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ABSTRACT

This paper examines the critical role of service desks in modern organizations, focusing on their functionalities, challenges, and best practices. As a central
hub for customer support and IT service management, service desks facilitate communication between users and service providers, ensuring prompt
resolution of issues and enhancing user satisfaction. Here we discuss with an example of opening a ticket in a Service Desk for Technical Issues. The findings
emphasize the importance of adopting best practices and technologies to meet the evolving demands of customers in an increasingly digital landscape.
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Introduction

The service desk is an essential component of IT service
management (ITSM), providing a single point of contact for
users seeking support for technology-related issues. It serves as
a bridge between end-users and IT service providers, facilitating
communication and ensuring that incidents are resolved efficiently.
In today’s fast-paced digital environment, where technology plays
a pivotal role in business operations, the effectiveness of service
desk functions directly impacts organizational productivity and
customer satisfaction. Service desks can operate in various models,
including in-house support teams, outsourced solutions, and cloud-
based services, each offering unique benefits and challenges. As
businesses increasingly rely on technology, the need for efficient
service desk operations becomes paramount. This paper aims to
explore the functionalities, benefits, and best practices of service
desks, as well as the emerging trends that shape their future.

Functionality of Service Desks

Core Services Offered: Service desks typically provide a range
of services, including incident management, request fulfillment,
problem management, and change management. Incident
management focuses on restoring normal service operations as
quickly as possible while minimizing impact on the business.
Request fulfillment involves handling user requests, such as
password resets or access to applications. Problem management
aims to identify and address the root causes of incidents,
preventing future occurrences. Change management ensures that
any modifications to IT services are executed with minimal risk
and disruption.

Tools and Technologies: Modern service desks leverage various
tools and technologies to enhance service delivery. Ticketing
systems, knowledge bases, and collaboration platforms play
a critical role in managing user interactions and facilitating

information sharing. Automation tools are increasingly utilized to
streamline routine tasks, reduce manual intervention, and improve
response times. Additionally, artificial intelligence (Al) and
machine learning (ML) are being integrated to enable predictive
analytics and enhance decision-making processes.

Current Challenges of Service Desk

User Expectations Management: Service desk regularly struggle
with managing user expectation. As digital technologies evolve,
user expectations increasingly favor quick response times and
frictionless support interactions. For service desk teams, balancing
these expectations with available resources is rarely an easy task.

Keeping Service Quality: This can be a challenge specifically
in the organizations with high number of requests or incidents
is the overall service quality. Inconsistent service delivery may
arise from variability in staff expertise, workload fluctuations, or
insufficient training. This also requires continuous training and
development of the support staff to ensure that they provide only
high-quality service.

Best Practices for Optimizing Service Desk Operations
Implementing ITIL Framework: Adopting the ITIL (Information
Technology Infrastructure Library) framework is a best practice
for service desk optimization. ITIL provides a structured approach
to IT service management, enabling organizations to align their
services with business needs and improve overall service quality.
Implementing ITIL processes helps service desks systematically
manage incidents, requests, and changes.

Utilizing Automation and Al: Integrating automation and Al into
service desk operations can significantly enhance efficiency and
user satisfaction. Automated responses for common inquiries, Al-
driven chatbots, and intelligent routing of tickets can help reduce
response times and free up support staff for more complex issues.
These technologies allow service desks to focus on high-value
tasks while improving the user experience.
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Continuous Improvement: Service desks should establish
a culture of continuous improvement, regularly reviewing
processes, performance metrics, and user feedback. Utilizing key
performance indicators (KPIs) to measure success and identify
areas for enhancement allows organizations to adapt to changing
user needs and technology trends effectively.

IT Service Desk vs Call Centre: What is the Difference?

An IT Service Desk is a centralized function (or desk) within IT
that generally acts as a single point of contact for broader IT service
management (ITSM). This includes service requests fulfillment,
incidents management, and technical issues resolution, and often
involves a focus on service delivery and customer satisfaction.
It aims to support multiple IT services in accordance with wider
business goals, and more often than not with tools for IT operations
and service-level management.

Whereas a Call Center is more about dealing with a huge amount
of phone-based support for any customer query, not specific for
IT or IT support, at times it may not be technical support at all.
Call centers differ from call centers; while they focus on metrics
such as case resolution, they do not handle IT services.

