
Competitive pressures and tough economic times are forcing
companies to do more with less. This mindset spans all
industries and resonates with organizations large and small.
To remain competitive, let alone survive, you must find
ways to improve service and support. With the right 
technology, a web-based service desk can provide a way to
achieve such efficiencies, and centralize a range of other
business processes.

Today’s corporate help desk and support operations have
emerged as a primary means to achieve significant 
productivity gains and improve all aspects of business. The
help desk serves as a corporate nerve center, providing a 
centralized resolution tool to quickly address inquiries,
issues, requests, and problems coming in from employees,
customers, and partners.  

An efficient help desk can be a strategic asset that offers
tangible value and measurable ROI. More companies are
realizing how this capability can be a competitive 
differentiator – especially in today’s economic climate –
and improve their bottom-line while increasing customer
satisfaction, retention, and productivity.

Given these benefits, the help desk is typically challenged
with ever-dwindling resources – and ever-increasing
requests for service and support. This can hamper an 
organization’s success, especially if the company manages
the help desk operations using manual, paper-based 
procedures, static spreadsheets, email stored on a single
person’s drive, and/or automation tools with very limited
functionality.

Implementing a comprehensive web-based service desk
solution can automate internal and external worldwide 
support operations and empower employees and customers
to help themselves, thereby improving responsiveness,
speeding processes, and ultimately reducing costs. 

Once deployed, a high-quality web-based service desk has
a ripple effect on the organization, providing other tangible
benefits, such as improved communication and workflow
within and across functional departments. 

With the wide range of technology solutions currently
available, organizations can make smart purchasing 
decisions by considering the following key aspects of a
web-based service desk system: 

A fully web-based architecture. Many help desk solutions
on the market are client/server based, or web-enabled 
versions of such systems, making it costly to deploy, manage,
and maintain. A truly web-based product that offers
advanced features and functionality via an Internet browser
gives customers and employees control, and a range of
tools to manage service and support requests. A help desk
that is completely web-based is inherently more flexible
and scalable. Since you are using a simple web browser,
there is never any software to deploy. This enables you to
add new users as necessary, regardless of location or platform.
Administration and maintenance is also centralized and
streamlined through a web interface. 

Out-of-the-box results. To optimize cost-savings and
achieve a significant ROI, your help desk solution should
be fast to implement and simple to use. Some web-based
systems can be up and running within hours. Avoid 
systems that cannot be installed without on-site support,
need extensive programming or training, or require 
customization requests to be sent through a third-party for
consulting or programming. You need to be able to get up
and running quickly and easily, and make adjustments 
on-the-fly – so you can remain in control and see 
immediate results.

Online self-service capabilities. To maximize help desk
resources and improve response times, empower your
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employees and customers to submit and track their own requests.
Many solutions now offer access to custom and standard 
knowledge bases that organizations can use to capture, create, and
share critical information with external users. In addition to
streamlining support processes and driving down help desk costs,
this can also help improve the quality and accuracy of support as
a whole. Self-help also provides a first-tier support capability that
is available 24/7 and also reduces incoming call levels.

E-mail integration. For fast, automated support, seamless 
two-way communication to the help desk is critical. This means
automated handling of both outgoing email routing notifications,
and incoming email requests.

Outgoing email notifications: You want to keep your employees
and customers informed of ticket submissions, changes and status,
and make sure your entire support team is always informed to
avoid delays, double entries, and miscommunication.

Incoming email requests from users: The support desk receives
a daily barrage of email requests from employees and customers.
An effective help desk solution will automatically process these
messages and post them to the database, inform necessary staff,
and escalate requests based on certain criteria. 

The ability to leverage existing investments. The help desk
solution you select should protect your existing technology
investments. If you choose a tool that gives you dynamic, direct
access to your constantly changing, LDAP-based, corporate
address books, your help desk staff will save a great deal time by
eliminating duplication and the use of inaccurate data. If you use
Microsoft® SQL Server, Oracle®, or MySQL™ databases in your
organization, ensure that your help desk product can be easily
integrated with these platforms. This enables you to continue
using these databases as your central repository for all issues and
requests – all without extensive database programming or 
administration. 

Extensive reporting capabilities. To keep your support operations
running smoothly, your solution should make it easy to glean data
about any and all help desk activities. With this information readily

handy, your users can have complete control over the support
operation at all times. You can easily track productivity and
trends, monitor SLA agreement support, make enhancements and
changes as needed, justify headcount and budget needs, and provide
content for workflow management and weekly status meetings.
Make sure your solution includes some canned templates to make
report generation simple, but also offers the capability to 
customize reports to your exact information needs. 

Flexibility to support other business areas. Once you have seen
the benefits of automation for your help desk, why stop there?
Maximize your investment by implementing a solution that can be
extended to automate workflow and communication for a range of
other business areas as well. A web-based system with all of the
capabilities outlined above can help any department or group 
centralize, track, manage, communicate, and report on ongoing
activities. Think CRM, product development, bug reporting, IT
resources, and other project management – but also purchase
orders, service vendor contracts, project assignments, and more.
You won’t have the headaches and expense associated with 
purchasing and maintaining numerous solutions throughout your
organization.

To truly make an informed decision when buying a web-based
service desk solution, organizations should start by assessing their
existing business processes, and clearly defining the goals for
their support operation. In supporting this blueprint, a web-based
system offers a standards-based approach for organizations to
continuously improve and scale their operations.  

Be wary of products that you cannot easily use and evaluate 
yourself prior to purchase. Mandatory extra-cost training and
installation services are another red-flag.

One final note is to consider the TCO or Total Cost of Ownership:
does the solution require that you provide a System Administrator,
or a Database Administrator? Must you hire consultants (or utilize
your own high-cost IT staff) when you perform customizations? If
so, the time and cost of your deployment will significantly skew
your technology investment, as well as the flexibility to easily
make changes and expand the scope of the operation.
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