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In a typical office, employees utilise several different apps, software and systems all
throughout the work day. So, it’'s natural that they face technical issues from time to time.
Without a systematic system to resolve the issues, processes will get hampered or even
halted. This is where IT help desks come in. This is a software system that tracks and resolves
technical issues that employees face in the workplace, coming in from multiple channels.

Help desks can empower IT teams to effectively and quickly solve issues, thus enabling a
streamlined employee experience. In the long run, IT help desks are imperative for businesses
to thrive and grow.

IT Help Desk Defined

IT help desks refer to software that resolves technical issues for users via a single or multiple
point of contact. It is a centralised system that gives employees and IT support team the
platform they need to sort out their problems, record their issues and find solutions for issues
regarding processes, services or products. When employees encounter a technical problem
regarding a device or platform, they nca depend on the IT helpdesk to resolve and assist them
with their problem.
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Reasons to Get IT Support and Help Desk Services

As the first point of contact, the IT help desk is responsible for addressing the issues that
employees and customers encounter. Lacking a dedicated IT help desk leads to confusion and
downtime as employees won’t know how to get the help they need. If there are interruptions in
processes one after the other businesses are sure to experience losses. You can cut down the
time wastage and confusion by giving employees recourse to an IT help desk.

An IT help desk is particularly important for customer-facing companies as they will be able to
ensure continual productivity and customer satisfaction.

IT Help Desk And Its Functions
A business’s IT team can take advantage of this IT help desk tools to generate tickets for a
broad spectrum of issues, such as:

» Generic employee queries

* Requests for new feature

e Issues with login details

e Device compatibility problems

* Problems with the network or VPN

¢ Planned maintenance updates

e Software bugs in enterprise solutions

On a centralised platform, the IT help desk generates a ticket for all types of issues, no matter
the channels they come through, be it email, phone calls, social media, text messages etc.
Meanwhile, IT support staff takes advantage of an easy-to-use interface to share data among
each other and tackle several tickets simultaneously. At times, one problem could call for
contribution from multiple teams, so the IT help desk streamlines the work systematically.

Development teams using well-designed IT help desks are able to track issues by categorising
tickets with common issues. What tends to happen is that several employees face the same
issue are they encounter the same bug. The grouping feature saves time and helps IT teams
fix the bug quickly. So, in fixing one bug you resolve several issues in one go.

With an intuitive search function employees will be able to exploit your IT support help desk to
its full potential. It would serve as a platform for resolutions to common problems as well as a
space where experienced employees can share their expertise with new members. A valuable
help desk of this sort can considerably decrease the volume of tickets that come in as well as
the onboarding duration for new employees.



With the help of IT support service employees gain access to IT help desks, enabling

businesses to troubleshoot employees’ technical issues and support the growth and success
of the company.
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