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1. Introduction
Delivering service improvements requires the active management of large-scale issues for which practical solutions may exist. The Best Practice Solution Template is used to capture practical solutions that have broad applicability.

1.1. Purpose

The Best Practice Solution Template is provided for use by Council Point of Contact or contributor for submission to the IT Service Improvement Council to document solutions to IT customer service challenges that have been successfully implemented to address specific customer service challenges. 
2. Problem/Solution Submission Form
Complete the following form. 
	Problem/Solution Set 

Contributor: <Council Point of Contact/Contributor >
Contact Information: <Contact Information: >


	Problem:

Describe the problem from the customer’s point of view. 

If the problem corresponds to a question on the Customer Service Survey, 

which question? 
<Customer Service Survey question>
What is the root cause of the issue that the customer perceives? 

<Statement of root cause>


	Solution:

What is the nature of the solution?

<Proposed solution statement>

What were the steps taken to implement the solution, including time and cost of implementation?

<Proposed solution statement>
How long ago and where was it implemented? 
<Describe implementation statement>
What proof is there that the proposed solution works? 

<Provide metrics of before and after situation, or other evidence that the solution addresses the problem.>
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