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Service Desk vs HelpdeskService Desk vs. Helpdesk 

HelpdeskHelpdesk

Technically Focused

I di t t d IT dImmediate response to end-user IT needs

Employees technically trained in the appropriate technologies. 

The ultimate goal is to offer first contact resolution as often and as quickly as possible.
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Service Desk vs HelpdeskService Desk vs. Helpdesk 

Service DeskService Desk

Customer and Process Focused

Off i l i t f t tOffers a single point of contact

Outwardly focused on the client and inwardly focused on the day-to-day processes of 
the IT services business. t e se ces bus ess

The ultimate goal is to minimize operating costs by having the appropriate personnel 
working on problems, monitoring trends and managing processes.
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Service Desk vs HelpdeskService Desk vs. Helpdesk 

The benefits of changing Help Desk to Service Desk are:The benefits of changing Help Desk to Service Desk are:

More efficient and effective maintenance and incident resolution

E i d li t i f t t t d fi ti f t it iEasier end-user or client infrastructure setup and configuration of remote monitoring 
and management (RMM) tools and professional services automation (PSA) solutions

Standardized performance metrics and reporting Sta da d ed pe o a ce et cs a d epo t g

Faster onboarding of new clients and end-users

S di t i i d k l d t f b d b t d i ti NOC dSpeedier training and knowledge transfer by and between new and existing NOC and 
service desk staff
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Service Desk Trending PhilosophyService Desk Trending Philosophy 

About 67% of service desks spend the majority of their time fire-fighting, simply keepingAbout 67% of service desks spend the majority of their time fire fighting, simply keeping 
the lights on seems to keep them busy enough and steal time away from looking at new 
service improvement technologies. 

E t f th N t W b l h k d b t SD F t i d t th t iExperts from the Next Web reveal; when asked abut SD Future, an industry that is 
forward-looking and with vastly different opinions about what the future might hold

James West, editor ServiceDesk360, writes that although service desks won’t be fixing Ja es est, ed to Se ce es 360, tes t at a t oug se ce des s o t be g
computers anymore, they will evolve and make the business work better.

Service Desk will not mean being on standby to fix a laptop, it means monitoring 
t ti d i ti i tsystems, preempting and communicating service outages.

Tony Probert, Cherwell Software, believes that for service desks of the future end user 
self-service portals and seamless integration with mobile devices are the key directions p g y
for IT.
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Service Desk Trending Philosophy Cont’dService Desk Trending Philosophy – Cont’d 

Integrated business applications are crucial to significantly enhance solution featuresIntegrated business applications are crucial to significantly enhance solution features 
and functionality (e.g. IM, Twitter, Business App’s…etc)

Service desk should be involved in the Business Relationship Management (BRM) 
process. 

Service Desk Staff need to demonstrate experience, knowledge, skills and 
professionalism at all times.  p o ess o a s at a t es

They should feel more like a concierge service; Trusted advisor; Available when 
needed; High skill, relevant knowledge and experience; Professional, courteous, and 
thi l h b i t d t hi th i ibl T k hi tethical – even when being expected to achieve the impossible; Takes ownership; sets 

and meets expectations; & Makes helpful suggestions 

The service desk needs to feel like part of the hub, almost a Service Control Centre, p , ,
which can see the full end- to-end.  

Metrics should drive desired behaviors in a balanced way.
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Service Desk Trending Philosophy Cont’dService Desk Trending Philosophy – Cont’d 

Call analysis could provide recommendations for training plans or feed into bespokeCall analysis could provide recommendations for training plans or feed into bespoke 
workshop sessions that truly address the needs of users 

According to HDI research, for example, 52% of support centers are shopping in 2012 
f lf h l t l d ti th h d l 14% t th t th d tfor new self-help tools or updating ones they have, and only 14% report that they do not 
use self-help.

