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UNCHARTED TERRITORY

Cameron had always prided himself on being a
hands-on tech guy who helped keep infrastructure
and assets running smoothly. Then one day he was

called upon to manage an IT team at a mid-sized call

center. This was uncharted territory, as he had never

officially managed a team.

Just before Cameron took the helm, the company had
rapidly grown from a small-scale operation into an
environment with hundreds of staff members fielding

PROPER: + & calls around the clock.

Cﬂ.mﬁr‘ ov Find out how Cameron transformed a culture that

R e

once resisted change to one that now embraces

new trends and technologies.




PART I

BUILDING A POSITIVE
AND ENCOURAGING
HELP DESK CULTURE

Cameron's first observation was that the
current status quo for reporting and tracking
issues (end-users sending emails to a distri-
bution list and phoning up technicians
throughout the day) would have to go. It
wasnt conducive to the rapid growth the or-

ganization was experiencing.

The current process didnt scale and had no
way of providing the rich sets of metadata
necessary for handling problem/resolution
situations like help desk ticketing. It was clear
that he needed to implement a help desk

system and time was of the essence.

Ignore previous cookie.

Lucky Numbers 4, 8, 15, 16, 23, 42
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2 WAYS TO RUN
A HELP DESK
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Armed with a vision and a simple plan,
Cameron made preparations to inaugurate a

help desk system that would not only revolu-
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tionize the organizations current methodolo- S
gies, but also accommodate the growth it was
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https://thwack.solarwinds.com/community/solarwinds-community/geek-speak_tht/blog/2015/03/05/two-ways-to-run-a-help-desk
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. PARTI | R ovammeenison. anwiseeris S e
' 1 HAD A 600 s
PART Il

DEFINING SERVICE LEVEL
AGREEMENTS (SLA)
FOR SUCCESSFUL
HELP DESK OPERATIONS

As Cameron set out to implement a help desk
system, he had the good fortune of managing a
sharp, hard-working team. The positive rein-
forcement from management also helped sell the

idea. It was all within his grasp now.

He summoned a handful of power users (you

know the type, the ‘friends of IT" who are out
there trying to get their work done) to test the
help desk system.
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. Cameron was stoked. It was all coming together better
; WEre CUrjous ‘.
Thﬂﬁd ”‘ﬂ+ U:-‘,-.rl'ij +h£ 575+¢m than he had imagined.
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| ' ustead of using the
'cool new ‘1’er6‘|'5 M.S'l' a j users were actively engaged and entering data into the

old email 5751—&“"" system via tickets, he had some tough decisions to make _:_; mﬁ;

around Service Level Agreements (SLA).

But there were still more hurdles to transcend. Now that | &
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to define SLAs when all of your data _ -~ :_'-

is new and there isu't much historical

information to work with

Cameron learned some valuable lessons..




L. LEVERAGE CURRENT
METHODS

ror, SERVICE LEVEL AGREEMENTS | ,_ '_ We started mimic.kinj
Hg“t?"qeuf W SLAs from our veudors.

For sxamrf&l a

| . PRIORITIZE TICKETS server vendor offered
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Everyone feels like his or her ticket is sfithy et
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c_hc.k to ure,vl

article in browser

CMDPrompt Blog

SOLARWINDS DAMEWARE

CMDPrompt Blog

8 Ways to Improve the “Agreement’ Part of You

Posted by David Jensen on Thu, Jan 22,2015 1 Comments(]

While in my home office listening to a training seminar, | lost my Internet co
suddenly felt like | was in some kind of inter-dimensional void. | went from C
under 3 seconds. | was ready to blame my ISP for everything from global w
cholesterol. By the ime Technical Support got me reconnected, | missed 3(
the seminar. Ideally, | wanted the Technical Support person 1o not only reso

but alter the space-time continuum in such a way that | didn't miss a single
seminar.

A seemingly common scenario in the service provider/customer relationship N XT . PA RT l I |
impossible, and in many ways, you would ke to deliver the impossible. Unf U P E %

customers feel personally wronged when something goes awry. Then, it's u

resolve the issue that gets an earful of fury.

