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This document describes a vision of the IT Service Desk that we believe
our customers will have begun adopting by 2020, identifying key areas of
change and how IT Service Desks need to develop in the coming years to
meet future challenges to match business objectives.
We understand that no-one can predict the future as a result of our experience, innovative thinking and taking the time to understand a range of
customers and markets, we believe that we are in position to forecast future
requirements and trends, with innovative service solutions improving workplace productivity and Service Desk performance.

Many market experts have identified a growing demand. Over the last two
years for greater value delivery from IT Service Desk providers. We have
seen many businesses enter and exit the IT Service Desk marketplace over
the past 8 years. Some have done a fantastic job in helping IT functions
evolve into real drivers of change for the businesses they serve.
Others have been unwilling to invest both time and effort in developing a
service desk offering that truly enables both users and businesses, resulting
in many customers actually viewing IT as a burden in their lives rather than
an enabler.
We have seen a clear correlation between organisations with robust IT
Support in place that enjoy successful revenue growth, customer satisfaction
and employee productivity, versus those without.
Additionally, many are now heavily reliant on IT in helping to innovate against
the competition.

The IT Service Desk is being asked to
monitor more devices, improve
availability, and guarantee first time
issue resolution more than ever before
As technology continues to play such an increasingly important role in
business success, company leaders can no longer afford to view the IT
Service Desk as a cost constraint for the business. This mindset needs to
change, allowing them to see the IT Service Desk as a proactive problem
solver, an innovator, and a best friend to the business.

Managed 24/7 believes it is essential for business leaders to look closely at
existing IT Service Desks and develop a long-term vision that is based on the
societal, business and technological changes that will continue to affect the way in
which IT support must be delivered in order to encourage a successful outcome in
computing and business.
In the past, the IT Service Desk dealt predominantly with support queries
covering inoperative hardware, application performance or issues surrounding
access to data. As technology has evolved, and the end users’ expectation of
workplace technology has become greater, these requests are abstracted into
questions with more specific focus. ‘I need to’ or ‘how might I do this’ require a
fundamentally different skill set and approach to problems faced by IT.
IT Service Desks require the right strategy and streams of innovation to increase
user productivity and to support business goals.
Typically the IT Service Desk is a function which for when things go wrong,
generally seen as a cost rather than a business enabler. We believe this attitude
amongst business leaders has to change to one where they see the IT Service
Desk as a real enabler of the business, one that provides a real differentiator for
their business against the competition.
IT Service Desks are generally accepted as the main interface and single ‘touch
point’ where users receive help and guidance on IT Service issues, problems and
requests. However, very few businesses see the IT Service Desk as a business
function which requires longer-term strategic consideration and innovation.

Managed 24/7’s vision for the future service desk
Our vision for the IT Service Desk of the future is for it to be available anywhere, anytime, and on any platform. Service Desk agents and users will no
longer be restricted to a particular location or technology in order to deliver
or receive fast and efficient technical support. Virtual agents will be a part of
all IT Service Desks in the future and they will complement or in some cases
replace human agents.
Employees are already spread across multiple locations and are mobile in
every sense of the word. They access company tools from anywhere in the
world using their favourite apps on devices of their own choosing (BYOD). IT
Service Desks must adapt to these changes in order to keep pace and make
sure their employees and end users are efficient, effective and motivated.
At Managed 24/7, we believe some of the measures now trending and
bringing innovation to IT Service Desk environments will include:
•
•
•
•
•
•
•
•
•
•
•
•

BYOD-ready infrastructure with proactive IT solutions to common
problems across mobile devices
Email ticket submission
IM technology for any device or location with internet access Intuitive
Support Systems that recognise known users
Self-aware hardware and software automatically installing patch updates
and targeting vulnerabilities
Peer-to-peer support and feedback
Virtual agents automating problem resolution based on analytics software
Device-agnostic Self-Service Portals emulating search engines like
Google allowing users with corporate network access to resolve IT queries
at any time
Attrition and development of staff with up- and cross-skilling of 1st and 2nd
line engineers as standard
Automatic prioritisation, classification and optimisation of tickets - helping IT Service Desks become more effective in problem resolution, cost
efficiency and security
True integration between Telephony platforms and ITSM tools to allow an
end user’s details to be pre-populated in the ticketing tool as the call is
picked up by an agent
Voice biometrics – allowing a stronger level of security over generic
security questions, identifying a user and also informing agents of specific
user requirements
End User Analytics, allowing a user to see a trend
of their incidents and empowering them through
Knowledge to self resolve issues where possible, this in turn allows time saving equalling more
productivity for the business.

Conclusion
IT Service Desks will always be needed because users and businesses will
always face IT challenges from whether it be change or failure related. Also,
IT does things that it shouldn’t do in multi-vendor environments, and IT users
do things they shouldn’t do, meaning IT is always vulnerable to behaviours
which cause it to break.
It is safe to assume that IT Service Desks will still exist in ten years’ time. At
Managed 24/7 we believe the IT Service Desk will actually be busier than
ever before in the future as users and businesses continue to be reliant on
technology to make their staff more productive, serve customers better and
look at ways to improve business processes.
At Managed 24/7 we truly believe IT Service Desks can be a differentiator for
businesses and a way for employees to be more productive.
Taking time to put the right IT Service Desk model in place along with
investigation of the predictions for future technology discussed in this
whitepaper can help businesses transform.

About Managed 24/7
We understand that an IT Service Desk is user-centric. Innovation, process automation, the delivery of business value, standard problem-solving
measures and the service desk’s role as a cost saving facilitator capable of
preventing failures in both technology and associated services from having
a negative impact on business are the real measures of success for any IT
Service Desk operation.
At Managed 24/7, you as the end user, your organisation and your achievable
outcomes in business remain at the heart of every innovation, decision and
process that we make or undertake.
All of these factors inform our thinking and approach in creating, implementing and delivering an IT Service Desk fit for the purposes of business - both
for today and into tomorrow.

Award Winning IT Managed Services Provider
www.managed.co.uk