Level 1 support will become more focused on handling complex requests and high e e suppo t beco e o e ocused o a d g co p e equests a d g
priorities, so levels of support will likely have been collapsed as much as possible to the 
front line.
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Business Technology HubBusiness Technology Hub

Self Help Thru Self Service Portals

Self Healing

Self Help Thru Self Service Portals
Extensive Knowledge Base
Fast Cure

Technology 
Innovation

Advising on Best Operational Models
Adopting recent Technology Updates (BYOD)
Consulting on Best Deployment Technologies (e.g. Cloud)

Dashboard

Services Performance (w.r.to Business Performance)
Setting IT Governance thru StandardizationDashboard g

NOC/ SOC Collocation/ Integration

Integration

NOC/ SOC Collocation/ Integration
Communication Channels (e.g. Social, IM, VOIP, BYOD)
New Business Models (Integration w/t Inventory)
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Future Service Desk SD2017Future Service Desk – SD2017
Dimension Details Comments

Customer Centric SD2017 will put its customers at the heart of the If you treat someone like a king and they areCustomer Centric 
Approach

SD2017 will put its customers at the heart of the 
experience by treating customers more like a butler 
would treat his centric master

If you treat someone like a king and they are 
extremely happy with the service you provide as a 
result, they will keep coming back

Metrics SD2017 will focus on more customer-centric Preemptive Resolution (the ability of the serviceMetrics SD2017 will focus on more customer centric 
metrics such as Customer Engagement (how often 
the customer engages with the service desk 
through one of the available channels) 

Preemptive Resolution (the ability of the service 
desk to spot and resolve customer questions or 
problems before they happen)

C i ti SD201 ill dd h l h S i l IT I ill i i d lCommunication 
Channels

SD2017 will add new channels such as Social IT 
Support and SMS support to its existing methods 
of communicating with customers.

It will increase response times and create a closer 
relationship with its customers
HDI research from 2011 shows that about one-third 
of support centres are planning to add chat during 
20122012

Skills SD2017 analysts will require both “Community 
Management” and “Information Management” skills

http://www.ThinkHDI.com/Courses
Good ITSM Management Skills
Good Relationship Management Skills
Understanding service catalogues and integrated 
CMDB will enhance the value of the service desk. 

Integration Advanced service desks of 2017 will look more like 
network operations centers (NOCs) than call

Service desk analysts will be monitoring dashboards 
showing the behavior of networks cloud-based
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network operations centers (NOCs) than call 
centers. 

showing the behavior of networks, cloud based 
infrastructure and applications. 



Supporting Service Desk – Technology of the Future
Technology Means

Augmented Reality Bar Code Scanning 
IPTV/ Digital Signage
R b (P li i Fi i )Robots (Preliminary Fixing)

Support Systems Business Intelligence supporting Operations
Analytical reporting
Smart Systems (end-user)Smart Systems (end user)
Industry Peer-to-Peer Support
Semantic Interpretation of Tickets

Self Healing/ Service Self Healing/ Monitoring (Printer Cartridge)
Self Service Channels (Expert Systems) 

Modular HW Structure Easily Replaceable Parts (Modular)
Customer Replaceable UnitsCustomer Replaceable Units

Support is a Service Avatar Support (e.g. IM)
E i t/ I d t i t t d S iEnvironment/ Industry integrated Service 

(e.g. Healthcare)

Minority Tickets Support Channels (Motion Tracker; e.g. 
Kinect)
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Kinect)

Source: http://features.techworld.com/sme/3235832/emerging-technologies-make-support-life-easier/?pn=1



Service Desk – Physical/ Logical Considerations
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Service Desk Physical/ Logical Considerations Cont’dService Desk – Physical/ Logical Considerations – Cont’d

Call Tracking (VOIP Integration)

Call Tracking

Call Tracking (VOIP Integration)
Automatic Call Distribution (ACD)

Teamwork 
& Proximity

Rep’s to hear each other
Suitable Spacing to get help from peers

Harmon

non-primary colors for the surroundings
Open Floors with movable partitionsHarmony p p
Sufficient bright Lights
Layout and ergonomics affect the mood of the reps

Workshop for Repairs

Workflow

Workshop for Repairs
Spare Parts
Small Labs for Testing 
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Service Desk Physical/ Logical Considerations Cont’dService Desk – Physical/ Logical Considerations – Cont’d

Wireless Headphones (with Mute & Volume Buttons)

Tools

Wireless Headphones (with Mute & Volume Buttons)
Easy-to-use Interface (with automatic Data Emersion) 

Immersive 
Display

120-degree display just slightly above your eye level
Dashboard Design on Display
Touch TFT
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Tools to increase Upcoming Service Desk PlatformTools to increase Upcoming Service Desk Platform
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Tools to increase Upcoming Service Desk PlatformTools to increase Upcoming Service Desk Platform
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Thank YouThank You
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