' RKFLOWS
Enter the Service Level Agreement (SLA). This pact between service provid D ev ﬂ" 0 ‘r‘ “ﬂ \J O K O

touted asa complaint silencer. When a customer starts holding you person:
wrong with the world, you simply wave him or her off with your SLA,

using ha(‘r desk data

Your SLA shouldn't be thought of as the hinge that’s holding your business

Y S

T ——— ———— - - - - m - = -



http://www.dameware.com/cmdprompt/8-ways-to-improve-the--agreement%E2%80%9D-part-of-your-sla.aspx

CREATE OTHER

KNOW WHAT EFFICIENT
PART III b “emaar
: ; & 60 TO HAPPY HOUR.

DEVELOPING WORKFLOWS
USING HELP DESK DATA ek oF

DATA 7
(E :j:) @ LIKE
FLOWCHARTS?

PROCEED
TO THE NEXT
FLOWCHART

Once Camerons team established a help desk

and defined SLAs for various requests and work-

flows, it was time to get proactive.
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Cameron's team discovered that a number of workflows

W AT

could be created to solve/remediate requests with their help
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desk system acting as the front-end interface.
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either by sharing a password or requiring a supervisor to

override the login for their VoIP system. Delegating

password resets not only closed this loop, it also provid-
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ed further visibility into the problem.
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Click to open i

web browser

B N .

Resources

Overcoming the challenge of dispa
channels to log IT service requests

Resources

Harmess the Power of Automated Help
Desk Ticketing

Ve ticket



http://www.webhelpdesk.com/manage-it-service-requests

PART IV

HOW TO FENCE OFF TIME
FOR A HELP DESK

Cameron was pleased with his and his team's progress
with their help desk system. Further, he could now add
help desk manager to his quiver of industry skills. But
there was still one piece he hadn't addressed—time.
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MANY
TRIVIAL
TASKS

Time is finite, difficult to find, and often
buried in other daily tasks. According to the
Pareto Principle regarding the 80/20 rule,
IT professionals spend 80% of their time on
trivial tasks and 20% innovating (providing

some real impact).
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M some of my fﬂsiﬂﬂﬂsj it min as well -

.......

be the 9a/1 rule (or the 100/20 rule,

i1 which | 5'rd:l1+ Flin’:a and weekends
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| made a few bold statements to maﬂajﬁmﬂ-ﬁ

+0 fm‘;’-f‘r jﬁ‘l' H\is ﬂ'(( H\d jraundl aﬂJ 55+ u-r
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some daib’ 'I'c:.a.m EXErcCisSes.

Aﬂaiﬂ, 5ur-rnr+ from the upper echelots
s criticall

KEY PRINCITLES WE LEARNED.. "N




Dou't jﬂ' into "technical debt
FuHiﬂj off a he:lr de sk now means

» The fm:.{r dc.sk’ and related SLA and work{low

c,rc.a.hon’ was c.nﬂsicfﬂre:-d an IT Trﬂ\]dc*‘ wiH\

you pay for it with more work |ater.
A hﬂ-[r d'ﬂﬁk 575+ﬂm ]Pa75 ﬂ(( ﬂ'rc.r*a-
tional debt quic.kfy’ and efficiently.

time allotments. They could budj¢+ team time

‘o the h.:.!r desk and cnu!a’jivﬂ- it rrinrib’ -——lf““"'l__‘
i1 the queue, bagics: 2L

¢ The team covered for s We started
one another when other the day with a

issues arose For moruing "red

e;xamrie:] one persot A, m5¢+iﬂj

5T¢:ﬂ+ time wur—kiﬂﬂ

to review the
issues ot the call

backinﬁ of work

center floor while and determine

another staff member

what we wanted $o acc_umr{i% that day. |t was also a

focused on building great time to figure out how we could best help each

a workflow

otherwith varjous dai!y tasks and discuss Yeawm progress,
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=17 5 TIME-SAVING STRATEGIES FOR THE HELP DESK

F
h Posted by vinod.mahan in Goek Speak on Mar 13, 201 5 5:08:33 Al

& to increasing volumea of servios tickets and increasing end-u
ancy of the help desk procass, and ullimately result in fz
you gain that time for actual ticket res0lution.

