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Is Your Help Desk Really Helping?

One of the biggest complaints end users have is that the help desk isn’t
helpful. When it comes to problems that are more complicated than resetting
a password, too often it seems like the helper doesn’t know that much more
than the helpee. In addition, users often have to make multiple contacts to
try to get a problem resolved. A lot of times it seems like the help desk cares
more about closing the ticket rather than really solving the problem.

The problems with the help desk are not because the people on the desk
are bad employees. More often, it's because the help desk isnt optimized
with the right people and the right tools to let them offer help right when
an employee reports a problem. The challenges the help desk faces include:

e Staffing. A lot of times help desks are staffed with employees or
contractors rather than IT professionals. They may be fresh out of school
without a foundation of personal experience in solving IT problems. If they
do know the technology, they may be unfamiliar with its specific application
to the business. There's often a lot of turnover on these teams, and there
may simply be too few helpers compared to the number of helpees.

¢ Knowledge. Besides not coming from a trained, specialized IT
background, the help desk team doesn’t always get comprehensive training
on the products they support. In addition, there may not be a knowledge
base or other resources to help the help desk stay current with IT best
practices. There’s often no standardized approach to fixing problems and
different callers with the same problem may be offered different solutions.

e Limiting policies. Corporate policies often dictate how the help desk
team interacts with end users. That means getting a problem fixed doesn’t
always follow the shortest path.

* Communication. Contacting help desk technicians can be difficult. The
help desk needs to track and respond to problems reported over the phone,
problems sent in via email, and problems entered into ticketing systems.
Problems that aren’t raised formally, but simply mentioned in hallways
conversations, simply don’t exist in the system.

* Problem ownership. Even if the help desk team wanted to, they can't
take ownership of problems. Help desks typically need to turn to specialized
support teams for anything other than the simplest problem. Once they've
handed off the issue, they mark the problem as closed, because they've
fulfilled their responsibility even though the problem is still open from the
caller’s perspective.

* SLA orientation. Help desks are measured on metrics that have to do
more with ensuring that they fulfill some service level agreement commitment
that measures them on criteria like how rapidly they close tickets, rather than
on measures that consider the quality of the service.
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Help Desk Problems Are
Management Problems

If you study the list of help desk challenges above, one thing stands
out. These are mostly not technical problems and they mostly aren’t
people problems.

They’re management problems, all resulting from management decisions

* Cost center approach. The help desk doesn’t make money, so it
doesn’t get money. Of course, that's short-sighted, because the help
desk enables the parts of the business that do make money to get
their work done.

* No support for learning. The help desk is often staffed with
contractors, rather than employees, so they don't know the
company’s business, and the company doesn't train them, either.

* No customer service orientation. A lack of expertise could be
counterbalanced by a focus on customer service, if the help desk

employees were encouraged and empowered to track down and
engage the resources that can fully resolve problems. But that
takes time and management’s metrics typically focus on reducing
the time spent on tickets. As a result, the help desk team quite
logically marks tickets “done” as rapidly as possible even when
the provided solution is a short-term fix.

* No focus on improvement. Management is often not open to
changing how the help desk does things. It isn't a core business
function, so as long as it's not introducing new problems, it's easier
to just leave the help desk the way it is. This also means management
is unwilling to spend on improvements to the help desk, whether
through increasing pay to reduce turnover, increasing staffing to
improve responsiveness, or providing tools and training to
increase effectiveness.
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Managed Services Make Help Desks
Work Better

Because help desk problems are typically management problems,
changing your help desk management strategy is the solution to
making your help desk more effective. In fact, the best way to manage
your help desk is not to manage it at all, at least not directly. Instead,
allow a managed services provider (MSP) to take over managing and
staffing your help desk to improve your help desk results. You'll get
better results for several reasons:

Your business isn't information technology; the managed services
provider’s business is information technology. That means they're better
at hiring technically qualified staff—they know the interview questions to
ask, and the acronyms and jargon actually make sense to them. They're
also able to provide training to technical employees and to give them
interesting, challenging work, so they're able to retain employees even
as their knowledge and skills increase.

MSPs understand technology—both the technology your business
depends on and the technology your help desk needs to effectively
provide support. With an MSP running your help desk, you'll get the
right remote access tools and the right ticketing systems to track and
resolve problems as quickly as possible.

