Building a
Customer Focused
IT Service Desk

A Quick Start Guide




SERVICE DESKS ON

THE FRONT LINE

Research shows that most people’s interaction with I'T will
come via their organization’s support desk.Your service
desk staff are the front line of support for your faculty,
staff and students and the face of the IT department.
When one of your techs goes to a classroom to help a
teacher or has an interaction on campus with a student, at
that very moment, to that individual, they ARE the IT
department. Too often, poor customer service on the
front lines can lead to a negative view of your school's IT
department as a whole. How we interact matters! At its
core, IT and the service desk in particular is a customer
service job. We are here to support our schools, their
faculty, staff and students.

All too often, we focus on the technical side of the job and
don’t put enough emphasis on the people part. In a school
environment, it's even more important to have someone
who can make a young student feel welcomed and not be
afraid to ask for support, especially when approaching
adults in general can be so scary for a lot of kids. So what's
more important when hiring service desk staff - technical
skills or customer service? How do you balance it? The
information on the following pages will provide some quick
tips and tricks to help make your school's IT Service Desk
more customer focused while still maintaining a high level
of technical skill.




ENVIRONMENT/

CULTURE

Welcoming environment

Having a welcoming environment is key! Your Service Desk
should be a welcoming area for the user (faculty as well as
students) to feel comfortable coming to for help. A clean,
organized workspace goes a long way to the casual user
and can help overall user perception. Stop for a minute
and think what a disorganized workspace with cables,
boxes and computers everywhere says about your service
desk and the IT department as a whole?

Culture

Take a minute to think about the culture at your school. Is
your IT department as a whole specifically aligned with the
school’s mission and vision statements? Hiring the right
person for your IT Service Desk can make all the
difference in this area because they are the “first contact”
for faculty, staff and students. The next time you find
yourself with an opening for your service desk, take a
minute to remember that IT , at the very basic level, is a
customer support role that just happens to handle a
technical product. Obviously, this position requires
technical knowledge but technical skills can always be
taught. Exceptional customer service skills however are a
lot harder to come by in a candidate and go a long way in
leaving the user with a positive IT experience.



LISTEN TO YOUR

USERS

When talking about delivering great customer service on
the service desk it always feels a little obvious to mention
the topic of listening. However, it's incredibly important to
do this because it's often the simplest of ideas that get
forgotten about in the strive to be better.

Your end users will always have something to say,
particularly when something isn’t working for them, so
listen to what they're telling you.

You can listen to your customers in various ways, for
instance by:
e Conducting regular feedback surveys
e Using short experience scorecards when a ticket closes
("Rate Our Service Today")
e Reviewing complaints and following up with every
customer that submits one
e |nviting customers to group or individual feedback
sessions to share their thoughts

Plus, don't forget to listen out for what your customers
aren’t saying too.. This can then be used as a launchpad for
further, more focused, conversations.

And don’'t assume that your users don't know what they're
talking about because they don’'t work in IT. Sometimes a
fresh pair of eyes, from the outside, can be just what you
need to highlight something that everyone else is missing.



COMMUNICATE...

CORRECTLY

Open communication is vitally important when it comes to
exceeding your customers’ expectations. If you don't
communicate regularly, then your customers will probably
feel left in the dark. Of course, there’s a fine line between
not communicating enough and communicating too much
and it will take a little practice, and possibly some user
feedback. Clean and concise communication is essential
for understanding user needs, and managing expectations.
Inadequate communication may lead to
misunderstandings, escalation conflicts, and weakening
user confidence in the IT department.

Possible communication opportunities and methods
include:

e For upcoming maintenance, directly engaging affected
users well in advance to give them time to make
alternative arrangements

e Sending reqgular, personalized updates to end users
with open IT tickets *Sharing the good news from IT
with the organization - the IT service desk doesn’t have
to be all doom and gloom

e Communicating about major incidents from the
moment downtime begins until resolution

e Effective communication will save a lot of time and
heartache, both for your customers and IT department.



TRANSPARENCY

Think about your own experiences as a customer. Do you
prefer it when the organization you're dealing with is
honest and tells you about what's going on? Or would you
rather they just pretend that everything is okay and “string
you along”? Of course, it's the former and it's no different
with our users - faculty and students.

Being transparent and honest isn’t a difficult task but it's
often neglected.

Here are some examples of what you can do to make a
difference:
e Provide realistic timeframes for deliveries and
resolutions
e Don't make promises that cannot be kept

Nine times out of ten, if you're honest and upfront with
your users about the situation you're in they’ll understand.
They might not love it, but they’ll certainly respect you for
telling it like it is — which will help to improve your customer
relationships.



