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Best Practices in Helpdesk Operations

I. Background

In the 1980’s help desks evolved out of the migration from terminals to personal computer and local area networks.  In most cases, there was not an entity that was able to support computer related questions and problems.  Therefore, individuals with expertise in the computer field were quickly identified and solicited for their assistance.  There was not much organization in this approach.  A better solution was devised that put computer experts on the phones to answer questions.  With the addition of tracking and logging systems and other software, help desks were born.

II. Best Practices

Since the 1980’s help desk have progressed to encompass managing call volume dynamics to the use of web tools.  The design and implementation of a successful help desk depend on many factors.  However, the industry has identified several practices that will transform any help desk from average to exceptional.

· Structure – A successful helpdesk must be seen as a function of an organization.  This includes establishing goals and objectives as you would for any other business activity.  The help desk should have a mission, vision, goals, and metric reports.  Once a purpose is established, standards such as SOPs, Security Plans, Escalation Policies, Disaster Recovery plans, and Network Diagrams should also be adopted and implemented to ensure the help desk runs efficiently.

· Service – Quality customer service and customer care must be integrated in every aspect of help desk operations.  Tools such as Service Level Agreements, customer-satisfaction surveys, and call monitoring should be used as performance measures.  Periodic reviews and modifications should be made as statistics are collected and quantified.  Other tools such as intranets and technical newsletter should be used to foster client communication and as a value added service.

· Help Desk Tools – From call tracking and monitoring to on-line knowledge bases, help desk have an array of tools to efficiently operate a help desk.  Utilizing these tools allows proactive call management, problem recognition and resolution, and management reporting.  Web interface help desk software has allowed technicians to respond quickly to calls as well as provide easy access for to reports for clients.

· Staffing – The help desk staff must have the proper technical and soft skills training to be successful.  This is a continual process that requires on-going training in the areas of product knowledge, communication, problem-solving skills, and customer service.  The result is highly motivated employees, a satisfied client, and a low turn over rate.

III. Success Story
RGII recognized what it takes to operate a successful help desk.  To manage the complexity of RGII’s help desks, the Enterprise Solutions Group (ESG) was created.  The purpose of the ESG is to enforce help desk policies and procedures, disseminate information, and foster innovative help desk solutions.  The ESG has been successful in improving the functionality of several RGII help desks on our NOAA campus.  This was accomplished by re-engineering the support process by eliminating recurring problems, managing customer expectations, and the use of Web tracking software and other tools.  RGII’s clients commend employees on reduced costs as well as improved technical and customer service.  In conjunction with the ESG, RGII values its employees and makes an investment in training and morale for help desk employees.  RGII provides certification training as needed to ensure employees have the right skills to complete their jobs.  RGII continual strives to provide quality and value to its client by keeping abreast of IT trends and listening to our client
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