From your perspective, the help desk is a cost center. From the

MSP’s point of view, it's a profit center—if it's run right. The MSP has
bottom-line motivation to make sure their help desk is properly staffed
to be effective. More than that, MSPs understand that technology in
general isn't, or shouldn’t be, a cost center. Technology should be

a tool pushing your business forward towards greater business success.
Because they understand technology, and because the help desk lets
them see how technology problems are hindering your employees,
they’re in a great position to develop and share insights into how
technology can help your business thrive.
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Managed Services Make Help Desks
Work Better

e MSPs bring deep knowledge to the help desk.
MSPs don't just see the problems you have with technology; they see
the problems all their clients have with technology. The knowledge and
skill they develop from working with their other clients will be applied to
solving your problems, too, meaning resolutions are quicker than when
your own help desk has to figure out all the solutions on their own.

e The MSP help desk is all about helping.
The team on the MSP help desk is a professional staff that's dedicated
to helping. With the MSP’s support, they have access to resources and
knowledge that allow them to deliver world-class customer support.
To the MSP, the help desk isn't a distraction; it's part of their business.
That means management stays involved and makes sure the team has
what it needs to accomplish the job.

e MSPs take ownership of the problem.
MSPs evaluate themselves based on problems solved, not tickets closed.
They take ownership of problems until they're really, really solved. They
also take ownership of problems in another way: they have access to
better tracking and reporting on trends. This allows MSPs to identify
problem areas and work with you to put in resolutions that eliminate
problems rather than just fixing an issue every time it recurs.

e MSPs are always there.
There’s no downtime when an MSP provides your help desk; vacations
or sick days don’t mean lack of coverage. With their extensive teams of
technical professionals, an MSP can always provide support.
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Evaluating Help Desk Providers

To select a help desk provider, it's important to evaluate them on their
capabilities. Things to look at include:

* the type of hardware and software the provider can support

* how the help desk will interact with end users for problem reporting
and resolution

® response time

* how issues will be escalated when needed

® onsite or remote service

* knowledge transfer from help desk to internal staff

* performance reporting
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Prescient Solutions Managed
Technology Services

When you rate help desk providers along the lines listed above, you quickly
see that managed services providers aren’t all the same. Prescient Solutions
Managed Technology Services (MTS) offers a flexible help desk solution
matched to your need.

focus on delivering help. Prescient Solutions works with our clients
to define key performance indicators that track how much help the help
desk is providing, rather than meaningless predetermined metrics.

cost controls. Prescient Solutions is flexible. Buy what you need, when
you need it.

availability. User help desk services are available M-F 7am to 6pm CDT.
Contact us via email or phone, whichever you prefer. We provide help
either onsite or via a remote virtual help desk. And we don't go dark after
you open a ticket. You'll be fully informed on the progress of your problem.

experts on the desk. Help desk staff are fully trained and junior
employees are mentored to ensure they deliver high quality of support.
true problem solving. Our help desk doesn't just solve problems for each
user who calls in. Our issue tracking lets us identify trends and leads to
resolving root causes that eliminate problem calls.

monitoring. MTS goes beyond simple help desk services to provide
24x7 monitoring of key business applications and preventive support
that eliminates the need for end users to call the help desk.

comprehensive support. Prescient Solutions can handle the entire
scope of network and desktop problem support, as well as routine user
administration support, including mobile users.

3rd party application support. MTS owns problems no matter what it
takes to solve them; we don’t walk away from problems we can't fix. We'll
liaise with 3rd party application support on your key business solutions to
ensure problems are fully addressed.

VolP support. Prescient Solutions is partnered with and administers
RingCentral, a premier VoIP provider of Saa$S telephony solutions.

backup support. Prescient Solutions is partnered with Carbonite backup
solutions provider.

beyond support. Prescient Solutions’ capabilities extend far beyond running
help desks. We have a highly skilled professional IT staff who provide consulting
services for security, infrastructure design, infrastructure deployment, and other
IT projects. With 22 years of IT consulting experience across multiple industries,
the Prescient Advantage applies our breadth and depth of expertise to solving
clients’ IT challenges. We take care of your onsite infrastructure including servers,
desktops, and network, as well as meeting the needs of mobile users and

applications and services in the cloud.
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Rely on Prescient Solutions Help Desk

has provided IT services to Chicago area businesses,
government agencies, and other organizations for over 20 years.

Our team’s expertise help desk tailored to your requirements; monitoring
identifies the onset of problems; and support makes your recovery smooth

and rapid.

1515 Woodfield Rd, Suite 880
Schaumburg, IL 60173
Phone: (847) 240-3900

141 W. Jackson Blvd, Suite 3850
Chicago, IL 60604
Phone: (888) 343-6040

About Prescient Solutions

Prescient Solutions has been providing managed technology services both
on site and remotely to small, medium and large enterprises and government
agencies for 20 years. With certifications in key technologies spanning
hardware, software, network, security, and other specializations, our team
has the insight and experience to address the technical challenges that
are holding back your IT team and your business. For more information
about Prescient Solutions, or to request a complimentary IT consulation,
call , or visit
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