here Add Text Here Network Administrator Add Text Here 

Run Detect Changes 
in Rules Add Text Here Add Text Here Network Engineer Add Text Here 

Destroy Omit Rule & Service 
Desk Alert Ticket Creation Add Text Here Network Administrator Add Text Here 

Provision Develop Documentation Add Text Here Change Approval Board Network Engineer Add Text Here 

Run Documentation Update Add Text Here Process Manager Add Text Here 

Web Server Management 

IAM Solution Management

Firewall Rule Management

Switch Re –Configuration 
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This slide provides information regarding IT infrastructure management through monitoring and capacity planning. 
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IT Infrastructure Management – Monitoring and Capacity Planning 

Monitor VMWare ESX/ESXi Oversized CPU Utilization

CPU Utilization VM ware Yes 100% of Time CPU 
Utilization<50 (%)

Memory Utilization VM ware No 0% of Time Memory 
Utilization<50 (%)

Disk I/O Utilization VM ware Yes 100% of Time Disk 
I/O Utilization<50 (%)

Network Utilization VM ware No
100% of Time 

Network 
Utilization<50 (%)

Capacity Planning 

Ensuring efficient 
allocation of 

enterprise’s capacity 

Effective utilization of IT 
resources such as servers, 

databases, applications, 
web servers 

Add Text Here

Infrastructure Monitoring 

› Assess organizational networks, detect data center, 
cloud and server storage space 

› Track insights about performance diagnostics and 
identify potential flag issues 

› Add Text Here

Operating System (OS)

Application
Software
Server

Hardware

Infrastructure 
Monitoring
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Estimated Incident Management Handling Duration 

This slide provides information regarding IT infrastructure management through effective management of incidents by tracking incident handling duration and customer support helpdesk incident management flowchart.  
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IT Infrastructure Management – Handling Incidents

Phase Description Working Hours 

Incident Logging
Through – emails, phone 
calls, SMS, live chat 
messages

30 mins 

Ticket Creation › Incident
› service request 15 mins 

Incident Categorization 
› High 
› Medium 
› Low 

45 mins 

Incident Prioritization 

› Critical 
› High 
› Medium 
› Low 

1 hour

Incident Resolution Add Text Here 6 – 12 hours 

Incident Closure Add Text Here 2 hour 

Incident Management Flowchart through Customer Support Helpdesk 

Yes

No

Yes No

No

No

Client Identifies 
issues

Client reach Help 
desk via. Phone, 

Email, Fax

Issued logged and 
assigned 

to technician

Level 1-Technician 
tries in 

solving Problem

Database
Problem 

record Marked 
Closed

Client 
satisfaction 

survey

Issue 
Resolved at 

Level 1

Updated 
data base

Issue solution 
record in database

Issue Tracking number 
and provide issue 

resolution time 
(estimated) to user

Issue Record 
updated/user notified 

with solution

Issued escalated to 
Level 2 Technician Issue escalated to 

Level 3 Technician

Level 3-technician 
tries in 

solving problem

Issue 
resolved at 

Level 3

Issue 
resolved at 

Level 2

Level 2-technician 
tries in 

solving problem
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About Us

● SlideTeam is a premier Research, Consulting and Design agency that develops

and templatizes industry processes and best practices, frameworks and models across all 

industry and verticals to help customers present their strategies effectively and 

convincingly.

● In addition, Slide Team compiles data and statistics from thousands of sources over a wide 
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research in the form of fully editable PowerPoint
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Designers spread over 6 countries, SlideTeam now hosts the world's largest collection of 
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