Suppon centers in organizations are under constant pressurs du
daadlines. So, how can help desk adming increase the affici
time on repetitive, less imporant, and menial tasks can help

QO D DID N
| e

#1 DON'T GO INVENTING FIXES. SOMEONE MIGHT HAVE ALREADY DONE THAT.
It i highty commen to hase nad diffanent usars facs the same | ._l. LA LI H

11 will o& rvver be a neny issue to deal with fram sor

Here are 5 useful time-saving strategles for improved halp desk productivity:

Nat ol service tickets ara unique and ditferent frorm one anather,
capiure the best resolution applied in an intemna knowledge base. This way,

§2 KMOW WHAT YOUR ARE DEALING WITH.
Bafare jumping the gun and assuming you kniow exactly what probhem
how 10 USe something, or it is such a simple fix that the ussr can oo it himseif, So,

you are dealing with and start fadng i1, miake sure you hi
dan't settie for vague descriptions Trom ticke

#3 PROMOTE END-USER SELF-SERVICE.
If your user base ks growing and you ans recaiving tickets for commongl
themsalves. Password reset is still a top cifl dover for support teams. Salf-

ace issues with easy Txes, IS Time you Starn thinking at
sarvica portals will free up afair share of I acmins’ t

#4 ESCALATE WHEN YOU CANT RESOLYE.
while you might feel capable of resolving any [eval of support ticket, thens will be a tima when you fapn some technica challeng

mamary exnaustion no matter what you fo. These are times you must &t on judgment and escale tha issUe to another techni
resolution, but will result in mare tickets piling up. Bake sure your help desk his proper escalation, de-escalation, and autormat
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#5 DO IT REMOTELY.
Yas, personal hiuman contact 5 the bes! possible means of communnication. However, it can cost you handsomely [n time and n

remotely if you conduct a remote session of the user's system: And i you have additional remote admi pistration tools F, you

mmwnauummwuhmuupmmmnmmnm-m up custamer suppart?

a514 Views [ Tags: remoln suppart;, remots administratian:, Relp esk_gesksponk, helt cesk softwirs;, 1Dols geekEmes
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https://thwack.solarwinds.com/community/solarwinds-community/geek-speak_tht/blog/2015/03/13/5-time-saving-strategies-for-the-help-desk

Implementing a help desk system is an exercise in
change management. It's not just about changing
processes, it's also about getting everyone (IT
technicians, end-users, and management) on
board. A successful help desk implementation de-

pends on three instrumental factors: the right

people, the right process, and the right technology.

Web Help Desk
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e Find the f‘!jH’ TE'HT'E' for hd.r de <k D'rﬂf‘ﬂhﬂﬂ:&. About SolarWinds® Web Help Desk®

Kd:.:':.'r +k¢m Hﬁﬂ'l'i\fﬂ.'l'ﬂﬂ!_ |2_¢.'I‘a_ir[ +’q{¢.r[+' Web Help Desk is a fully automated help desk and IT asset management
software that allows you to efficiently streamline your IT support pro-
cess from ticket creation to resolution. With built-in automation to sim-

. lmﬂ&mmﬁ ‘H‘\ﬂ rin 'rr‘ﬂc,ﬂ-f:f:. Dﬂfiﬂﬁ “‘i'ﬂ-ﬂ-f:“rﬂb{ﬂ plify help desk tasks, discover and manage IT assets, develop workflows

0 { f + d +, : M + [1 ’ y k for change control, and knowledge base to promote self-service, Web
j 4hs, MNSS nﬂﬂf’, and meTrics, 'onytor ne f €5 Help Desk helps you save time and deliver faster support to your

ac+ivi+7_ end-users. Learn more »

DOWNLOAD A
30-DAY TRIAL

task automation and make nrarahnns simr!c.r_ For Free

+ Use the right help desk tools aud techuology for



http://www.webhelpdesk.com
http://www.webhelpdesk.com/download-free-trial
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