PROACTIVE SUPPORT

One of the best ways to exceed the expectations of your
customer base is to provide them with a proactive support
experience - i.e. do what they want (and expect) you to do
without them needing to ask and they’ll love you for it.

Proactive supportis all about being alert and engaged,
for example:

e Avoid chaser calls by sending regular updates to users
with open support requests - this way they have a clear
understanding of the resolution timeframe without
having to constantly follow up with IT

e Automate workflows to speed up processes and
reduce your service desk staff’'s workload. This will also
result in @ more streamlined experience for the end
user. Think how much faster a computer refresh, for
example, would go for the end user if many of the tasks
involved in that process are automated.

e Review repeat incidents and prioritize their permanent
resolution

e |Install monitoring tools to pick up incidents before end
users need to tell you about them



EMPATHY

In customer service, empathy is the capacity to affirm a
customer’s feelings and indicate that you can understand their
frustration or pain — even if the problem was out of your control.
In other words, empathy is putting yourself in someone else’s
shoes — understanding their perspective from their point of view.
This isn't always easy, but it's worth the effort because it helps you
connect with your customers and understand their needs. After
all, customer support is all about people, and if you can effectively
place yourself in their situation - you can support them better.
Even if you cannot resolve the issue, you can help the customer
feel heard by showing empathy, recognizing, and validating their
feelings.

Why is empathy important in customer service?

Customers want to be listened to. They want to feel they're being
heard and understood.

Users are people, with feelings, emotions, and a personality.
They're not just numbers or statistics. Customers can get
frustrated, annoyed, angry, and upset due to their issue. When this
happens, they need someone to listen to them without being
judgmental or hostile.

But that's where the tricky bit comes in: it's difficult for anyone to
listen patiently when they are dealing with a frustrated customer
who is venting their anger at them. It's easy for front line service
desk techs to become reactive and defensive when faced with an
angry or frustrated customer. Empathy is a game-changer and can
provide a crucial link to service excellence.

By focusing on these aspects, IT service desks can create a
positive and efficient support environment all the while fostering
strong relationships between IT teams and end-users.



THE DUAL PILLARS OF IT
SERVICE EXCELLENCE:

TECHNICAL PROFICIENCY AND
CUSTOMER SERVICE MASTERY

Tech Knowledge: Technical expertise forms the backbone
of the IT Service Desk

Diagnosing and Resolving issues: Strong technical
knowledge allows support staff to accurately diagnose and
resolve IT issues efficiently, minimizing downtime for the
user.

Understanding Complex Systems: Understanding
complex systems enables support staff to navigate
intricate infrastructures pinpoint root causes of problems
Troubleshooting: Troubleshooting techniques empowers
support staff to identify and address issues methodically,
restoring functionality swiftly

Implementing Solutions: Technical proficiency enables
support staff to implement solutions effectively, ensuring
permanent fixes. There are times when support staff must
implement short-term solutions until long-term solutions
can be implemented.

Customer Service: Effective customer service is integral
to fostering positive user experiences

Relationship Building: Building strong relationships with
users fosters a sense of partnership and encourages open
communication.



BEST PRACTICES

Define Objectives and Scope: Clearly define the objectives of
your IT Service Desk, including the types of support services
offered (e.qg., technical support, software troubleshooting,
hardware issues), the hours of operation, and the target audience
(e.g., employees, customers).

Develop Knowledge Base: Build a comprehensive knowledge
base with FAQs, troubleshooting guides, and how-to articles to
empower users to resolve common issues independently.
Regularly update and maintain this knowledge base to ensure
accuracy and relevance.

Implement Ticketing System: Implement a ticketing system to
efficiently manage incoming requests, prioritize issues based on
severity and impact, assign tasks to appropriate technicians, track
resolution progress, and analyze performance metrics. Look for
features such as ticket prioritization, automation, knowledge base
integration, and reporting capabilities.

Train Staff Effectively: Provide comprehensive training to
Service Desk staff on technical skills, customer service,
troubleshooting techniques, and use of help desk tools.
Encourage continuous learning and skill development to keep up
with evolving technologies.

Promote Customer Service Excellence: Emphasize the
importance of delivering exceptional customer service, including
active listening, empathy, professionalism, and clear
communication. Foster a customer-centric culture within the help
desk team.

By following these best practices, you can establish a well-
functioning IT Service Desk that effectively meets the needs
of users and contributes to the overall success of your
organization.
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