Lecture 15: IT Service Helpdesk 
Learning Objectives:
1. To explain the role of the helpdesk as part of the IT organisation

2. To describe scripting and explain how to analyse scripts elicited from customers and providers.

3. To explain the value of the critical incident technique in managing helpdesks

4. To discuss how computer systems can support the work of the IT service helpdesk.
Introduction
The Role of the Help Desk

One or more technical support agents who respond to calls from PC users who require assistance. 

Each call results in an entry in the support log, detailing the nature of the problem, the identity of the caller, the location and configuration of the user’s PC, and the date and time.

After helping the user, the technical support agent records the diagnosis and action taken to clear the problem, and "closes" the problem. 

If the nature of the problem (e.g. hardware failure) requires intervention beyond what the support agent can provide, they pass on the problem to a third party, but continue to monitor the problem

After a period of hours, it may be "escalated", so that the manager of the help desk is made aware of the problem, and it is still open. 

 

The help desk is the key element of the front office.

It should provide a single point of contact at the centre of the organisation.

Some statistics from the Help Desk Institute

UK Help Desk 2005

50% one stage help

34% Hybrid

7% Two stage

7% Virtual

44% outsource some of helpdesk function

First point resolution  54%

Average no of calls per day could be as high as 1051. This requires 50 staff at least.

Abandoned calls 10%
Help Desk Perception

What is your perception of the help desk?

 

Interesting …………………………… Boring

Career advancing …………………… career halting.

Essential …………………………….. optional

What words come to your mind when considering help desks?

 

Problems

 


Increasing end-user sophistication

Lack of status amongst IT professionals.

Difficulties in staffing.

 

What other problems would you associate with help desks?

 

Issues with Help desks

 


Poor follow-up


Long Wait times


Not logging calls. 

 

Goals

Low call abandonment rates

High IT Services customer satisfaction


Help first call resolution


Minimum call open time 

 

What would you do to meet these goals?

 

Proactive support

 

Moving from problem focus to customer focus.


 from fixing to solving and preventing.

Proactively calling with solutions.

Improving documentation

Important of provision of clear instructions to end users.


The helpline for schools software support reduced calls about a statutory data entry exercise (Form 7) from 110 in a week to 11 by provision of clearly written manuals.

Training

Analysing severity level and impact.

 

We cannot provide good support without adequate management information

 

Help Desk Support

 

Need for training of help desk staff in problem resolution.


Novell & MS CD ROM Towers

 

Departmental Champions.

Help desk personnel who get to understand the business aspects of a particular department e.g. accounting.

 

Help Desk Tools

 


Software for analysis of help desk activity


Remote connectivity


Call Management System


Voice Response Units


FAQs


Password Reset


Intranet support

Service Expectations and Scripts

 

The customer has expectations of how a service is to be delivered.

The provider has expectations concerning how a service encounter will go and what to expect from a typical interaction with a customer.

 

Customers compare perceived performance against a preconceived, even subconscious standard.

 

Expectations come from:

 


Past performance


Recommendations


Cultural norms

 

 

Scripts incorporate both the outcome and process aspects.

 

Scripts : 

Cognitive structures


Standard, generalised episodes.


Describe role, props and outcomes


Have the purpose of achieving a goal: the goal is achieved through completing a series of subgoals.

Actors adopt roles defined by their expectations of the service encounter


Scripts develop as contingencies and corrective actions are added.


Customers’ scripts may be less elaborate than providers.

 

Scripts will emphasise aspects that are particularly important to the customer. If we do not understand the customers’ perspective, customer-perceived gaps in the service may appear.

 

A script consists of a set of sub-goals:

 

e.g.. For a haircut.

 

Client: Make appointment


Enter


Wait


Wash hair


Cut hair


Pay

 

Provider: Greet Client


 Wash hair


 Cut hair


 Pay


 Talk

 

These are generic scripts: different clients and providers might mentions other subgoals. Particularly note the differences: make appointment is important to the client, but not considered by the provider at all. Not also the different points of activation of the script.

 

What does this say for service management?

 

We need to pay attention to the point where the internal or external customer enters the script.

We need to know what is important to the customer in order to maintain a customer-focused approach.

Service provider scripts must take into account the customers script.

 
Critical Incidents

Another way of examining service encounters is to explore critical incidents within a defined service encounter

A critical incident is a specific interaction between a customer and a service provider which is especially satisfying or especially dissatisfying.

Critical incidents will be associate with specific events such as:

Calling the helpdesk

Arrival of the technician

Getting back online.

The critical incident technique is a qualitative technique for exploring specific interactions in order to improve the service, identify problems and examine quality.

We:

Focus on a specific interaction – e.g. a helpdesk call

Elicit customer’s detailed stories about their experiences

Analyse those in someway – commonly a more quantitative content analysis approach is use

Identify themes and lessons.

Rather than considering the stories as reports of facts, they should be interpreted to understand why the incident was critical, what emotions were involved and what the context was.
Concepts
Role of helpdesk, Scripts, Critical Incidents, Call abandonment, Proactive support
Questions

Suggest three ways to combat call abandonment.

What are the advantages and disadvantages of a one-stage helpdesk.

Describe three computer systems which can help IT support.

How might the negative image of the helpdesk be changed? 
Activities
How do the expectations of providers of an IS service compare with the expectations of the customers of the service?

 Can you think of any examples where the IS customer’s script begins before the IS provider’s?

 Consider a help desk service interaction:

 
Write scripts for the user, the helpdesk operator and the IT technician.

Consider a potential customer interacted with a company’s Internet pages.

In what ways might the script encoded in the Internet pages differ from the customer’s service interaction script?
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