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What is Service
Desk Optimization?

Service Desk Optimization is a solution to siloed,
disjointed customer services for many enterprises.

It allows you to define and integrate service desk operations
with standardized processes, thus, enabling the enterprise to:

Integrate applications that provide
efficiency and scalability.

Improve customer 2 Improve efficiency in handling
experience and offer 24/7 % ’ customer requests.
technical support.

Minimize support costs by
updating incident statuses
regularly.

Reallocate trained service

desk personnel from one
area tO another. y 4 4 J J 1 | |

Access IT expertise and keep
up with the latest technology.

What's more, service desk optimization enables automating the following processes to ensure faster
resolution of customer queries:
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Incident Management Process

Its objective is to prioritize incident requests and
quickly resolve them.

It helps you prevent incidents, improve mean time to
resolution (MTTR), reduce downtime, and enhance
customer experience.

The incident lifecycle includes the following stages:

® |Incident Identification/Logging & Categorization

Incident Notification & Escalation

Incident Investigation & Diagnosis

Incident Resolution & Recovery

Incident Closure
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Problem Management Process

Its objective is to manage the underlying problems
and prevent the recurrence of incidents.

This process is designed to minimize the impact of
problems on the business, increase service
availability, reduce problem resolution time, and more.

Here's what the Problem Management Process Flow
looks like -

® Problem Detection

Problem Logging

Investigation & Diagnosis

Devise a Change Resolution

Problem Closure

Best Practices to Boost the Performance of Your Service Desk

1. Regularly Track Key Metrics

List down your key performance metrics and align
them with your business objectives.

For instance, if your goal is to meet SLAs and reduce
monthly breaches, you can use the reports to identify
the benchmark areas across different locations that
would need more support and training to follow SLAs.

2. Expand Your Knowledge Base

While you implement top-notch technology in your
organization, ensure that you invest in broadening
the knowledge base of your employees. This will
help you:

e Improve Business Productivity & Efficiency

® Provide Accessible Self-service Solutions to
Employees

e Enhance IT-related Support Content

e Create a Robust Library of Expert Articles

3. Leverage the Right Tools for Your Service Desk

Choosing the right tools for your service desk will
depend upon your team size and business goals.

To access advanced IT Service Management
features, you can go for an IT service desk solution
to achieve the following objectives -

Basic Ticketing

Asset Management

Service Level Management

Knowledge Management

Change Management

For basic ticket management and an easy-to-use Ul, you can leverage an Al-powered IT help desk software. It will
help you track and record IT incidents in one place.

4. Exploit the Automation Capabilities of Your
Service Desk

Service desk automation is an invaluable growth
multiplier. It can help you:

e Mitigate Service Delays

e Reduce Downtime

® Ensure Business Continuity

e Automate Ticket Assigning & Prioritizing

e Accelerate Services During Business Hours

e Configure Automatic Time-based Notification

® Provide Real-time Visibility Into the Ticket's Status

5. Establish an IT Self-Service Portal

Frictionless and timely service delivery is crucial for
the IT industry.

Ensure that your employees also have access to
such deliverables in the form of a self-service portal
that is updated regularly with the top service desk
priorities.
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Thus, you will be able to -

e Ensure consistency among all stakeholders

e |nitiate ticket deflection & focus on
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important tasks
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® Minimize costs & manage faster service request

Key Takeaway

The IT service desk is a crucial determinant to map the extent of technology adoption in your organization.

Therefore, optimize your service desk using the above best practices and ensure an uninterrupted IT Service
Management workflow.

Want to Optimize Your IT Service Desk to
Streamline Business Processes?

Get Started Today!

Grazitti Interactive has a team of IT experts who can help you learn about the
top IT service desk improvement ideas in detail.

Drop us a line at and we'll take it from there.
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