
In general, help desk software is discussed in terms of the enterprise solutions designed for large 

companies. What about smaller companies simply looking for a more efficient way to support their 

employees and measure productivity? Or a company offering external help desk services that just wants to 

get away from its reliance on e-mail for support activities? 

For these smaller companies, most help desk solutions go far beyond their actual needs. In most cases, 

these companies will benefit most by adopting a system focused on core ticketing functionality without the 

added complexity and overhead of asset management. As a whole, the right solution will enhance help desk 

efficiency, reduce service costs, and ensure the consistent availability of technology tools and services.  

Solution elements 

As your company looks to implement a help desk management solution, consider the following key elements 

of an effective solution: 

 Workflow automation: Configure workflows to create easy-to-follow, consistent processes and 

enforce compliance to standard procedures 

 Knowledge management: A searchable repository of product and service information helps drive 

consistent complaint handling and policy-driven solutions 

 Self-service: Supported by the knowledgebase, a self-service Web portal allows employees to 

troubleshoot basic issues, submit tickets, and track ticket status 

 Real-time alerts: Automatically notify management when problems of an unusual or especially 

complex nature are reported; alert management when unresolved issues exceed service levels 

 Reporting and analytics: Identify trends, anticipate future issues, monitor and measure performance  

 Dashboards: Customizable dashboards allow help desk personnel and managers to monitor 

performance and support activity in real-time 

 Customization and scalability: The ability to tailor the solution to specific needs ensures the right fit 

now, while scalability makes certain your chosen solution will grow and adapt as your needs change 

 Multi-channel support: Support offered through voice, e-mail, and chat makes the process easier, 

while giving your help desk the ability to effectively measure and document support procedures 

By implementing a help desk solution that includes the key elements outlined above, your company stands 

to benefit in several ways. With the tools and information needed o resolve employee issues, you’ll enhance 
the efficiency of your help desk staff, thereby reducing costs. By freeing up help desk agents to focus on 

complex or urgent technical issues, you’ll ensure optimum performance of the technology you rely on. And 
lastly, you’ll benefit from increased satisfaction as your employees come to trust the help desk and benefit 

from the consistent availability of vital business applications.  

Choos ing the Right Help Desk Management Solution  Solution elements 

 Workflow automation 

 Knowledge management 

 Self-service 

 Real-time alerts 

 Reporting and analytics 

 Dashboards 

 Customization and scalability 

 Multi-channel support 

 

Benefits 

 Improve agent productivity 

 Enhance help desk efficiency 

 Reduce overall support costs 

 Increase employee 

satisfaction 

 Ensure the availability of 

critical tools and technology 
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