Companies Using Service Desk

Service desks are essential tools for companies across a wide
array of industries to streamline IT service management, customer
support, and internal helpdesk needs. In the technology sector,
companies like Google and Microsoft use service desks to manage
internal IT requests and efficiently address support tickets.
E-commerce giants such as Amazon and Walmart also leverage
service desks to manage customer service inquiries, order issues,
and technical support, ensuring high levels of customer satisfaction
and responsiveness.

In the financial industry, institutions like HSBC and JP Morgan
utilize service desks to handle complex IT support requirements,
customer inquiries, and internal requests, supporting everything
from financial processing to cybersecurity issues. Visa and
Mastercard also use service desks to maintain operational continuity,
especially in fraud detection and transaction management.

Healthcare providers, including Kaiser Permanente and Mayo
Clinic, rely on service desks to support IT and patient information
management, adhering to privacy regulations like HIPAA.
Similarly, research-focused organizations like NASA employ
service desks to handle equipment troubleshooting, data requests,
and IT infrastructure support. Even educational institutions such as
Harvard University and Stanford University benefit from service
desks, helping students, faculty, and administrative staff access
IT resources and educational tools seamlessly.

In the manufacturing and logistics sectors, Toyota and DHL
use service desks to support equipment maintenance, asset
management, and logistics-related inquiries. Service desks are
thus widely adopted across sectors, providing scalable, reliable
support to enhance productivity and response times in complex
organizational environments.

A Quick Example of Opening A Ticket in A Service Desk for
Technical Issues

When experiencing a technical issue that requires support, opening
a ticket through your organization's service desk system is the
primary way to ensure a timely response. Most companies use a
structured service desk platform, such as Atlassian’s Jira Service

Management or Zendesk, for handling these requests. Below is a
step-by-step guide on how to open a ticket effectively.

Access the Service Desk Portal

Begin by navigating to the service desk portal, which may be
accessed through a web link provided by your IT or support team.
This portal is typically designed to guide users through reporting
issues, making it a central hub for support requests.

Locate the Ticket Submission Section

Once in the portal, locate the section to submit a new ticket. The
specific name may vary by platform, but common labels include
“Submit a Request,” “Open a Ticket,” or “New Request.” Choose
the category that best matches your issue. If there is an option for
“Technical Issues” or “IT Support,” select this to streamline the
process for both you and the support team.

Enter Ticket Details

In this step, we need to fill in the essential details of your request.
We need to include a clear and concise subject line that summarizes
the issue, such as “VPN Connection Issues” or “Software Not
Responding.” In the description box, provide a detailed account
of the problem. Mention relevant information, including when
the issue started, is the issue static or intermittent, specific error
messages encountered, and any troubleshooting steps you’ve
already tried. This context can save time by reducing the back-
and-forth with support personnel.

Additionally, most service desks will prompt you to set the priority
level, such as “Low”, “Medium”, “High” or “Critical”/ Severity
A, Severity B, Severity C. This priority selection signals the
urgency of the issue, enabling the support team to prioritize cases
accordingly.

Attach Supporting Documents: If the platform allows, attach any
relevant screenshots, error logs, or files that can provide additional
context for your issue. Visual evidence, like screenshots or error
logs, often accelerates the diagnostic process.

Submit the Ticket: After ensuring all necessary information is
accurately filled out, click “Submit” or “Create” to finalize the
ticket. Upon submission, we should receive a confirmation email
or message that includes the ticket alpha numeric/numeric number,
which you can use for tracking purposes.

Track Progress and Communicate: Most service desk platforms
offer a tracking feature where one can monitor the status of your
request. Keep an eye on this status and respond promptly if the
support team reaches out with additional questions or instructions
via phone call/email.

By following these steps, we can open a ticket that clearly
conveys the issue to the support team, enabling a more efficient
and effective response. This structured approach not only ensures
accurate reporting but also improves the overall resolution time
by reducing the need for clarification from the support team.

Conclusion

To sum up, service desks function as a backbone for IT service
management and playing a crucial role in improving the customer
support process of modern-day organizations. Now that you
know about the functionality, challenges, and best practices
around service desks, you can drive better service delivery and
user satisfaction in your organization. Automation and Al offer
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exciting new possibilities to improve the way we run our systems
and deliver responsive user experiences. With the changes in
technology, the service desk needs to keep evolving and continue
to be a digital landscape that is adaptive to dynamic changes
taking place [1-5].
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